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[bookmark: _Int_31LiqvFx][bookmark: _Int_OrdBUgcD][bookmark: _Int_w4JCxcTs]Skyline Swansea Attraction, located in South Wales, is a proposed tourism development extending from the Copper Quarter to the top of Kilvey Hill. The attraction is estimated to bring 466,000 visitors every year (Adventure Brits, 2025) and is a new feature to the welsh tourism and leisure industry. The attraction will feature gondolas go karting, newly developed bike trains and food and drink facilities. As the development has begun construction, the organisation must consider the changing use of AI (Artificial Intelligence) within the tourism industry and how it can be applied within the development to enhance the guest experience and manage day to day operations. 


Over the last 5 years, AI has incorporated itself within the tourism and attraction industry, transforming how businesses hire, train, and interacting with guests (Institute of Hospitality, 2025). For the duration of this report, it will explore and evaluate how much the travel and tourism industry has adapted to this new use of technology and what it can bring to Skyline Swansea. The report will also include theories such as Maslow’s Hierarchy of Needs (1943), Butler’s TALC Model (1980), and a range of diverse sources from the tourism and hospitality industry to conclude wether the use of AI for Skyline to implement it or not. 

AI for Recruitment

For a worldwide company like Skyline, the recruitment process for the attraction will need to include a system that works efficiently and carefully for the level of high application volumes. As the attraction is generating 100 new permanent jobs (Skyline Swansea, 2017) along with seasonal roles, the use of AI would offer numeral advantages to this process. 

 Recruitment includes a lot of time-consuming manual hours to go through CV’s, matching applicants to specific job roles and organising interviews. AI talent funnels such as Systems X can do all of this and more in less time to allow for a more efficient way of working. ‘AI can enhance the strategic value of HRM by improving talent attraction, engagement and retention’ (Hajal et al 2024) This shows that AI can get the job done quicker and can also help with reducing the cost of recruitment funding. This part of the project for Skyline is essential as it handles distributing the correct profiles to particulate departments and areas such as gondola operations, guest services and the food and beverage. 

Behavioral Assessments for applicants though platforms such as Bodyswaps can provide scenario-based training through VR simulations to show how they handle situations such as conflict resolution or a safety incident (PWC, 2023). This advanced technology is essential to training as workers handle the safety of the guests who use the attraction and are around the site. 

Guest Service Training

[bookmark: _Int_CNCKO1kE][bookmark: _Int_DTMzveDg]Guest Service training is an essential part of opening a new site as it results in how it makes visitors and guests feel in that environment: comfortable, nourishment and contentment. It also stands for how consistent emotions such as empathy, how the experience is, and the excellence of service can be carried out (Pine &Gilmore, 1999). Bodyswaps is designed to detect these types of behaviors which for Skyline can prepare staff for high pressure and time sensitive situations such as quest queries, incidents and managing overflows of visitors. These types of immersive and realistic scenarios can increase retention up to 75% with comparison for traditional training (PWC, 2025).

Maslow’s Hierachy of Needs (1943) shows that the momentum for employees' development in places of work, comes from the needs of self-actualisation and esteem, meaning that AI can reduce repetitive tasks, which boosts employee purpose and empowerment creating meaningful guest experiences. Incorporating AI into Skyline Swansea operations will effectively help with forecasting what visitor numbers may be for the day/month/ year which can help improve on keeping a reduction on queuing times and improve the visitor experience (Hardaker, 2025). 

Hospitality Operations

The use of chat bots online to answer customer queries, questions or concerns are also another way that AI can reduce labour costs, examples such as wheelchair access questions, weather conditions for that particular day can help with up to 70% of guest queries rather than having a large customer service department who can priortise high priority tasks (Roberts, 2025). 

