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Executive Summary
Technological advancement is significantly influencing the operations of businesses in the hospitality industry. The report has discussed the technological trend of AI in The Savoy Hotel. It has provided an overview of the organisation and the implementation of AI in the respective company. The implementation of this technology as chatbots and virtual assistants has been highlighted in this report. The impact of AI on customer service and guest experience has been explained in this report. The limitations of using this technology have been explained as well. Moreover, relevant recommendations for the management of The Savoy Hotel have been discussed as well in this report. 
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[bookmark: _Toc136630741]Introduction
The use of artificial intelligence (AI) in the hospitality and hotel business will be assessed in this context as a contemporary topic, with a focus on the Savoy Hotel. It is one of the most luxurious and renowned hotels situated in London, established in 1889. AI can revolutionise the way hotel operates, from check-in procedures to booking to personalise and improve consumer service. The respective company has been recognised for its concentration on consumer experience, to make an enjoyable and memorable stay for its guests. As one of the most iconic and recognised hotels in the world, the Savoy Hotel has a reputation to maintain and discerning clients. Implementing artificial intelligence can provide the respective company with a competitive edge and increase the customer experience in innovative new ways. By exploring the implementation of artificial intelligence in the Savoy hotel, the following context will illustrate the benefits as well as challenges of adopting this technology in the hotel area. This context will illustrate the total influence of artificial intelligence by concentrating on the area of the specific hotel company. Moreover, this will also include various future policies based on the evaluation to deal with the issues.
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Politics
	It is mandatory for the implementation of GDPR, to provide safety to the entire business but also to the guests.

	

Economics
	The increase in GDP will also be driven by increases in employee efficiency as businesses look to increase the workforce's performance using AI technology and eliminate certain jobs and duties. With higher customization and expanded variety brought about by AI, things will soon become less costly.

	


Sociology
	According to Ivanov and Webster (2019), the gradual elimination of human activity will have an important effect on society on employers as well as staff members. The goal of artificial intelligence is to provide people with more personalised services. By using artificial intelligence businesses will be able to get to know their guests, returning clients, and even potential guests.

	

Technology
	The fast integration of artificial intelligence and machine learning into organisations comes with significant operational threats. Artificial intelligence may be used to reduce expenses while boosting interaction with guests if long-term objectives are kept in consideration (Prentice, Dominique, and Wang, 2020, p. 739-756).

	


Environment
	The best strategy for preventing the adverse environmental effects of technological revolutions and AI is to maintain the tech sector's constant responsibility as it continues to develop and advance.

	


