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Literature Review
AT in Personalized Customer Services and Cost Declining and Operational Efficacy
O According to Nam et al (2020), virtual

assistants and chatbots are mostly used AI
tools in hotels to offer personalized services.
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Literature Review

Cost Declining and Operational Efficacy

© Ford and Sturman (2020) cited that Al
technologies are decreasing 40% costs
and enhancing the operational efficiency
in the hospitality sector
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Literature Review

AL Implications on Customer Loyalty and Satisfaction

Q As per Mill (2012), the usage of AT
applications is helping o examine customer %
preferences and offer customer service,

thereby ensuring loyalty and improving
satisfaction levels.
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Literature Review

Challengesand Complications

o The hospitality industry face challenges
of implementing AL, which are data
privacy concerns, GDPR compliance,
and the potential loss of human touch

in service delivery (Tribe, 2009).
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Method and Theme Impact Analysis

Qualitativemethodology& secondaryresearch
Data sources Peerreviewed journals, articles,industry reports (2020-2025)

Search keywords: "Guest experience," "personalization," "AI in hospitality" (Google

Scholar)
Content analysis for data categorization
Diffusionof Innovation theory as analytical framework

Focus on Al adoption,customersatisfaction& operationalefficiency
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        Method and Theme Impact Analysis  Qualitative methodology & secondary research  Data sources : Peer - reviewed journals, articles, industry reports ( 2020 – 2025 )  Search keywords : "Guest experience," "personalization," "AI in hospitality" (Google Scholar)  Content analysis for data categorization  Diffusion of Innovation theory as analytical framework  Focus on AI adoption, customer satisfaction & operational efficiency Method
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Method and Theme Impact Analysis
AI Impact Analysis on the Hospitality and Hotel Industry

Political: GDPR compliance, data privacy hws, UK government funding
Economic: Lower inflation (2.5%), declining GDP (-0.6%). AT investment benefits like cost reduction

Social: Demand for personalization, Gen Z and Millennials® preferences, privacy concerns, preference

for human interaction
Technologicak Al advancements, IoT integration, smart room scrvices. high costs of adoption
Environmental: Al-driven encrgy cfficiency, waste reduction, sustainability measures

Legal: Employment laws, Al ethics, liability concerns in automated decision -making
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Conclusion

o Al enhances personalized customer experiences in
hospitality.

o PESTEL analysis highlights benefits like efficiency and
improved services

° Challenges include high costs, data privacy concerns, and
reduced human interaction

o Compliance with regulations and external factors is
essential

° A strategic approach ensures successful Al implementation
in hospitality.
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Recommendations

. Implement robust data protectionmeasures to ensure GDPR compliance.

. Conduct regular securityaudits and update data storage protocols

. Provide Al training programs to employees, addressing resistancethrough Kotter’s 8-step model.
. Invest in cloud-based Al platforms for flexibilityand operational efficiency

. Balance Al automation with human interactionin customerservice.

. Utilize Al for personalized marketing, staff scheduling, and resourceoptimization

. Collaborate with technology partners and academic institutionsfor Al advancements.
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Introduction

Q Contemporary ~ Theme:  Artificial
Intelligence (AD)-Powered Personalisation

Q These days the deliverance of personalized
guest experiences has become crucial to
enhance customer satisfaction and loyalty.





