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1. [bookmark: _Toc1869604589]Introduction
The Cardiff Bay Arena is a new development in South Wales, designed to host a range of events including concerts, conferences and live entertainment (Atlantic Wharf Cardiff, 2026). As a large-scale venue, the success of the arena will rely on delivering a high standard of hospitality to attract visitors and encourage repeat business. According to Atlantic Wharf Cardiff (2025), the arena is designed to fill a gap in Cardiff's existing live entertainment venues offering a mid-capacity venue between the existing arena and large stadiums.
Russell and Norvig (2010) define artificial intelligence (AI) as systems designed to replicate human thinking and behaviour, including processing information, learning from data and making decisions. Recently, Artificial Intelligence (AI) has become important within the hospitality and tourism industry, where it is now being used for a range of tasks, including recruitment, staff training, customer service and operational management. These systems have the potential to improve efficiency, enhance the customer experience and support performance, especially in high-demand environments such as arenas and other large venues. Additionally, AI can support yield management by analysing demand patterns and customer behaviour, allowing organisations to maximise revenue.
This report investigates the potential use of AI within the Cardiff Bay Arena, focusing on its use in recruitment, guest service training, hospitality and customer relationship management (CRM). It will also investigate how AI is able to improve customer satisfaction. The report will also provide recommendations for how AI can be used effectively within the arena.




2. [bookmark: _Toc921486418]AI in Recruitment 
Research shows that AI recruitment systems can significantly improve efficiency within hospitality organisations. AI is being used in recruitment to screen applications, analyse CVs and identify suitable candidates more efficiently, but maintaining human involvement is essential (IrishJobs, 2025). According to Turkkan Zencirli and Mejia (2025), the use of AI can reduce hiring times from around 30 days to just 3 days, while also increasing the number of candidates processed and reducing costs. This would be beneficial for a venue such as the Cardiff Bay Arena, where many staff will need to be hired before opening. 
However, there are also concerns around how reliable AI is in recruitment decisions. Turkkan Zencirli and Mejia (2025) also identified a decrease in staff retention after the introduction of AI systems, suggesting that candidates selected through automated processes may not always be the best fit for the organisation. In hospitality, where personality and interpersonal skills are essential, this could have a negative impact on guest experience if staff aren’t suited to their roles. It is also mentioned that AI can be biased by ignoring applicants that lack traditional experience. In order to avoid this, AI should be used to review applications first, but final decisions are made by managers, this will support yield, as having the right staff can improve service, improve customer satisfaction and encourage repeat business.
AI chatbots can improve the applicants experience by making the recruitment process quicker and more efficient. Chatbots can respond to questions instantly, provide updates on applications and help organise interviews, which reduces waiting times for applicants and improves communication (Monica et al., 2024). This can make the process simple and accessible for candidates, which can improve how they view the organisation. For Cardiff Bay Arena, this could help attract a higher number of applicants that have a positive experience through the application process. 
Additionally, Newport (2025) suggests that while people are starting to trust AI recruitment more, there are still concerns around ethics and bias due to concerns surrounding fairness and how accurate decisions made by AI are.
3. [bookmark: _Toc1959855138]AI In Guest Service Training
According to the Institute of Hospitality (2025), AI-based training such as virtual simulations, can be used to prepare staff for real-world scenarios such as handling guest complaints in a controlled environment. A good example of this is Bodyswaps, a training software powered by AI to provide realistic scenarios and interactions and allows users to receive feedback and practice various skills such as communication or even dealing with difficult customers, which are essential skills for hospitality within a large arena (Bodyswaps 2024). 
AI can also support training by improving efficiency and accessibility through automation. AI systems can provide instant feedback and allow staff to practise scenarios without the need for supervision. Generative AI has been used to create immersive training environments where staff can interact with virtual guests and receive real-time personalised feedback on their performance (Vojnovski, 2025). This allows employees to develop skills such as communication and problem-solving in a safe environment without real customers However, over-reliance on AI training may reduce opportunities for human interaction, which is important for new staff to gain valuable interpersonal skills which are essential for work in a venue such as the Cardiff Bay Arena.









