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Conference Research Paper
Abstract
The report discussed the significance of AI technologies and their impact on business transformation with an overview of Delta Hotels by Marriott. A detailed literature review was presented to assess the selected topic and identify future opportunities to align with theoretical concepts like TAM and the Diffusion of Innovation. From the PEST analysis, a favourable external environment for AI adoption in the UK hospitality industry has been identified. Government investment in AI, growing GDP, customers’ preferences for personalised services and willingness to pay more for excellent services can drive AI adaptation. Chatbots, virtual assistants, personalised recommendations and more are some applications of AI viewed in the industry. Some recommendations like enhancing AI-employee balance, implementing stricter security measures, and training programs have been provided in response to challenges like lack of human interactions, data breaches and lack of employee competencies. 

Table of Contents
Introduction	4
Literature Review	5
Methods	8
Theme Impact Analysis	9
Conclusion	12
Recommendations	13
Reference List	14
Appendices	19
Appendix 1	19
Appendix 2	20



[bookmark: _Toc189232509]Introduction
From a business viewpoint, Artificial Intelligence (AI) is a strategic ability to exhibit intelligence through computer systems. According to Swiecki et al. (2022), there are several applications of AI to acknowledge traditional assessment practices and improve individual perception. For instance, the hotel sector has been at the frontline of invention to pursue opportunities and improve guest involvements to recover operative efficiency (Berman, 2023). Therefore, implementing AI technologies such as natural language process and ML has the possible role to rationalise operations and distinguish guest connections to energise revenue development. In the UK, a survey has noted that hotel companies envisioned to use AI technologies to forecast property processes like sustainability levels (Statista, 2024). Besides, the country is expected to experience significant growth in the hotel industry which is projected to reach up to US $21.82 Billion in 2025 (Statista, 2025). Technology can also offer solutions to deal with staff issues and manage automated manual tasks to focus on a meaningful workplace and assist in positive outcomes. Thus, introducing AI tools and techniques will be helpful for the sector in augmenting operational growth and increasing work productivity to generate positive outcomes. 
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Concept of Artificial Intelligence 
Entezari et al. (2023) tinted the significance of the comfort-loving nature of individuals and economic development as the key factors to gain high energy demands. Besides, AI was first used by McCarthy in 1954 which can described as an ability to minimise the cognitive human functions including learning and problem-solving. Additionally, AI and ML are new concepts to operate internal schemes and predict the future to increase work efficiencies. For instance, the overall AI market size is projected about US $7.95 Billion in 2025, which is predictable to reach US $26.89 Billion by 2030 (Statista, 2025).
Technological factors and their impression 
As per Batabyal and Das (2019), the hotel business is considered as one of the least interests fields for investors as it has a peculiarity despite being a part of real estate aspects. Contrastingly, Bilgihan and Ricci (2024) explained the existing gaps and identified the developing machineries in reshaping the scenery of hotels and marketplaces. Due to the increasing number of consumer immersion in the virtual world, hoteliers can capitalise on the trend by proposing unique practices and digital advertising operations to target the niche audience segment. Besides, there are various tools used by UK hoteliers including targeted discounts and promotional marketing aspects to draw the attention of visitors. In addition, 31% of hoteliers used effective channel management software, whereas, 42% of them listed on digital platforms (Statista, 2023). Apart from these, Das (2023) explored different ways in which digital expansions are reforming operational efficiencies and visitor services in hotels. Machineries like digital check-in/out, online reservations and mobile key integration with a seamless experience mainly help to maximise the profit ratio. 
Challenges of AI technologies 
Celik et al. (2022) explored both the potentials and encounters of AI and machine learning for improved planning and implementing strategies. Besides, there are other challenges present in the hotel industry including staff training equipment and integration matters with prevailing operational systems. Limited technical infrastructure, a lack of technological knowledge and the inefficiency of AI might affect the operational growth of businesses to reduce consistency levels. The common challenges for implementing AI techniques include integration difficulties, staff training and alteration issues to balance technology and touch to make guest experiences feel impersonal (Karagiannis, 2024). According to Nam et al. (2023), typical examples of legal issues are privacy, security and governmental regulations which need to be considered in the implementation of the new technology. For example, hotels should be cautious before using personal data while complying with data privacy laws. 
Recommendations to enhance technological advances
Athikkal and Jenq (2022) discussed the role of voice Chabot in the hospitality sector through a conversational interface. Using voice-based chatbots and different AI devices transforms human-computer which allows people to navigate an IVR system using natural language. Besides, the article by Khalayleh and Al-Hawary (2022) depicted that the tourism industry should attract foreign investors to drive the economic growth and prosperity of businesses. Besides, the organisation can enhance the digital advertising database, online platforms, and commercials to enlarge its operations online. Therefore, digital marketing shows a vital role in the hotel segment to raise social awareness and encourage customers to use more AI technologies for effective customer experiences. 
Theoretical underpinnings 
