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Abstract
The assignment has been created to shift the focus to the study of the use of artificial intelligence in the tourism and hospitality industry. With this topic kept in mind, the company that has been selected for our studies is the Hilton Hotels. A detailed literature review has been conducted on the key applications of artificial intelligence in the hospitality and tourism industry with a focus on all the recent developments that have been brought in recently. In the next part, the impact of these artificial intelligence tools on the hospitality workforce has been critically evaluated. The next literature review has proceeded to study the challenges that have been faced due to implementing artificial intelligence in the tourism department, and we are concluding with yet another vivid study on the current trends and future aspects of artificial intelligence in the tourism industry. The methods of analysis were described and PEST Analysis has been done as well to portray the impacts of the external environment. Some recommendations were provided for Hilton Hotels to address their current issues regarding the adoption of artificial intelligence. 
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[bookmark: _heading=h.gjdgxs]1. Introduction
Artificial intelligence (AI) in Hospitality and Tourism is the chosen theme for this research. A tremendous growth has been experienced by the hospitality and tourism sector due to the adoption of AI as it has reshaped the service operations to drive growth of this sector (Huang et al., 2022). In this regard, Hilton Hotels has chosen to find the importance and relevance of AI in the tourism and hospitality sector. AI is extremely important and fruitful for this organisation as it has contributed to enhancing consumer experience,  operational efficiency and so forth. For example, Hilton Hotels has introduced IBM Watson's AI-enabled concierge robot named "Hilton's Connie" to assist their guests seamlessly (Sahota, 2024). This AI-driven robot guides the guests of Hilton Hotels regarding their amenities, local attractions and dining recommendations. In addition, Hilton has enabled connecting room technologies which can be utilised by the guts to ask for help at any time. It sheds light on the importance and relevance of AI in the hospitality and tourism sector in terms of Hilton Hotels. This Hilton Hotels was established in 1919 by Conard Hilton in Texas and now operates with more than 8,300 properties in around 138 countries. Therefore, it can be said that AI is prevalent in this sector due to its diverse potential to contribute to increasing efficiency.      
[bookmark: _heading=h.30j0zll]2. Literature Review 
[bookmark: _heading=h.1fob9te]Key Applications of AI in Hospitality and Tourism
According to Huang et al., (2022), the trends of artificial intelligence are creating a wide impact in almost all domains of human knowledge. The hospitality industry is also trying to reap the most out of the artificial intelligence means to provide the best possible services to their customers. Personalised treatment is opted for by customers across all spheres, and AI helps the people belonging to this industry to provide personalised forms of services to their clients. According to Dwivedi et al., (2024), the profiles of the customers are studied by these tools in detail to understand their likes and dislikes so that they can be taken care of while serving the customers. These likes and dislikes include the recommendations provided by the customers themselves and also the ones automatically generated by the tools. Smart room recommendations are the latest additions.
According to Dwivedi et al., (2024), taking care of the grievances of the customers is one of the aspects that has been rendered to the artificial intelligence tools these days. Chat GPT is one of the most crucial additions to the system that is in vogue these days. According to Limna, (2023), the problems, grievances, and grudges of the clients can be addressed with the help of artificial intelligence. 
[bookmark: _heading=h.3znysh7]Impacts of AI on the Hospitality Workforce
According to Limna, (2023), the first and foremost impact on the hospitality industry is the achievement of better customer experience that is received with the use of artificial intelligence tools in the industry. As we have talked of earlier, the grievances and grudges are easily dealt with, the problems are solved and thereby the number of unsatisfied customers has lessened with time (Costa and Costa, 2022). Apart from that, according to Limna, (2023), the personalised form of services provided to the customers helps them in getting enhanced forms of services from the hotels. All the preferences of the customers are taken care of and only the desired characteristics are maintained.
According to Bulchand Gidumal, (2022),  it is not just about satisfaction on the part of the customers that has experienced improvements lately due to artificial intelligence, but it is also the operations and functions of the hospitality department that have seen improvements. With the use of artificial intelligence, a more efficient and convenient form of working has been made possible. According to Limna, (2023), the number of mistakes has gradually lessened with time and as such the process on the whole has turned out to be a better version of itself. 