Legal
	Understanding artificial intelligence's interest in legal bureaucracies indicates a stronger legal practice that is ready to streamline administrative processes and satisfy both current and future guests. The owner of the hotel needs to make sure that all the guest's information and details are kept safe without affecting their status.
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Guest services: The hotel has implied a chatbot that is generated by AI to monitor and oversee guest requests and inquiries. The clients can communicate with the chatbot through the help of the official website of the hotel. This specific chatbot can offer personalised suggestions or recommendations for various activities like entertainment and dining (Projjwal, 2023).
Security and surveillance: Savoy Hotel use AI-based video surveillance to monitor its hotel premises and find out security threats. This particular system uses the algorithms of machine learning to detect unusual behaviour as well as alert security personnel (Ford & Sturman, 2020).
Predictive maintenance: The respective company uses artificial intelligence for monitoring its systems and equipment like elevators and HVAC to find out challenges before happening (Jouhara and Yang, 2018, p. 83-85). In addition to that, it can be helpful for the business as it helps to analyse data and information from sensors and predict when maintenance will be needed. It also aids in increasing overall efficiency and reducing downtime.
Marketing and advertising: The hotel use AI-based tools and technologies to personalise its advertising and marketing efforts. These tools analyse data on the performance and behaviour of guests to make targeted campaigns which are very much effective for the business. Along with this, through the help of various Al, the business can make attractive videos or content and post them on their social media pages which will be helpful for them to attract more customers (Alla Mohammed, 2023).
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Developed customer experience: AI-based chatbots of the respective company can assist its customers with basic requests and queries that free up workers of the hotel to concentrate more on complex tasks. It can also help to personalise the customer experience by analysing their tastes and preferences. Through the help of this, Savoy Hotel can suggest personalised recommendations for various activities like entertainment, and food.
Enhanced operational efficiency: According to Vouk, (2022) the usage of artificial intelligence can assist in routine various tasks such as check-in and booking along with various backend operations like staffing and inventory management. It can result to enhance efficiency, reducing errors and operational costs as well. For instance, the respective company can use predictive maintenance algorithms to identify and resolve issues before they become major challenges. It can help in preventing downtime as well as reducing the cost of maintenance.
Improved marketing and revenue management: The utilisation of artificial intelligence can assist hotels in effectively understanding the behaviours and preferences of their customers. It allows the respective company to tailor its revenue management and marketing strategies accordingly. It can tend to increase revenue as well as customer loyalty (Ruël and Lombarts, 2021).
Personalised recommendation: The AI-based recommendation technology can help Savoy Hotel to analyse guest behaviour to offer personalised recommendations for amenities and services like spa treatments, restaurants, and other attractions (Cooper and Hall, 2019). By providing effective personalised service, the respective company can attract more customers which leads to increasing their profitability and revenue stream.
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Data privacy and security: Artificial intelligence needs a lot of data and information to train algorithms, but the privacy and quality of that data are critical. The respective company can face various challenges while collecting, managing as well as securing the data and information of customers while aligning with data privacy-related regulations and laws (Clegg Skyttermoen and Vaagaasar,2021).
Integration with existing system: The respective company has various existing procedures to manage customer data, reservations, and other necessary operations. It became so much more challenging for the business as the usage of AI may not be known by the staff of the business. Therefore, the respective company needs to hire specialised experts who have an overall understanding and knowledge of the usage of artificial intelligence (Busulwa et al., 2021).
Staff Training: The implementation of artificial intelligence may need employee training to make sure that they can adopt and work with the innovative technology effectively. The training of staff about this modern technology may need time as well as additional investment (Ivanov, 2023). The additional investment of time and resources can be used to train workers on the way to use AI and understand its various advantages.
Cost: The execution of artificial technology can be so much expensive, and the Savoy Hotel may require investing more in software, hardware, and specialised expertise to execute it. The hotel will require to weigh the possible benefits against the operational cost to implement artificial intelligence.
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A particular area of The Savoy Hotel where the proper impact of AI can be witnessed is the reception where the staff are dealing with the guest experience and service. It has enabled the respective organisation to transform customer experience while boosting operational efficiency. The Savoy Hotel has leveraged AI in the form of virtual assistants and chatbots which has helped the company to revolutionise customer service in several ways (The Savoy London, 2023). The major impacts are discussed below.
Response time: The reduction in speed of response and the increase in efficiency are two of AI's main effects on customer service. A lot of guest enquiries can be managed at once by AI-powered chatbots, which can respond quickly and accurately (Lacalle, 2021). Since there is no longer a need for customers to wait in lines or for human workers to be present, problems may be resolved more quickly and with better customer care. Quick access to the information visitors requires has helped in boosting customer satisfaction as well as experience. 
Personalised services: The Savoy Hotel's use of AI is also essential for individualised guest care. AI systems can provide specialised recommendations and suggestions by examining visitor information and preferences. This customization can include choices for dining, entertainment, and room preferences, among other parts of the guest experience (Hospitality, 2022). The guest experience is improved by making personalised recommendations based on personal preferences, which makes them feel appreciated and raises their level of satisfaction with the hotel's amenities overall.
Round-the-clock assistance: The Savoy Hotel can offer 24/7 help through the use of artificial intelligence in customer service. AI-powered chatbots and AI-powered virtual assistants are accessible round-the-clock to ensure that visitors may get help and information whenever they need it. This accessibility is especially useful for visitors from other time zones or for last-minute emergencies outside of typical business hours (Lacalle, 2021). Continuous support makes guests more comfortable and shows a dedication to providing first-rate customer service.