Min, So and Jeong (2021) stated that the Technology Acceptance Model is an influential theory to analyse an individual’s reception of data and technology. TAM also determines the potential use of consumer attitudes to identify the role of perceived ease of use. However, this theory was criticised for not replicating the environment of consumer adoption. This will be beneficial for the hotel industry to embrace technology and enhance guest experiences to streamline internal operations in the long run. Contrastingly, as per Frei-Landau, Muchnik-Rozanov and Avidov-Ungar (2022), the Diffusion of Innovation theory includes five major stages such as knowledge, decision, implementation, confirmation and persuasion. Thus, the organisation can explain the way how thoughts and goods could be blow-out through a population. 
Conceptual framework 
According to Jeffries et al. (2021), this framework plays a dominant role in the scientific procedure to synthesise indication. A conceptual framework is a structured approach that helps to define each research question and analyse research findings to establish an interconnection with each variable (Refer to Appendix 2). 
Literature gap 
Previously discussed articles highlighted the significant role of AI in influencing marketing fields and making informed decisions in the tourism and hospitality industry. This report identified key challenges faced by organisations while implementing AI techniques and recommended ways to enhance business operations for further execution. 
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Data Collection Procedures and Tools 
Data collection refers to the procedure of gathering information from pertinent sources to find answers (BRM, 2025). Both secondary and primary methods of data collection have been implemented in the study. Secondary data collection involves collecting information from a range of secondary sources which are published beforehand. For the study, journals, articles, relevant webpages, newspaper articles and organisational websites have been accessed to collect current information. Additionally, for the primary data collection which involves obtaining information from first-hand sources, an interview of 2 managers of Delta Hotels has been conducted. The PEST framework has been applied in the study to determine the way political, economic, social and technological factors affect AI adoption in hotels like Delta Hotels. 
Analytical Techniques 
In this study, a qualitative data analysis method has been applied. Qualitative data analysis refers to the procedure of interpreting and evaluating non-numeric data such as interview transcripts, documents and more for the sole purpose of answering research questions (BRM, 2025). Through this, the current practices associated with AI in the hospitality industry have been evaluated. 
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PEST Analysis 
Political 
· The political stability of the UK as of 2023 stands at 76.78% which has decreased from the previous year (Trading Economics, 2025). This can have a negative impact on Delta Hotels as this can lead to sudden changes in laws and regulations affecting the operations of the hotel. 
· An investment of 14 billion GBP has been announced by the UK government for the development of AI infrastructure (Gov.UK, 2025). As this aims to harness the potential of AI to enhance services and create jobs, this can be helpful for Delta Hotels to enhance its efficiency in operations. 
Economic 
· Inflation in the UK has been recorded at 2.5% as of December 2024 which was slightly down from the previous month (Statista, 2024). This can be considered a favourable factor as this can reduce operational costs of Delta Hotels allowing it to invest more in AI tools to offer better services. 
· In 2025, the GDP growth rate is expected to grow by 1.48% in the UK (Statista, 2024). An increasing GDP growth can be a positive factor for Delta Hotels as this can indicate that the country’s economy is expanding which can ensure higher incomes, consumer spending and more. 
Social
· Mitchell (2024) reported that 75% of Generation Z and 70% of Millennials expect companies to improve navigation and experiences by providing personalised website experiences. Additionally, 66% of Generation Z are likely to be loyal to a company that comprehends their individual needs. In this context, utilising AI to offer personalised services and recommendations to customers can increase the brand loyalty of Delta Hotel. 
· A third of consumers in the UK are willing to spend more to receive excellent services (Statista, 2025). This indicates that the utilisation of AI in enhancing and delivering high-quality services to guests can enable Delta Hotels to increase its profitability.
Technological 
· The UK has ranked 5th in terms of the Global Innovation Index position in 2024 and 3rd in Innovation Outputs (WIPO, 2024). This implies that the country is likely to roll out new AI-enabled tools which can be helpful for hospitality businesses like Delta Hotels to improve their efficiency. 
· The UK is home to 56.2 million active social media users which is around 82.8% of the total population (Statista, 2025). Delta Hotels can utilise this wide reach to promote its AI-powered services to customers to influence their buying behaviour. 
Industry Response to the Use of AI 
The hospitality sector has been revolutionising through the implementation of AI in different aspects. Limna (2023) has stated that hospitality businesses are using advanced technologies like AI, robotics and more for the enhancement of customer services and experiences. In addition to enhancing customer experiences, AI is utilised to improve operational efficiency and gain a competitive edge in the market. Around 11% of accommodation businesses have already implemented AI as of 2023 (Statista, 2024). Some examples of the use of AI in hospitality businesses are as follows-
Personalised services and recommendations- Gupta et al. (2022) stated that AI and robotics are used to offer personalised services in terms of room service, ambience, instant messaging and more to guests based on their previous experiences. As consumers are looking for personalised experiences, these services can be useful in offering high-quality experiences to guests. For instance, Jorden (2023) implied that Hilton Hotels has been utilising AI to personalise guest bookings and stays to adapt to the changing needs of travellers. However, the major drawback of AI use is data privacy concerns as customers’ personal data used for personalising services can easily be hacked by others. Law (2023) has stated that nearly 31% of hospitality businesses have faced data breaches with an average cost of 3.4 million USD for a breach. 
