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Abstract
The report has been created with the intent to identify the influence of digital transformation in the hospitality and tourism sector of the UK. In that context, the role of artificial intelligence in raising guest services has been discussed. It has been assessed that the tourism sector of the nation has been effectively contributing to the growth. Therefore, the adoption of artificial intelligence in Radisson can be crucial in driving sales and customer service. It has been identified that the higher political instability in recent years has impacted the digital initiatives of the company. Future options for enhanced management of AI have been discussed.
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[bookmark: _Toc181213707]Introduction
Digital transformation is identified as the incorporation of technologies in key functions of the business to boost operational efficiency (Costa and Costa, 2022). The hospitality and tourism industry of the UK is actively engaging in raising customer services and productivity through technology integration (Laws et al., 2007). Therefore, the following report will be presented to determine the future implications of digital transformation in the hospitality sector more specifically the introduction of Artificial Intelligence in guest services. The pandemic is known to have affected the sales of the hospitality sector and created the challenges of labour shortage. It also raised the platform for hospitality companies to switch towards digital operations to minimise physical interaction to increase the safety and wellness of the guests.
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Figure 1: GDP Contribution of the tourism sector in the UK
(Sources: Statista, 2023)
The hospitality industry of the UK is deemed as a strategic sector as it provides an enhanced contribution to the GDP of the nation.  The sector has been contributing approximately 93 billion pounds on an annual basis (UK Hospitality, 2024). In addition to that, the share of GDP growth is expected to reach 8.94% by 2025 (Statista, 2023). The incorporation of AI technology in a holistic manner will enable the companies to provide personalised and effective guest services to the customers leading to higher profitability and sustainability in the sector.
[bookmark: _Toc181213708]Literature Review
Digital transformation has been serving as a noticeable factor in driving the economic growth of tourism companies. As per Ivanov and Webster (2019), the enhanced utilisation of technologies in the functions is making the operations simpler and generating higher output. The introduction of artificial intelligence in the hospitality sector has been raising the performance of businesses in meeting the dynamic needs of guests. As a result, the guest services in the hospitality companies in the UK have significantly improved.

As per Gowreesunkar (2021), artificial intelligence is seen as the modern technology that allows users to retrieve diverse information and solutions related to business and various other purposes. Artificial intelligence has been enabling businesses to synchronise with the distinct tourist behaviour that fosters them to deal with the guests in a more articulated way. Hilton is a recognised hotel in the UK that has been implementing AI in multiple functions. It has been utilising the above digital tool in addressing guest grievances through the AI-driven feedback platform. It has also been employed to manage the departure and arrival of guests in the hotels, which assists in better navigation. The above aspects have fostered the company in raising the convenience of the guests in reaching their destination, resulting in greater satisfaction. Hilton Hotel has also been employing artificial intelligence in strategic operations such as guest room settings and decorations. It has been assisting the company to transform the room features as per the occasions and the requirements of the guests. Along with that, the above brand has been utilising the Generative AI for enhanced digital marketing practices, which in turn is raising demands of the hotel in between the people. Therefore, AI technology has been assisting hospitality companies in advancing the quality of their services and the efficiency in delivering services to guests. As per Clegg et al. (2021), the adoption of enhanced digital technologies such as AI can be influential for domestic hospitality companies to acquire insights into the tourism market and potential trends among customers. Artificial intelligence can ensure greater productivity for the tourism business as it can pave the platform for personalised hospitality services to the guests. It has been identified that AI has been significant in identifying the fluctuations in the tourism market that enable businesses to receive premature warnings about threats. Thus, it is preventing the financial loss of the hospitality companies, which ultimately enhances their market sustainability. 