Employee efficiency: AI's use in customer service additionally allows human personnel to concentrate on more difficult or specialised duties. Staff members may commit their time and skills to address specific guest needs and offer individualised support when regular questions and requests are managed by AI systems. This use of human resources maximises effectiveness and guarantees that visitors get high-quality service catered to their unique needs (Lacalle, 2021).
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The Savoy Hotel's management has responded to the deployment of AI with a mix of success and drawbacks. Although the hotel has adopted AI technology, particularly in the form of chatbots to improve guest experience, there are a few things to consider. Here are some illustrations of the management reaction, emphasising its successes and shortcomings.
Successful Implementation
Guest service efficiency: The Savoy Hotel's management is cognizant of how AI chatbots might increase the effectiveness of client service. The respective organisation has been able to respond to a greater number of passenger enquiries concurrently, cutting down on wait times and offering immediate support by utilising AI-powered chatbots. As a result, there has been an increase in customer satisfaction since customers value rapid and effective responses to their concerns (Revfine, 2023). 
Personalised recommendations: The management has used AI chatbots to successfully provide guests with personalised recommendations (Nagaraj, 2020). These chatbots take advantage of visitor information and taste to make specific recommendations for dining, recreation, and nearby sites of interest. The chatbots can provide customised experiences, improving consumer satisfaction and providing a more individualised service, by analysing the behaviour patterns of the guests.
Limitations
Preferences for human interaction: The management has to strike a balance between using AI chatbots and preserving human engagement. Although AI chatbots are convenient and efficient, some visitors still enjoy one-on-one encounters with real staff people (Krzak, 2023). The management must take note of this desire and make sure that the Savoy Hotel maintains its reputation for personalised service and a human touch.
Contextual understanding: Understanding complicated or nuanced queries is a hurdle that AI chatbots have to tackle. While they are excellent at responding to simple questions, they could find it difficult to understand the larger context or empathic elements of visitor encounters. This restriction can cause annoyance or confusion when visitors have elaborated or particular demands that call for human assistance (Krzak, 2023).
Data security and guest privacy: When implementing AI chatbots, the management has placed a lot of focus on protecting guest privacy and data security. Strong security measures are required to be in place to safeguard sensitive data because guest data is gathered and used to tailor suggestions. The management has to comply with data protection laws and uphold customer confidence in how their data is managed (Ferrer-Rosell, Massimo and Berezina, 2023).
Adaptability and learning curve: Both hotel personnel and visitors have to undergo a learning curve when deploying AI chatbots. The management has identified the necessity for appropriate training and assistance to guarantee the seamless adoption and use of AI technology (Buhalis and Moldavska, 2021). To fix any issues and enhance the chatbot experience, it is critical to regularly monitor customer input and modify the AI algorithms accordingly.
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There are several management options for The Savoy Hotel to deal with limitations and challenges associated with the use of AI-powered chatbots and customer assistants. A few recommendations for the respective organisation are discussed below. 
Continuous monitoring: The management has to constantly keep a tab on client feedback, usage trends, and preferences for AI-powered customer care. Accuracy, effectiveness, and general customer happiness with the technology can all be improved by routinely assessing the efficacy of AI systems while recognising areas for development. This entails evaluating the usefulness of chatbot responses, spotting any shortcomings or difficulties, and modifying the AI systems appropriately (Dalton, Szende and Yoo, 2021).
Balanced human and automation interaction: It is crucial to strike the right equilibrium between automation and interaction with humans. Although AI-powered customer service increases productivity and convenience, consumers still enjoy human connections, especially at a high-end business like the Savoy Hotel (The Savoy London, 2023). The hotel's management needs to make sure that the personalised service and human touch remain a priority. Providing seamless transitions from AI to human support or giving guests the choice to escalate inquiries to human workers, when necessary, will sustain guest satisfaction.
Staff training: Adequate staff training and assistance are essential while deploying AI systems within the organisation. The management could provide thorough training programmes to acquaint personnel with AI technology, its potential, and its constraints (Kankaew, 2023, p.35). Additionally, employees are required to receive training on how to manage complicated or escalating requests that might call for human involvement. Staff will be able to adapt to the shifting customer service environment and deliver great service in conjunction with AI technology with the help of ongoing guidance and possibilities for skill development.
Data security: As guest information and preferences are key to AI-powered customer service, protecting data privacy and security is crucial for the organisation (Gardini, Ottenbacher, and Schuckert, 2021). To safeguard customer data and follow data protection laws, the management needs to put strong security measures in place. Clear policies and standards on data management, consent, and transparency should be implemented for fostering customer confidence and upholding the Savoy Hotel's reputation as a reliable and secure facility.
Flexibility and adaptability: Future policies and management strategies need to be flexible enough to accommodate shifting customer preferences and improvements in AI technology. The Savoy Hotel needs to stay current on market trends and advancements if it wants to continue leading the way in the application of AI in customer care. The hotel will stay competitive in the shifting hospitality industry by being open to implementing new AI technologies or functions that meet visitor expectations and improve the overall experience for guests (McGowan, Shipley, and Friedman, 2020).
Guest communication: The Savoy Hotel must have open lines of communication with visitors regarding the use of AI in customer care. The management needs to actively educate visitors on the advantages and capabilities of AI technologies, focusing on how they improve user experiences and expedite processes (Sarikamis, 2022). Additionally, actively looking for customer input and feedback on their AI encounters can assist pinpoint problem areas and show a dedication to providing first-rate customer care.
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