




Guest service
Is the future of Hospitality and Guest Service AI Driven?



AI Statement
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm that I have copies of my drafts, notes and other resources I used, which I may be asked to provide in evidence.
However, I have used the experience of AI to aid my research. This has been done through apps like SystemsX and Bodyswaps.
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Guest service and hospitality are both important within the travel and tourism sector as they both play key positions. Guest service is the most visible part of an organisations and is the first thing that guests will notice. For example, personalisation for guests by anticipating their needs, responding to complaints or questions, managing bookings like in hotels or providing recommendations for the guest. Hospitality on the other hand is creating a more welcoming atmosphere for guests; it leans more into how guests are treated in places like accommodation and restaurants. Some examples of good hospitality would be friendly treatment of guests, complimentary items being provided, remembering an allergy or problem solving for guests when they have issues.
These features of guest service and hospitality are important in the aviation sector as they rely heavily on guest experiences, with WestJet airlines coming to Cardiff Airport in May 2026 (route Cardiff to Canada using Boeing 737 MAX 8 aircraft, flying four times a week), they will require good interactions with their guests for their new route to be successful. To aid this AI will become an important tool that they can use to strengthen themselves. They can use AI technology to support recruitment, operations, training and customer relations. These areas are important as they are key for good guest service within the hospitality industry. 
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Recruitment
AI can be a useful tool in many ways like recruitment. AI can provide an unbiased way for businesses to decide on candidates quickly and efficiently. On the other hand, it can also have a depersonalisation to it as the automation can come across as lacking feeling which can affect the brands image. 
There are many ways AI can aid WestJet with recruitment like screening CVs, matching candidates, making hiring quicker and assessing interviews. Screening CVs is used so that more can be read at once, the AI can look for key words to match job descriptions and compare it to existing staff CVs. WestJet can use this to reduce workload on staff that would normally direct the hiring process and allow them to identify candidates quickly. 
The aviation sector is a fast-paced industry so having AI aid them will allow them to select and hire applications faster with applicants that will be better suited for the job role and will have a direct impact on their guest service. According to a survey by LinkedIn taken in 2025 they found that their workload over a week has saved about 20% of time from those organisations that are actively integrating Gen AI. However, AI can cause issues that businesses should be aware of like:
· miss information especially when looking for specific words that may not be on every CV.
· Privacy issues with the data it collects from applicants.
· Lack of emotional intelligence.
· Lack of human interaction/ the recruiting process becoming interpersonal.

Training
Training methods in the airline industry can always be developed and with the rapid growth of AI there are various ways that WestJet can implement it. AI can learn and develop more personalised programmes that trainees can use that are better fir their individual learning style. The use of virtual reality allows for a more immersive feeling as it can replicate real life simulations providing safety while training, it also means that trainees may be more likely to remember what they are being taught in real time. It provides them with quicker feedback after analysing their performance through reaction times, and the decisions made. Similarly, the use of Bodyswaps also allows for role-play situations to be carried out and responded too with real time feedback.
Another way would be through AI identifying skill gaps that staff are able to focus on specifically instead of them having to repeat the course, saving time, money and resources. It can also be used for the ground operations team to experience loading an aircraft or performing maintenance on an engine through virtual reality.
Operations
Operations in the aviation sector is an important area as it involves flight planning, execution of plans and ensuring safety and efficiency of the aircraft and those involved. If WestJet was to use AI alongside their pre-existing systems, it can help boost their efficiency and productivity. WestJet have already begun using AI to help them in their day-to-day operations, for example using it to predict passenger behaviours, using past passenger data to avoid overbooking flights, or predicting how many people will not show up for the flight as well as weather patterns. They have also partnered with other AI platforms like Wiremind Cargo, it estimates the amount of cargo space that they have left over on the plane, this helps with productivity with booking. Furthermore, they also worked with Microsoft’s AI agent internally to support their staff and improve efficiency internally. 
AI would also be useful in yield management. In airlines this is a strategy that changes ticket prices based on demand in real time, so that to profits are increased to the maximum. WestJet can use AI in this area as it can process more data than a human so it can reduce the workload on staff and leave them to handle the more complex issues within the airline. Airlines can also overbook planes to make up to passengers that do not show up, the use of AI can allow them to have better predictions so that they can identify the passengers that are more flexible than others. Another area is the pricing; AI can recognise demand and amend pricing to ensure that they fill seats with the correct prices. 
In addition to this, the aviation industry is faced paced with technological advancements, competition from airlines and the staff within the industry operate under pressure. WestJet can use AI in this division to lighten the workload provide faster service for their customers. While in Cardiff Airport WestJet can integrate this to aid with flight scheduling like more accurate departure times based on live feedback from the ground crew, flight delays and how the issues can be solved reducing the number of grounded flights. 





Customer Relations
WestJet launched their own AI chatbot called Juliet in 2018 which is used to communicate with customers, she learns from previous interactions and examples that have been provided. Kim et al. (2024) states that ‘AI mimics human intelligence through computer systems via knowledge or experience and performs tasks’ which means it can respond, understand other languages or make predictions appropriately. According to (Donohue, n.d.) it states that Juliet has supported ¼ million guests in 2019, making it more efficient and lowering the workload on their employees. Similarly, research done by (Tan, n.d.) states that 87% of their issues were resolved without human involvement, it shows that using AI is constantly learning and developing. WestJet using this allows support to be accessed constantly during quiet and peak seasons.
As an addition to their own chat bot, they can use SystemsX which is made for helping businesses with their customer relations through analysing calls and chats. It will boost their overall performance when working with customers and make guest experiences more personalised will further raise customer satisfaction with the airline. They can also use AI for face recognition, for security and faster check-in times within the airport reducing waiting times.
However, there are always negatives that WestJet should keep aware of. For example, though AI can make personalised recommendations it lack the ‘human touch’ and emotional intelligent that talking to a human can provide. This can raise trust issues among customers as AI may struggle with more complex issues, providing incorrect information and leading to more issues. According to Rydzik (2025) in a round table discussion they state that ‘human interaction remains really important for workers, no matter whether they work for high-end luxury brands or budget hotels,’ from this it shows that customers would value human interaction in the hospitality industry as it enables a feeling of being supported that an AI would not be able to copy.

[bookmark: _Toc228056969]Conclusion
Overall, the use of AI can help the brands’ identity in these areas. It can improve their performance with various tasks like ground operations and day to day tasks, identifying problems and solving them quickly or before then even arise and training employees more efficiently, using unique styles that will stand out to them individually. WestJet using this can help with customer loyalty/satisfaction and staff that are trained with a higher quality. However, the use of AI in WestJet can be helpful and reduce workload greatly when used correctly, but if it doesn’t work as expected it can do it can have a negative impact on the guests, the new and current staff as well as the airlines overall image. So finally, it should be used alongside human intervention to avoid oversight in areas.
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For recruitment AI can help with answering questions that potential staff may have however, there are issues with AI and its ability to understand human emotions and facial expressions, so WestJet should over rely on it when hiring.
Another recommendation would be to utilise AI and its ability to give real time feedback when in a roleplay situation as it means that the trainee can then fix potential mistakes quicker.
In operations I should be used to help make decisions alongside a human, like flight times or the impact a flight will have because of the weather. Also, it should be used within Cardiff Airport so that it reduces the time people are waiting to check-infor a flight with WestJet. 
One recommendation would be for WestJet to use a hybrid approach when using AI throughout their customer relations. AI can be effective and faster than their staff which can retain customers as they’ll have faster responses which furthers WestJet’s profitability. However, customers may still prefer speaking to a human over a chatbot as it can feel more personal.
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