According to Brotherton (2015), automation of the functions and the strategic operations will enable businesses to increase efficiency and precision in the functions. It also ensures the reduction of errors in routine activities, leading to higher guest satisfaction. Thorough integration of technologies in the hotels is known to increase the comfort of the guests in utilising the accessories, which in turn builds a positive perception among the guests. Artificial intelligence has also been substantially effective in enhancing the safety aspects of hotels. It is utilised in tracking the congestion level, pollution levels, and carbon emissions that enable businesses to undertake feasible remedial measures. Marriott is a recognised hospitality brand in the UK that has been implementing AI to track emissions in hotels. It is allowing the company to transform the hotels into sustainable destinations for tourists. AI has been incorporated by the above business to manage the overall functions of the hotels. It has allowed the company to reduce the complexities in diverse functions, resulting in effective and timely service delivery. Sustainability is perceived as a sensitive aspect for businesses due to the rapid fluctuations in the market and environmental aspects. As per Dawson et al. (2012), AI can be beneficial for hospitality companies in constantly addressing the sustainability aspects to align with the domestic market and topographical features of the business environment. As stated by Darcy et al. (2012), it has been crucial for the hospitality companies of the UK to meet domestic market conditions to maintain the ecological balance. Thus, AI can be impactful in raising the market growth of the hospitality businesses through smart solutions. Along with that, it is highly feasible for tourism businesses to comply with the legal aspects and the various guidelines of the government, as AI has been efficient in meeting various legal bindings and obligations. It will also enable Radisson to transform the guest services, which will build a competitive advantage for the company in the industry. However, there are certain concerns related to the implementation of AI, including overreliance on technology that will lead to wastage of potential human resources. It may also lead to job losses in the sector that will hamper the initiatives of inclusion. Therefore, appropriate planning and judicious utilisation of AI are vital for the hospitality sector to enhance its productivity.
[bookmark: _Toc181213709]Application to the hotel and hospitality sector
Political factors
The UK is known to have received major setbacks from Brexit and the recent dissolution of the government. It has substantially decreased the political stability of the nation. Brexit has resulted in the breakdown of strategic ties of the UK with the European Union which has affected the global trade and commercial operations of the UK. The liberalism theory highlights the factors behind Brexit. It has led to substantial changes in the fiscal and foreign policy of the nation. The above aspects have been creating obstacles for hospitality companies in the procurement of resources from neighbouring European countries as Brexit resulted in higher import charges. The incorporation of AI technology and various other digital transformation measures of businesses have been affected due to Brexit. The corruption in the nation has widely affected the digital transformation initiatives of Radisson. The Corruption Perception Index of Transparency International showcases the growing corruption in the economy. It has negatively impacted the company as it led to capital wastage. However, Radisson has been ensuring enhanced compliance with the ethical code of conduct to abstain from malpractices in the functions. It has been a key strength of the company that increases its market sustainability. However, the regulatory compliance operations in the UK are known to be highly complex and require higher expenditure, which is the major limitation for Radisson (Mariani and Borghi, 2021).



Economic factors
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Figure 2: Inflation Rate in the UK
(Sources: Statista, 2024)
The higher inflation in the UK since the pandemic has created vast challenges to sustainability for businesses. The gradual weakening of consumer demands on account of the higher prices led to a major impact on the sales of the hospitality businesses. However, the active intervention of the Bank of England and the government has substantially strengthened the monetary policy measures. The Keynesian economics theory highlights the vitality of the intervention of the government in the capital market to tackle global economic challenges effectively. It has been identified that the enhanced engagement of the government in economic policies of the UK has fostered hospitality companies to increase their sales. As of now, the Bank of England has substantially stabilised the inflation rate and liquidity in the market. The current CPIH inflation rate in the UK stands at 1.7 % (Statista, 2024). The sales of Radisson during higher inflation significantly increased as it is a premium brand serving the royal class. The inflation enabled them to raise the prices of the products which positively impacted their financial growth. The key strengths of Radisson include the higher brand value that will foster in introduction of digital technologies without witnessing an impact on sales. The limitations of the company include global market fluctuations that may affect the digital transformation initiatives (Lukanova and Ilieva, 2019).

Social factors
The per capita income in the UK has been significantly high relative to the other European nations. It has allowed the hospitality companies to raise interest in the citizens towards expensive hospitality services (Prentice et al., 2020). In addition to that, the enhanced infrastructure development across the UK has been paving the platform for companies to introduce digital technologies. It has led to higher efficiency in transportation operations that have allowed the companies to install digital technologies without complexities. It has been positively impacting the digital initiatives of the economy. It has also been supporting the industry to gradually incline towards higher production and sales. The key strengths of Radisson include higher alignment towards consumer demands and trends. The limitations include digital inequality and growing concerns about job losses.

Technological factors
The UK has been rapidly embracing the technologies to drive production capacity and to furnish a thrust to the hospitality sector (Santos and Silva, 2019). It has allowed hospitality companies such as Radisson to effectively incorporate the technologies for raising financial growth. Incorporating sophisticated technologies is highly supported by the government through credits and subsidies. AI has been allowing the company to track resource usage through real-time data capture. It has increased the optimum resource utilisation potential of the company. The hivr.ai technology of Radisson is enabling the company to hold dialogues, conferences and meetings through digital platforms (Radisson Hotels, 2024).  It has impacted the company in raising the trust of the stakeholders. The strength of the business is the skilled staff enable them to effectively operate the digital platforms. The limitations include potential challenges of data security and leakage of confidential information (Buhalis and Moldavska, 2022).