[bookmark: _heading=h.2et92p0]Challenges of AI Adoption in Hospitality and Tourism
According to Nam et al., (2021), the most common problem associated with the artificial intelligence aspect is that of data privacy. Although all the websites and applications that are used for making hotel bookings maintain privacy and claim to do the same in the best possible way, these platforms make use of certain levels of customer data. There is always a threat of cyber-related problems in the arena which can never be ignored (Tribe, 2009). According to Mingotto et al., (2021), customers do not like their private information getting leaked out, which is mostly the case whenever there is a bug in the system. The most vital issue that needs to be addressed in the system is to take care of data privacy.
According to Mingotto et al., (2021), it is also to be noted that all the staff in the hospitality industry have to be made aware and trained according to the norms of artificial intelligence. It is to be realised that not everyone is acquainted with the specialities of the technological aspect and to provide for proper training and knowledge. According to Nam et al., (2021), without proper training and knowledge, the staff at the hotel are not able to serve the guests adequately and the guests remain unaware of the latest improvements that have been brought about in this domain. 
[bookmark: _heading=h.tyjcwt]Current Trends and Future Prospects of AI in Hospitality
According to Kumar et al., (2021), the future of the hospitality department lies with the immense perspectives and explorations of all kinds of artificial intelligence tools. Robotics will take care of all kinds of aspects including taking care of the guests. According to Kumar et al., (2021) providing room services, arranging stuff in the rooms and other related services are likely to be done with remotes and machines rather than human labour involved in getting these things done. Moreover, the generating data work while checking in and checking out of the hotels will be solely attributed to the technology-driven robots.
According to Milton, (2024), security and safety will be provided with even more attention in the upcoming years. It is a well-known fact that the services related to the maintenance of data privacy are seriously dealt with (Cooper and Hall, 2019). However, several loopholes need to be further taken care of. Paying attention to these loopholes would enable the services to be foolproof and will also allow the system to become even more convenient with time. It can be assumed that with the rapid growth that is being undertaken, even more developments are to pour forth with times leading to further development. 
[bookmark: _heading=h.3dy6vkm]3. Method 
[bookmark: _heading=h.1t3h5sf]Data Collection Method
Data collection is one of the major parts of research as it contributes to increasing the quality of results by gathering relevant information related to the research topic (Taherdoost, 2021). A secondary method of data collection was followed to conduct this research to determine the role of AI in the hospitality and tourism sector. The existing resources such as newsletters, books, journals, research papers, authentic websites like Google Scholar and the official website of Hilton Hotels were utilised to gather sufficient data. The journals were primarily collected from authentic resources including Wiley, Sagepub, ScienceDirect, Springer and so forth. The selection of a secondary method of collecting data was helpful for this research to gather qualitative data to fulfil the requirements of this research.    
[bookmark: _heading=h.4d34og8]Data Analysis Method 
A thematic method was chosen to analyse the data for this particular research to maintain the quality of data. Thematic analysis refers to the process of assessing and determining the meanings and patterns of the data (Finlay, 2021). Choosing this method has contributed to formulating new themes based on the data patterns to explore the contexts related to the chosen topic. The selection of this analysis method has also provided the advantage of maintaining a thematic structure throughout the research paper to underscore the analysed data.   
[bookmark: _heading=h.2s8eyo1]4. Theme Impact Analysis
[bookmark: _heading=h.17dp8vu]PEST Analysis of AI Impact on Hilton Hotels
a) Political Factors
The UK Government has unveiled a cross-sectional and statutory guideline named DPIA, Under the GDPR provision to enforce eight mandatory privacy rights while implementing AI. Tailored by The Information Commissioner’s Office (ICO), The DPIA checklist (Article-35) outlines the requirement of accountability, fairness and transparency to be followed by an entity while implementing AI (Osborneclarke, 2022). This act enables it to take into account the Data Protection and Privacy rights of its customers (Clegg et al., 2021). Hilton Hotel to abide by the GDPR Compliances regulating Data Protection Requirements and The Regulations (EU) 2016/679 of the European Parliament laws for Data Privacy and Security has compiled Service Provider Data Protection Standards (SPDPS) (Hilton, 2022). As a form of agreement to maintain stringent regulations regarding Data Safeguards, Hilton Hotels has invested in secured AI systems to embolden the security and privacy of transborder data flow in the European Markets. 
