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ARTIFICIAL INTELLIGENCE IN HOSPITALITY AND TOURISM


The Use of Artificial Intelligence for Guest Service in The   Hospitality and Hotel Industry

Abstract
The research paper will focus on artificial Intelligence in the hospitality and tourism theme, which has been a trend in the sector. The paper explores how AI technologies are used in the industry to enhance guest service experience. One of the elements discussed is the method, where a qualitative approach has been used to collect non-numeric data on the use of AI in the hotel and hospitality sector. Journal articles about the topic have been searched across various databases to ensure the data collected is credible and reliable. Moreover, the literature review explores studies that analyse the impacts of artificial Intelligence on the industry. In addition, through the PEST tool analysis, the theme has been analysed by identifying factors that have been influencing the implementation and use of AI in the sector. Lastly, future actions the industry should take to make the best of these AI technologies have been recommended. Besides, the research has outlined some of the responses by the hotel and hospitality industry, reflecting their level of impact and analysing their strengths and limitations.


Use of Artificial Intelligence for Guest Service in the Hospitality and Tourism the Hospitality and Hotel Industry
Introduction 
The chosen contemporary theme is the use of Artificial Intelligence (AI) in the hospitality and hotel industry, where AI tools are actively involved in the sector to enhance guest experiences, streamline operations, and enhance efficiency. This theme is essential and relevant in the hotel and hospitality sector, as leveraging technologies can help improve customer experience and satisfaction. In the hotel and hospitality industry, humans are involved in the delivery of various services to customers, such as booking, addressing their queries, making room reservations, and serving the guests, increasing the room for errors and mistakes that lead to customer complaints (Mac et al., 2021). As a result, the customers seeking such services have negative experiences. Thus, leveraging AI in the sector will help automate some activities, mitigating errors and mistakes as the technologies function as programmed. Ana et al. (2024) indicate that over the years, businesses in the hotel and hospitality sector have been implementing various artificial intelligence technologies such as biometric data recognition, booking systems, chatbots, kiosks/self-service screens, and QR codes in their operations. Moreover, due to economic instabilities, players in the hotel and hospitality sector have been using AI tools to enhance the working of their staff and replace some of the manual operations to reduce operational costs (García-Madurga and Grilló-Méndez, 2023). These challenges faced by the sector and solutions that have come with AI have led to their prevalence in the industry. 
Literature Review
The first theory applied in this paper is extrinsic theory, which will be applicable in this paper. It suggests that people engage in some behaviours due to potential external pressure or rewards (Bandhu et al., 2024).  addition, concepts like satisfaction, implication, guest experience, automation, robots, and Chatbots will be used in the paper.
One of the specific areas within the theme that the study will focus on is the use of artificial Intelligence for guest service to enhance the experience. According to Roy et al. (2024) and Limna (2023), there is exponential growth in the application of AI-driven technologies and robots in the hospitality sector to improve the quality of service delivery. Artificial Intelligence has greatly enhanced guest services and the customer experience. Koo et al. (2021) indicate that using AI and robotics in the hotel and hospitality sector helps automate services and enhances the experience. Hotel and hospitality businesses are using AI solutions to automate some of their services, enabling them to attend to customers' issues without human intervention. For example, when customers are searching for suitable destinations, they search for different companies across online platforms and their websites, where they enquire about various information from the businesses. Using chatbots in customer care services has enabled customers to enquire about information anytime and virtually, leading to better decision-making (Astuti et al.,2024). Sometimes, customers may want to seek after-sales services; thus, implementing chatbots helps them to save the cost, time, and inconveniences they could have faced. As a result, the guest experience for the customer using such services from the businesses is improved, leading to their satisfaction (Al-Hyari et al., 2023). As noted by Hanji et al. (2023), chatbots facilitate information retrieval and recommendation retrieval, leading to better guest experience as customers can get real-time assistance from the hotel they want to book or they have booked before. Also, some hotels are integrating their Apps with AI to personalise guest experiences by suggesting amenities and activities to the guests based on their preferences and behaviours (Štilić et al., 2023). As a result, the guests can enjoy the services more, improving their experiences.
Using artificial Intelligence in the hotel and hospitality industry has improved the guest experience by saving them time and reducing the inconveniences that may arise when interacting with the staff offering them. For example, in the hotel and hospitality sector, dealing with clients from varying diversity as they serve local and internal clients, cultural barriers such as language and other beliefs may affect the service delivery, leading to poor service and negative experiences. However, with artificial Intelligence, some service delivery is automated, enabling the clients to serve themselves using these technologies. Parvez (2021) notes that AI has led to the development of facial recognition that supports check-in and check-out, enabling hotels to provide self-service aptitudes to customers. Thus, guests can overcome issues such as language barriers that can lead to misunderstandings, as booking devices offering facial recognition support different languages that clients can choose from. Besides, with the self-services, customers do not have to wait at the front desk as they can serve themselves, eradicating time wastage and leading to easy check-in and check-out (Halim et al., 2023). Consequently, these benefits of self-service through facial recognition have greatly improved the guest experience. 
Moreover, artificial Intelligence has led to the affordability of services in the hotel and hospitality sector without compromising quality. According to Kaipu (2022), using AI technologies has improved the sustainability of the hotel and hospitality industry by using AI-powered systems to minimise energy consumption, enhance waste management, and help optimise resource allocation. For example, as noted by Kumar et al. (2021), Aloft Hotels launched A.L-O-robotic, which can move across the hotel to place orders. This operation eradicates the salaries that could be used if such services are done by humans, reducing the operational costs. As a result, using these technologies has helped players in the hotel and hospitality industry to lower their operational costs, which is reflected in the final prices of services and goods that the customers are charged. Thus, customers can get more value for their money by enjoying high-class and quality services within low budgets, leading to better experiences. In addition, through sustainability in the businesses, leading to lower operational costs, companies can extend some discounts to their customers, improving guest experience. 
Tourism is one of the important areas in the hotel and hospitality industry, which enables people to travel across the world as they witness various sites, cultural heritage, and other destinations. The evolution and implementation of technologies in the sector have positively affected the guest experience of cultural heritage. According to Loureiro et al. (2022), using virtual reality (VR), which is an AI technology, guests can immerse themselves in cultural heritage sites and gain experience of these sites without being in the real world. Thus, the technologies have enabled businesses in the sector to offer additional and unique services to their guests, improving their experience. Furthermore, guests' experience in the hotel and hospitality sector is enhanced with complementary information obtained by recording data about cultural sites and other destinations that humans cannot easily access. The collection of this data is made possible by using drones equipped with AI technologies to help perform tasks autonomously without human intervention when accessing areas that are dangerous to humans (Sai et al., 2023). Moreover, guest experience in the hotel and hospitality sector is enhanced by the use of AI technologies such as the A.L.O-robotic butler used by Aloft Hotels to surprise guests with room deliveries such as food and hotel (Kumar et al., 2021). Through these unique services the hotels offer courtesy to AI technologies, the guest service experience is improved, leading to high satisfaction levels among the clients. 