Virtual Assistants and Chatbots- AI-powered chatbots and virtual assistants are some of the most common uses of AI in the hospitality industry. According to Vashishth et al. (2024), AI-powered chatbots are used to improve customer interactions, deliver prompt and efficient support to customers and optimise operational costs. Marriott International Hotels implemented a virtual assistant named ‘Connie’ which is used to engage with guests and offer them assistance and necessary information (HDL, 2023). Thus, Delta Hotels can also implement this virtual assistant to offer quick responses to guests. The main limitation of these tools is that they lack human connection and empathy which can negatively impact guest interactions with hotels. 
Enhancement of Operations- Nam et al. (2021) have mentioned that implementing AI in various hotel operations can help enhance operational efficiency, reduce costs of operations and more. It can be used to provide customers with the necessary data and information to enhance their experiences with the hotel which is one of the major strengths of AI. Moreover, it has been identified that hotels leverage AI tools for property operations like material management, maintenance, sustainability levels, and building repairs. For example, George (2024) stated that to ensure sustainability and reduce food waste in its hotels, Mariott Hotels has implemented AI monitoring systems which enabled it to achieve a 25% reduction in food waste. As part of the Marriott Hotels, Delta Hotels can also leverage this system to ensure reduced food waste and optimise resources. However, the major limitation of AI implementation is integrating AI into the existing technological structure of the hotel. 
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To conclude the findings, it can be stated that AI has transformed the hospitality industry significantly. The literature review has presented the concept of AI and its impact on the industry. It has been identified that UK hoteliers have been using this tool for promotional purposes, personalised recommendations and such. External factors like governmental investment in AI development, innovation index, customers’ preferences for personalisation and more can positively influence the AI adoption of Delta Hotels. Chatbots, virtual assistants and more are used to provide personalised recommendations, prompt services and such. However, issues like data breaches, lack of employee efficiency, limited human interactions and more affect the overall efficacy of AI. 
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Implementing data security measures- In response to the identified issue of privacy concerns, it can be recommended that Delta Hotels by Marriott implement robust data security measures in the hotel. It has been identified that Delta Hotels has implemented data security measures by limiting access and such (Refer to Appendix 1). However, implementing stricter data security measures can be fruitful for the company. Mughal (2021) mentioned that a strong cybersecurity architecture can provide robust security measures and control hence, helping prevent cyber threats. Additionally, adhering to the Data Protection Act 2018 by the UK government and storing data securely can also reduce the chances of data breach issues. 
Maintaining a balance between AI and employee- As hotels are becoming increasingly reliant on AI-powered tools to enhance operational efficiency and better services, the interactions are becoming less empathetic and impersonal. In order to mitigate this challenge, Delta Hotels needs to maintain a balance between AI and employees to create efficient services for guests. Chowdhury et al. (2022) mentioned that effective performance stems from the effective collaboration between human intelligence and AI. Hence, by ensuring collaboration between AI and employees, the organisation can improve the quality of customer services along with offering more empathetic services to customers. This can also allow employees to resolve complicated issues that require human interventions and cannot effectively be resolved by AI tools. Thus, this can be helpful in generating higher customer satisfaction. 
Employee training- Another recommendation for Delta Hotels is to design and develop effective training programs that can increase the technical prowess of employees in handling AI. The hotel has faced challenges in implementing AI-powered tools due to the lack of competencies of employees (Refer to Appendix 1). Rožman, Tominc and Milfelner (2023) have highlighted the necessity of designing and implementing appropriate training for employees and teams in organisations. It should be ensured that the training programs can specifically address the skill gaps of employees along with providing them with knowledge of AI and its nuances. This can ensure that employees are equipped with the knowledge and skills to manage AI tools to derive better performance. 
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An interview of 2 managers of Delta Hotels by Marriott. 
1. How has Delta Hotels leveraged AI?
	Manager 1
	Manager 2

	‘The hotel is using AI tools like robotics and such to optimise its processes and procedures.’
	‘The hotel has implemented chatbots and virtual assistants to enhance the experiences of its customers.’


Table 1: Interview Transcript 1
2. Have you faced any challenges due to AI implementation?
	Manager 1
	Manager 2

	‘Lack of skills of employees in handling AI has been a major challenge for the organisation.’
	‘The hotel has faced data breach issues which affected it financially.’


Table 2: Interview Transcript 2
3. What measures have you taken in this regard?
	Manager 1
	Manager 2

	‘Some training programs have been implemented for its employees to gain the necessary skills.’
	‘The company has limited access to private data and implemented some data security measures.’


Table 3: Interview Transcript 3
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Figure 2: Conceptual framework
(Source: Created by the learner)
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