Organisational transparency to repertoire compliant and responsible data collection as well as upholding reliability in data-privacy measures using Data-protection Regulations and Laws are capable of impelling Corporate Digital Responsibility (CDR) and consumer trust (Aldboush and Ferdous, 2023). 
b) Economic Factors
Robots, AI and Service Automation (RAISA) have emerged as an affordable and accessible mode solution for cost-effective Hospitality management and operations (O'Hara, 2021). Coupled with the ever-evolving consumer consensus on Digital Transformation trends and the Perceived usefulness of Automation, integration of IoT, Chatbots, Robot-Concierge, Self-Service information, Check-out/Check kiosks and many Smart Technologies has become prudent solutions. These proactive technological innovations have aided in yielding high consumer satisfaction and Personalisation of guests' comfort (Sharma et al., 2024). For example, Hilton has adopted AI-driven chatbots, comprising personable and charming animation characters to act as an indispensable and optimised guest support system (Hospitality Net, 2023). 
Despite its long-term benefits in booming cost-efficiency, profitability and operational excellence, the initial capital investments for embedding AI and Automation can be underlined as a definite barrier for small hospitality brands. For instance, around 1/3rd of the small Hotels lack adequate financial assets resulting in the amplification of loan borrowings up to 9% (Opus Business Advisory Group, 2024). 
c) Social Factors
Personalisation has sprung up as a game changer to gain momentum of profitability in Hotel Businesses as 56% of Contemporary Consumers reportedly prefer tech-driven staying experiences driven by leading-edge technologies to enable availing customised amenities (Loungeup, 2023). Having anticipated these trends, Hilton Hotel has developed Connected Rooms with built-in smart technologies to automate the adjustment of light, entertainment or temperature. The Connected Rooms facilities can also be used through mobile applications to allow guests to personalise check-in and check-outs, unlock doors and so forth. 
According to a recent survey by McKinsey & Company, AI-driven skill redundancy and job displacement will propel nearly 800 Million job losses by 2030 (Hollander, 2023). Given these concerns, rapid transformations of Hilton Hotels and adaptation of Automation to perform Human-Centric tasks has caused a steep deterioration of the self-esteem and morale of its employees. 
d) Technological Factors 
In the radical environment of today's corporate landscape, Predictive Analytics has enlarged as a critical tool for gaining real-time insights into demand forecasting (Adesina et al., 2024). The statistical technicalities of Predictive Analytics embed Data mining and ML algorithms to evaluate historical and current data to encircle informed decisions and predictions regarding future investments. For instance, The AI-powered Revenue Management System of Hilton Hotels ingrains ML to analyse real-time data for pricing strategies. 
Digital theft and breaching of nearly 3.7 Million guest's data has been one of the key concerns of using highly sensitive features of AI given which Hilton has allegedly been criticised and penalised (Thecyberexpress, 2023). In addition, the financial strains of investing in Automation have dropped Hilton's annual turnover. Conversely, around 30% of the global employees or Hiltons are found to be suffering from low self-esteem for extant skills gaps (Labriz, 2021). 
[bookmark: _heading=h.3rdcrjn]Industry Responses to AI Challenges and Opportunities 
Strengths of Industry’s AI Adoption
The hospitality and tourism sector has already adopted AI in different forms such as AI-powered chatbots and predictive analysis to enhance consumer services and optimise pricing and resource allocation (Batabyal and Das, 2019). According to a survey of 2022, around 50% of the respondents have stated their interest in using AI-driven chatbots to request consumer services (Statista, 2025). Similarly, predictive analysis helps organisations to understand the market dynamics to set their pricing and allocate resources based on the current requirements. 
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Figure 1: Interest of Consumers in Using AI-driven Chatbots
(Source: Statista, 2025)
Limitations
Despite the advantages, the implementation of AI also has some limitations like high initial costs, continuous investment requirements and ethical challenges (Ford and Sturman, 2020). Deployment of AI-driven technologies causes budget overruns by increasing demand for continuous investment and ethical challenges such as AI-biases also hinder the decision-making process.  