Method 
The research paper will use the qualitative method in the data collection, which will entail collecting non-numeric data in the form of texts to gain more insights into the theme of Artificial Intelligence in the hotel and hospitality industry. Through this approach, the research paper will rely on secondary data sources from existing studies. Besides, case studies outlining aspects of the themes will be examined for more practical insights into how businesses have been using AI technologies in their operations to enhance guest experience. These case studies are from players in the industry that have been using AI technologies which help in better understanding their implications. The case studies will be searched from industry reports and government websites. The existing studies will be searched from journal articles published in various reputable databases such as Google Scholar, IEEE Xplore, Scopus, ScienceDirect, Academic Journals, EBSCO, and ScienceOpen. These sources will be analysed by extracting themes and topics surrounding the use of AI in hotels and hospitality. Criteria will be set for searching articles published within 5 years to ensure the sources searched are current. In addition, the search will only include articles whose studies are limited to the analysis of the hotel and hospitality industry and related areas. 
Theme Impact Analysis 
PEST analysis, which stands for political, economic, social, and technological factors, can be used to analyse and interpret the implication of the chosen theme on the hospitality and hotel industry (Buye, 2021). 
Political Factors 
The use of AI technologies is affected by various political factors, influencing its use in the hotel and hospitality industry. Through AI, businesses handle a lot of clients' data, which they have to protect and safeguard (Zhang et al., 2021). Countries have developed various laws to manage and control how companies use and deal with data. Thus, due to the compliance and reinforcement issues, players are forced to develop their policies on the use of these technologies to help protect the data of customers. This action may have negative and positive implications, affecting the guest experience. For example, if the policies are favourable to the guests, their experience will be enhanced, and if they are troublesome, clients may not be attracted to such businesses. In addition, there are different policies developed to govern the use of technologies in all jurisdictions, which affect their use in the industry, depending on whether they are favourable (Rissman et al., 2020).
Economic Factors 
The use of AI in the hotel sector has both positive and negative implications. On the positive side, it has enabled the players in the industry to reduce their operational costs and become more sustainable. For example, with the automation of some of the operations in the hotel, such as serving and customer care services, which are done by bots and robots, the companies can lower the size of their capital-intensive labour force (Mutascu, 2021). As a result, the businesses can incur less costs in their operations, generating more revenue. In addition, firms in the industry have been able to leverage AI technologies to enhance efficiency in their operations and deliver quality services, attracting a lot of guests that led to the growth and expansion of the companies. However, using AI technologies has exposed businesses and clients to cybercriminals, leading to the loss of data that is used maliciously (Shetty et al., 2024). In addition, employees are forced to upskill while others are rendered jobless, leading to unemployment in the sector (Mutascu, 2021). Besides, AI enhances job inequalities as most of the unskilled labour force is replaced by technical experts, making the jobs reserved for some categories of people. 
Social Factors 
As noted by Cheung and Woo (2021), the hotel and hospitality industry heavily depends on the young workforce. These factors significantly impact the use of AI technologies in the sector as the group is more conversant with various technologies. Hence, they are more compatible with the evolving technologies employed in the sector. In addition, the population can easily upskill and retrain to equip them with more skills to enable them to work well in the sector. Additionally, most of the people who seek services from the industry are the young, middle-aged population who are educated (Chan et al., 2020). This aspect positively affects the use of AI technologies in the industry since they are more digitally literate to use smartphones and tablets and interact with various applications. 
Technological Factors
Technological advancement has positively affected the use of AI in the hospitality and hotel industry. Through these advancements, many technologies, such as robots and chatbots, are developed that are applicable in the sector (Dwivedi et al.,2021). Due to this, players in the industry have a variety of choices to choose from that suit their needs. Vendor partnerships have greatly improved creativity, where individuals and businesses come together to develop various AI solutions to address different real-world problems. Moreover, technological advancements have made people more digitally aware and enhanced their literacy, making them embrace various technologies easily (Diseiye et al., 2024). Hence, players in the hotel and hospitality sector easily embrace AI technologies as their customers easily support their usage.  
SWOT Analysis 
Some of the strengths of AI in the hotel sector include helping to automate some processes, having few personnel required to monitor them, and helping enhance sustainability in a business (Astuti et al., 2024). On the other hand, AI has some weaknesses, which include ethical concerns, privacy issues, and lack of transparency that can have negative implications for the business (Ivanov and Umbrello, 2021). Moreover, the use of AI comes with some strengths such as privacy infringement, security and safety issues, and job losses, which can make customers and staff oppose the use of AI technologies (Hamarat et al., 2024). Furthermore, the use of AI in the hotel sector has some opportunities, like allowing the business to expand its operations, increasing the productivity of the business, and reducing operational costs (Astuti et al., 2021). 
Industry Response to The Chosen Contemporary Issue
Due to the evolution of AI, the hospitality and hotel industry have been responding differently to the disruptions caused by these technologies. One of the ways they respond is by automating some of their operations and reducing the size of their workforce. Secondly, some have been offering some training to equip their employees with the knowledge to work in the digital environment, while others have been hiring IT experts who have the necessary skills to handle their IT resources. The training makes the employees more competent in offering services using AI solutions, leading to a better guest experience; however, it is a costly programme (Chohan and Hu, 2022). In addition, some players have been responding to these disruptions by outsourcing some IT services as it is not their main function, instead of establishing their IT department. This response has strengths such as reduced operations costs and access to competent IT experts (Elhoushy et al., 2020). However, it exposes the business to higher risks of data breaches by having third parties deal with and handle their information (Elhoushy et al., 2020). 
Conclusion 
AI is one of the most important technology developments that has come to shape the operations of the hotel and hospitality sector, leading to its transformation. Although AI has some negative implications that can harm customers and businesses, its benefits outweigh these challenges. Hence, players in this sector should leverage AI technologies to improve their guest service experience and operations. 