4. [bookmark: _Toc351217679]AI in Hospitality Operations 
AI can also be used to support hospitality operations within venues such as the Cardiff Bay Arena. AI is already used in the industry for a range of operational tasks including data analysis, inventory management, personalised services and automated customer interactions (Institute of Hospitality, 2025). These systems can improve efficiency by allowing staff to focus more on delivering high-quality guest experiences.
According to Mercier (2024), AI can also support decision making through data analysis. By analysing customer behaviour and demand patterns, organisations, such as large venues, are able to plan staffing, stock and services allowing management to make better and more informed decisions This can help the arena prepare for peak periods by predicting customer trends, improving efficiency. It can also help maintain quality of service regardless of how busy events are, while maximising revenue opportunities by ensuring the right products are available at the right time, increasing sales. Mercier (2024), also mentions that AI can automate transactional tasks, allowing staff to focus more on guest interactions and “moments that require empathy”.
A significant issue with the use of AI in hospitality operations is that it is a people focussed industry and the social interaction between staff and customers is essential. According to Winchester (2023) and the Institute of Hospitality (2025), AI cannot replicate human interaction, especially in roles that require empathy and emotional intelligence. 
This means that over-reliance on AI could have negative impacts on guests' experiences, especially in a venue such as the Cardiff Bay arena as customers appreciate human interaction.
[bookmark: _Int_t1FBurFK]Another issue is that use of AI can create cybersecurity risks. Hospitality organisations deal with large amounts of customer data, including personal and financial information, which makes them a target for cyber-attacks. Evidence suggests that data breaches can lead to financial loss and damage an organisation’s reputation, meaning strong security measures are essential (Pipyros and Liasidou, 2025). If this were to occur, it could impact customer trust and the reputation of the arena.
AI has the ability to significantly improve hospitality operations by increasing efficiency and enhancing the customer experience. However, if managed incorrectly, it can significantly impact the organisations reputation. It must be used alongside human staff and supported by strong security systems to protect customer data. 
















5. [bookmark: _Toc798016525]AI in Customer Relationship Management (CRM)
AI is transforming customer relationship management (CRM) through automation and personalised experiences, helping improve customer retention (Ledro et al., 2024). However, integrating AI into CRM is not simple; it requires clear planning, organisation, teamwork across departments, and customer involvement (Ledro et al., 2024). According to Law et al. (2024) and Ledro et al. (2024), organisations need clear objectives, early key performance indicators, and strong leadership to guide the implementation of AI. Data is also important, as having accurate customer information allows organisations to better understand customer needs and deliver more personalised experiences, AI can be used to store this data (Ledro et al., 2024). This is relevant to the arena, as AI can use customer data to predict customer needs, improve customer experiences, and improve yield by targeting customers with personalised offers and event recommendations.
SystemsX is a technology company that specialises in automation and AI, helping organisations understand and manage customer interactions (SystemsX, 2026).It was founded in 2023 to make AI more practical for real-world use, providing a platform that turns customer data into useful information while keeping a focus on human interaction. The system can analyse customer behaviour, track interactions, and help organisations use this information to improve performance. This could be used in Cardiff Arena to monitor customer feedback, understand guest preferences, and improve guest satisfaction through personalised service. It can also support decision-making and improve efficiency, while still allowing staff to focus on customer service and human interaction (SystemsX, 2026).
AI CRM systems can support organisations such as the Cardiff Bay Arena by managing customer interactions across multiple platforms (Alnofeli 2025). This allows the organisation to provide consistent customer service and helps organisations respond more effectively to changing customer needs. This could improve decision-making and ensure a consistent experience across events.





6. [bookmark: _Toc153843927]Conclusion 
Overall, AI has the potential to significantly improve performance within the Cardiff Bay Arena by increasing efficiency, enhancing customer experience, and improving yield. AI can be used in recruitment, training, operations and CRM, automating processes and creating more personalised services. However, research shows that the most effective use of AI is alongside human staff.

Findings suggest that AI should not replace human interaction, especially in a hospitality environment where interaction and empathy are essential to the guest experience. Over-reliance on AI could negatively impact service quality and customer satisfaction if not managed correctly. There are also security concerns surrounding data storage and the risk of cyber-attacks which could have a negative impact on the arena.













7. [bookmark: _Toc706752099]Recommendations
· Use AI in recruitment to screen applications but ensure final hiring decisions are made by managers to avoid bias decisions. 
· Use AI alongside human staff to support tasks without replacing human interaction.
· Use AI training platforms alongside real-life interaction to build interpersonal skills.
· Maintain strong data protection systems to protect customer data and reduce the risk of cyber-attacks.
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