Example of Industry Response
In this regard, Hilton’s partnership with IBM Watson for AI-driven concierge services can be considered a notable example of industry response in the context of implementing AI (Manohar et al., 2024). Hilton’s Connie is a concierge robot that has contributed to increasing guest interaction but also requires significant training and integration efforts to enhance its effectiveness.  
[bookmark: _heading=h.26in1rg]5. Conclusion
Hence, it can be concluded that AI has profoundly reshaped the insights of the hospitality and tourism industry in a multifaceted way. In this regard, the role of AI has been outlined here in the context of Hilton Hotels. The relevant information for this research has been collected through a secondary method of data collection and a thematic method has been chosen to malaise the data. The partnership of Hilton Hotels with IBM Watson to introduce a concierge robot named Connie is a notable example of the adoption of AI in the hospitality and tourism sector. However, robust data security framework, employee training programs, cloud-based solutions, collaboration with educational institutes and strategic alliances and collaboration can be some fruitful solutions for the tourism and hospitality industry.    
[bookmark: _heading=h.lnxbz9]6. Recommendations 
· Robust Data Security Framework: Data privacy and security issues are two of the major threats that come with the adoption of artificial intelligence. Without appropriate security measures, cyber attacks like data breaches, ransomware, and DDoS attacks can lead to data loss which can cause significant financial and reputational damage for Hilton Hotels. A robust security framework can mitigate these threats, and ensure the privacy and security of confidential information, and personal data of their clients. Popular data security measures can include encryption of email and other messages, assigning access control to only admins and higher management personnel, audit trails, and so forth (Kaur et al., 2023). Hilton Hotels can adopt these measures to maintain the integrity of their collected data through AI-powered systems. The organisation needs to identify security risks and modify its overall security posture accordingly. In doing so, they can determine their next step to remediate the weaknesses in their security framework. The development of data security policies and guidelines can also help them follow and implement a strong data security framework. 
· Employee Training Programs: Training and development programs for employees are extremely important, especially in the ever-changing modern market. Training and upskilling of employees is an ongoing process that allows employees to develop their existing skills, and acquire other relevant skills and experience that are required to thrive in today's dynamic market environment (Okuku, 2024). Hilton Hotels can conduct training programs for their employees that are focused on developing digital literacy and AI-related skills. It can help them mitigate their current skill gap, and allow their employees to utilize the full potential of the AI-powered technologies. Hilton Hotels needs to identify and assess the training needs first. It can help them determine the employees that require training. It is a good practice to set up training objectives and create an action plan concerning it. Hilton Hotels can also encourage their employees with financial benefits like incentives and appraisals if they complete these training programs. 
· Cloud-based AI Solutions: Cloud-based AI solutions or simply cloud AI are cloud-based services that offer on-demand access to artificial intelligence tools, and applications. It is the amalgamation of cloud computing and AI (Prangon and Wu, 2024). Hilton Hotels can adopt cloud-based AI solutions to cut their financial strains substantially. It can allow them to utilise the full potential of AI solutions such as machine learning, natural language processing, and more without having to develop physical infrastructure for AI solutions. It can save a lot of costs, and enable Hilton Hotels to be more flexible and cost-effective (Zhenjing et al., 2022). The organisation can define their problems, and goals of implementing cloud-based AI solutions, and select the appropriate cloud platform and AI tools. It can help them acquire the right cloud AI solution to address their current issues. 
· Strategic Alliances and Collaboration: Strategic alliances are agreements between two or more business entities to cooperate and undertake a mutual project that benefits all the involved parties (Spieth et al., 2021). It enables the sharing of resources, knowledge, and experience between all the involved business entities. Strategic alliances can be a viable way for Hilton Hotels to address its financial strains. The collaboration with a tech firm can allow them to adopt and develop AI-powered systems cost-effectively. The identification of a business that has the right skill, resources, and expertise can help Hilton Hotels to mitigate its financial issues. They must ensure that the business they pick to ally with should have shared objectives and similar goals as they do. 
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