Legal factors
The UK has been regarded for effective employment laws and legislations that have raised inclusion and women's participation and have minimised discrimination in the workplace. The Employment Rights Act of 1996 provides elementary and essential workplace rights for employees. The Data Protection Act 2018 has also issued enhanced guidelines for companies towards the data processing of consumers. It has positively impacted Radisson in employing AI tools in the effective utilisation of information of customers for personalised hospitality services. The strengths of the business include higher connectivity with the legislative obligations. The limitations comprise the complexities in the regulatory frameworks that reduce innovation in the workplace (Krippendorf, 2011). 

Environmental factors
The hospitality companies of the UK are switching towards energy-efficient technologies to limit the environmental impacts of the practices.  The hospitality industry of the UK is embracing digital transformation to align with the UN SDGs. Radisson has been employing Artificial Intelligence in real-time tracking of carbon emissions and waste generation in the hotels. Therefore, it has been assisting the company to meet the sustainable development goals in a rapid way. The environmental bindings regarding carbon emissions and waste disposal have been allowing Radisson to improve the sustainability aspects. It has been positively impacting the eco-friendly innovations of the hospitality sector. The major strengths of the company include the enhanced vision of sustainability and inclusion. The limitations encompass the lack of sensitivity and awareness of the larger segments of guests (Tribe, 2009).
[bookmark: _Toc181213710]Evaluate future policy and management options for the chosen theme
Digital transformation for businesses is highly essential in sustaining market challenges and in aligning with the trends of the market (Faulkner et al., 2001). However, it is also crucial for businesses to analyse the diverse aspects and feasibility of the technology to increase productivity. Artificial Intelligence can be effectively utilised by Radisson in raising efficiency in various functions such as marketing, customer service and many more (Robson, 2016). It can also be employed in shaping the rooms of the hotels as per the occasions for ideal customer service. Some of the future policies and strategic management options for implementing AI in guest services for Radisson have been mentioned below.

· The gradual introduction of technology can be significant for the company in the smooth transition towards digitalisation. It will ensure higher motivation of the employees in association with your organisational change which will increase the effectiveness of the technology in the workplace (Ford and Sturman, 2020).

· Radisson can undertake effective steps to raise the knowledge of the staff about the proposed technology. In that context, the company can provide training to the staff necessary for conducting the technological operations. It will foster synchronising the operations of employees with the Artificial Intelligence tools.  It will also enable them to raise the motivation of the employees to adhere to the changing requirements of the business (Mill, 2012).

· The Data Protection Act 2018 of the UK governs the capitalisation and employment of digital data by businesses for various purposes. Strict adherence to the above guidelines will enable the business to increase productivity in digital operations (Wahab and Cooper, 2005). The company needs to ensure judicious usage of the guests' data to identify the key demands and perceptions for generating attractive offers. It will also enhance the trust of the customers to a considerable extent. Radisson also needs to align with ethical aspects of the employment of digital technology to build a better reputation in the tourism market (Cooper and Hall, 2019).

· Stakeholder engagement is perceived as a crucial aspect for businesses to raise the financial feasibility of digital transformations. It enables them to brainstorm regarding the implications and future challenges. It also fosters in preventing intermittent challenges in the initiative. Therefore, Radisson needs to engage with key stakeholders such as employees, customers and many more to address their perceptions regarding the proposed initiatives. Effective redressal of issues of employees will enable them to maintain enhanced productivity of the workforce. It will also foster the hospitality companies in boosting the confidence of the stakeholders towards the holistic implementation of AI in the functions as a measure of digital transformations (Conrady and Buck, 2012).
[bookmark: _Toc181213711]Conclusion
The above report has been created to identify the implications of the incorporation of digital technologies in the hospitality sector. Following that, the relevance of Artificial Intelligence in the contemporary tourism business environment has been identified. It has been demonstrated that the UK hospitality sector has been providing a major financial thrust to the economy of the nation. Therefore, the introduction of digital technologies in the above sector will subsequently increase customer service which will reflect in the overall financial growth of the sector. The implications of the business environment on the digital transformation initiatives of Radisson have been evaluated. Eventually, future management options have been presented for the business to enhance the relevance of AI technology in guest services.
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