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Introduction- Cardiff Airport Executive Lounge
Artificial intelligence (AI) is rapidly becoming stronger, being used in everyone's everyday lives and across all departments globally. AI is currently transforming the hospitality industry which was once a customer driven industry which was all about human interactions, now being simplified for guests as much as possible making interactions quicker and efficient. In this report you will read about how Cardiff Airport Executive Lounge can use AI to improve their organisation skills, this can include recruitment, guest training, Ransbotham (2023) “AI changes the nature of work by shifting employees toward interpersonal and decision-making roles.” The report will touch on a range of academic research and AI experiences for example, Bodyswaps. The report will also conclude by giving examples of ways to use AI technology efficiently in the hospitality industry. Schwarz (2025) states in Orcale Netsuite, “many hospitality companies are using AI to help achieve their sustainability goals by reducing waste, which also contributes to their bottom lines.” This quote shows the awareness on many companies are dependent on AI and believe AI is opening many opportunities for companies. 
Findings
[bookmark: _Int_A5m5fY1h]Cardiff Airport Executive can use AI to improve the organisation. Research shows that AI is shown to be efficient for transforming hospitality, UNWTO (2024) “Artificial intelligence is improving operational efficiency, personalisation, and decision-making across tourism and hospitality sectors.” This is because artificial intelligence guides employees on how to make operational decisions that will help the organisation. International Journal of Hospitality Management Gurosy (2025) “streamlining shift scheduling, and equipping employees with AI-enhanced decision-making tools to help them deliver exceptional service.” This demonstrates AI’s ability to grow services and operational performance. AI brings benefits like reducing hiring times due to skipping several steps in the hiring process like interviews and in person questions. In a Future Hospitality Workforce study, it talks about how AI is Hajal, G. (2025). “Reshaping how hospitality teams are built and supported,” this implies that AI has found a way to change how employees are being recruited and how they are being trained within the hospitality industry. When we think of recruitment, we are used to manual CV’s and face to face interviews however AI is rapidly changing this tradition. Based on research Bodyswaps is a quick and innovative approach to training people for face to face interviews which is useful for employees to gain confidence and communication skills when they are put in the situation. Bodyswaps is an AI that can sense different emotions allowing employees to be prepared for all types of customers whether they are angry or pleased. This tool is commonly used in universities across the UK, teaching students how to be prepared for life after university. Kauppi (2025) “I think it's such a resource for the courses that I'm currently teaching… it's just a cherry on top for my coursework.” This suggests that Bodyswaps is a powerful addition to coursework giving students some extra support and skills that will come in handy. Linking this to the Cardiff Airport Executive Lounge, they could benefit from using Bodyswaps as it can enhance their service quality and help staff gain several different skills. Managers can also benefit from this tool by using AI to evaluate how each candidate handles customer service scenarios much quicker than manually doing it as AI can give instant feedback allowing managers to get through more candidates much quicker. Bodyswaps is an efficient way to identify skills needed for the hospitality industry.
[bookmark: _Int_PRXqudu2]Research proves that training assisted by AI International Journal of Hospitality Management (2025) “helped improve cultural intelligence and career development confidence” This demonstrates the effectiveness of this tool providing skills to prepare employees for face to face job roles. These types of tools can be seen as an opportunity for the Cardiff Airport Executive Lounge to train employees for more intense job roles like dealing with VIP customers, managing complaints etc. Furthermore, researchers discovered that hospitality companies can use AI to Mattila (2025) “meet or even exceed customers' expectations”, for example, faster check-in, personalised treatment, and active interaction during flight delays. In general, AI can help the Cardiff Airport Executive Lounge with CRM, operational hospitality, and guest service training. These changes can raise customer satisfaction, improve service quality, and promote more business. McKinsey (2024) “AI adoption in service operations can reduce costs while improving service levels through demand forecasting and automated decision-making.” While on the topic of revenue and business Cardiff Airports Executive lounge make plenty of extra money due to their premium drinks, upgrades, and lounge access, this can be used as another way to efficiently use AI. AI can also support upselling skills Accenture (2024) “AI-driven personalisation can increase revenue by recommending services based on customer preferences and behaviour.” staff members can practise providing extra services to visitors through AI powered simulations like Bodyswaps, which can boost revenue per customer. For the Cardiff Airport Executive Lounge, where upselling premium services is a major factor in sales, this is especially useful. AI can assist yield management by increasing income while ensuring elevated levels of customer satisfaction through improving employee confidence and communication. Michiel (2025) “offer personalised, non-intrusive upsells that enhance the guest experience… increasing revenue while ensuring guest satisfaction.” 