[bookmark: _Int_KVS92xQ3]As the Skyline attractions develops overtime, the forecasting and management will need to be functional for the organisation to be working at maximum potential. AI forecasting systems can predict demand based on data collected such as spend per head (SPH), ticketing outlets and what events may be being held in the local area. The key indicators can help staffing effectively, improving cost control, and reducing waste (Walker, 2013) (Ingold et al, 2001). By integrating AI into the process of operational planning, Skyline Swansea can enhance its ability to respond dynamically to internal and external factors such as weather forecasts, visitor numbers, and term times.
Throughout hospitality operations AI is also capable of managing health and safely risks which are essential to the Skyline Swnasea area in the adventure tourism industry. Gondolas and maintenance systems require constant overseeing, meaning that AI-enabled sensors can detect unusual activity or issues such as temperatures, speed, and strength of equipment used. Lewin (2025) mentions that AI-powered monitoring systems are commonly used in huge attractions to prevent future accidents and ensure that health and safety protocols are met. This amount of multitasking from human could become quite a high-pressure environment so applying AI can reduce this from happening. Furthermore, the use of AI is ideal for heavy crowd flow and predict congestion throughout operations to allow for adjustments to be made before it happens. 





Customer Relationship Management

[bookmark: _Int_tLfUcd2E]Customer relationship management with the use of AI can help find personal preferences such as when it is a guest's birthday, traveling on the gondola with a child by buying a ticket online- these examples are tailored to the individual's needs and recommendations. Personalising the experience for guest can increase the satisfaction rate and boosts the chances of secondary spending within the attraction (University of the Potomac, 2025) However (Rawat, 2025) talks about the struggles some peoples experiences they’ve had with the use of AI when it comes to needing unusual requests or recommendations for the wrong things come up human connections are needed. These types of issues are what Skyline need to take onboard when it comes to decided what particularly AI can be useful for. 

[bookmark: _Int_g7we74hE][bookmark: _Int_y5fulcND]The downsides of using AI also come with the risks and concerns of how much personal data is used (Smart Meetings, 2025) and loss of human touch can fade out for times when exceptional calls need to be taken in times of uncertainty (Triendl, 2023). Without human interaction in this attraction the environment can become cold and automated, meaning that no memorable experiences can result in guests not returning. 

Applying AI enhanced systems to Skyline Swansea can also help build long term relationships with visitors by analysing customer behaving patterns in spending habits over multiple visits. If the AI able to track repeat guests and adjust as needed rewards systems such as loyalty points or programmes this can create repeat visits and customise each visit- aligning with Pine and Gilmore (1999). However, the disadvantages this may have is being solely reliable on the AI and not taking precautions for technical errors meaning irrelevant ads or marketing can cause negative behaviour from the guest and cause them to unsubscribe or not return. This is a clean example of the importance of Skyline Swnasea finding a balance between both AI and human intelligence to ensure the guest experience remains meaningful, trustworthy and reaches guest expectations.

[bookmark: _Int_q5b8S91O][bookmark: _Int_5Kk3qvKU]To conclude, the research shows that the use of artificial intelligence has the capability of being used in the operations for recruitment purposes, operations and partly customer relationship management within the Skyline Swansea development. AI can reduce repetitive task, support yield management, and support the development of staff training – resulting in satisfaction in guest experiences. However, AI cannot replace the emotion and empathy of the human connection best known for in the industry, rather be used as a tool and help develop new ways to create the perfect niche of service for Skyline Swansea. AI usage within recruitment stages can cut down on manual time of searching and showing the right candidates for the roles, resulting in other important tasks being prioritised. 


[bookmark: _Int_yCUzXXzT]Based on the finding of this report, three operational recommendations are proposed to support the used of AI within Skyline Swansea to enhance the recruitment process, hospitality operations, and CRM (Customer Relationship Management): 

· Integrating VR training for staff development – using Bodyswaps to prepare staff for conflict resolution and guest interaction. This would work specifically well with seasonal staff for working in a high-pressure environment, leading to better knowledge retention and confidence.
 
·  Skyline should implement AI- powered forecasting tools to help manage visitor numbers, SPH, and local event data to enable the right staffing, operational planning, and resource allocation, which will improve efficiently and effective operations

· Adopt AI systems capable of personalising the guest experiences by recommending activities available, upgrading the passes, and having a member of staff for the purpose of management.
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