Recommendations
In the future, the hotel and hospitality industry should take some measures to ensure they leap big from the use of AI technologies in their operation. One of the recommendations to the industry is that they should invest heavily in their data management and protection techniques to ensure they are safe and secure. As noted from the evaluation of the impact of AI technologies in the hotel and hospitality sector, one of the negative implications that has resulted from this development is that it has exposed customers and businesses to the risk of cybercrimes, making them prone to data breaches. Thus, to ensure that companies in the industry become victims of cybercriminals' activities, they should prioritise the security and safety of their systems to ensure their data and that of clients are safe. One of the ways they should mitigate this is by implementing strong security measures in their systems, which can withstand various forms of security threats. Moreover, the industry should have solid policies that guide the staff on how to remain safe from these threats by avoiding some tricks and traps used by cybercriminals. Importantly, they should offer free educational materials to their customers on how to deal with issues of cybercrimes and prevent them. 
Additionally, in the future, the hotel and hospitality industry should balance the benefits and challenges to prevent excess negative implications for the staff and business. For example, the analysis has pointed out that through AI, various operations have been automated. As a result, humans who were offering services have been rendered jobless. Thus, the business should try to balance this implication with the needs of the staff by not replacing many areas with technology, which can make others feel insecure, affecting their performances. Thus, the industry should prioritise their staff when implementing AI technologies to avoid mass laying offs, which can affect the morale of the other staff who may feel their jobs are not secure. Besides, the human aspect is critical in any service delivery since they can understand and respond to human emotions compared to the technologies, thus industry should look for ways the technologies work to reinforce and complement the working of the staff to offer better services, rather than replace them entirely. 
Furthermore, the hotel and hospitality industry should be accountable when using AI technologies by ensuring the businesses employing them meet the set standards. Thus, the industry should have stern regulation policies and standards to ensure a high level of accountability among the companies and clients using these AI solutions. In addition, the industry should be concerned about the decisions made using AI by analysing their outcomes before resolving to implement the decisions. This practice ensures that decisions made by AI are ethical and critical to all the stakeholders. 
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