[bookmark: _Int_Nlb5cxFf]For the hospitality side, to improve decisions being made and efficiency. Systems X and other AI systems can analyse passenger statistics, identify periods of high travel demand, and suggest staffing levels. This lowers unnecessary employee expenses during slower times and guarantees that there is enough staff available during peak times. These functional improvements shorten wait times and enhance the overall visitor experience. As a result, operational effectiveness is increased while ensuring the high standards of service that are required in an executive lounge setting. Paredes (2026) “AI forecasting can improve accuracy and optimise operational decision-making.” This indicates AI has become so advanced that it is able to analyse enough data to predict what to do next or what could happen for the organisation next. This is an effective way to figure out what decisions are best to make next. A study by M1intel (2025) quotes, “predictive analytics can suggest menu items or curated dining events tailored to guest profiles, dietary preferences, or past behaviours.”
AI-powered CRM promotes return visits. Deloitte (2025) “AI-powered personalisation can increase customer satisfaction while driving higher revenue through tailored recommendations and services.” By enhancing revenue per visitor and increasing lounge capacity, these combined advantages support better yield management. According to research, AI-driven personalisation can boost customer loyalty and repeat business significantly, raising revenue performance. Kenyon (2025) “delivering real results through increased repeat bookings and stronger guest loyalty.” Use of AI improves service performance and boosts competitiveness in hospitality organisations, as shown by additional research. Jo (2025) “employing inductive approaches to develop rich descriptions of the adoption of AI and automation technologies and the transformation of skilling strategies in the hospitality industry.” Jo indicates that studies are looking into how AI has shifted the skills that workers in the hospitality industry need. This suggests that businesses need to adapt their training strategies and develop new competencies like digital literacy, communication and decision making as AI and automation becomes a growing trend. This implies that employees at the Cardiff Airport Executive Lounge would require training to collaborate with AI systems like automated check in, CRM software and AI training programmes. By asking workers to concentrate more on providing personalised guest service while AI takes care of regular tasks, these technologies are altering tradition hospitality professions. Use of AI therefore not only increases productivity but also modifies staff development and skill building tactics in hospitality settings. Based on research Buell Hospitality states (2025), “Our initiative ensures independent hotels are not left behind in this transformation, equipping them with the knowledge, confidence, and tools to make AI work for them.” This implies that although hospitality has and will always be a human interaction based industry, the industry benefits from AI as it is allowing smaller businesses like hotels to become well known due to the help of training and employee standards AI has provided. 
Conclusion
[bookmark: _Int_Nj4HaNSs]To summarise, findings show that the Cardiff Airport Executive Lounge can use AI to improve hiring, customer relationship management, hospitality operations, and guest service training. By improving communication abilities, confidence, and service consistency, AI solutions like Bodyswaps can aid in hiring and training. This guarantees that staff members are more equipped to deal with upset customers, grievances, and stressful circumstances. Additionally, by forecasting demand, controlling workforce levels, and boosting productivity during periods of high travel demand, AI-driven operational solutions like solutions X can enhance decision-making. These enhancements shorten wait times while upholding the high standards of service that are anticipated in an executive lounge setting. These results suggest that rather than taking the place of human interaction, AI should be used in connection with it. By optimising availability, raising revenue, cutting operating expenses, and guaranteeing the Cardiff Airport Executive Lounge provides a superior and competitive hospitality experience, this would promote better yield management.
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