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Introduction
This report will talk about the future of AI within hospitality. This report will focus on Pentre Awel Wellness Hotel talking about how AI is used within the industry for things like recruitment, training and operations. The new wellness hotel in Llanelli includes a “8 lane 25 metre swimming pool, a learner pool, a hydrotherapy pool, a gym, sports hall, spin and dance studios, community spaces, meeting rooms, a café etc” according to Swansea Bay News(2025). This hotel has a lot more facilities than most meaning it will require a lot of staff to run.

What can AI be used for?
A hotel that requires a lot of staff also requires a lot of training for the staff. AI can definitely be beneficial for training staff however it should not replace human aspect instead it should complement human coaching. AI powered stimulations would be a good way to do roleplay training where employees will have the chance to practice real life situations with guests, such as complaints, upselling rooms, managing difficult situations. This would be done by an AI chat being a virtual guest complain to the employee about noise, which then gives the employee a chance to answer and handle the situation which then the AI chat could provide feedback on the employees tone and how they solved the problem. AI systems could also be used to track the strengths and weaknesses of the employees which would be beneficial to adapt training to employees. AI is a good tool for giving feedback as it can analyse gest reviews, internal performance metrics and also recorded calls. It can pick up on things like “positive feedback when staff use names” which then shows the employees that they should continue to do that.

AI can be really helpful however there are some downfalls to it such as emotional nuance, AI cannot be empathetic like a human being and “human connections are the essence of hospitality” says Oslon(2025).AI shouldn’t be usd to replace employees instead to give them more confidence before engaging with guests.  Hospitality staff are experience makers that care for people and want to make people happy, therefore this cannot be replaced by AI. Staff may also become too reliant on AI and forget what t do in certain situations where AI cannot help. AI can make training faster; more personalized and more engaging but good managers are also needed. It can only be used effectively if used as a training accelerator. 

AI has the ability to personalise guest experience which can transform service models across multiple hotels. According to Deloitte’s European Hospitality Industry conference survey(2025) “52% of customers believe generative AI will be used for customer interactions” and “44% stated that generative AI will be employed for guest engagement”

Hospitality operations could benefit with the use of AI however should be mostly human based as hospitality is about creating an experience. Humans are required to welcome guests and ensure guests return. Humans can also upsell to maximise sales whereas AI cannot do this. 

The Pentre Awel Wellness hotel is focusing on the new consumers(health nd wellbeing) it focuses of human connection, a stress free and easy environment, mediation, hygiene and peace of mind. Meaning staff are needed to run meditation, keep the place hygienic and ensure easy and stress free check in. Alongside this AI can be helpful for operations for things like smart pricing, “it can improve hotel pricing, marketing and gest communication and operations” says Hollander(2026) “Hotels use AI to forecast demand, personalize offers, automate service interactions ad reduce operating costs” .This would be a more quick and efficient way of pricing. Well know hotels such as the Marriot are already using these advanced pricing systems. It can also be used for customer service, answering questions quickly about things such as check in times, Napankangas(2026) says “AI tools significantly reduce human hours by automating repetitive tasks and streamlining operations” by handling bookings and cancellations and respond 24/7 however although this is more quick and efficient a lot of guests do prefer a human aspect and find it easier and less stressful. 

AI can also make schedules such as cleaning schedules based on check ot times and guest preferences “these systems ensure tasks are assigned promptly and accurately resulting in better workflow management” Fox(2026). AI can learn what peoples preferences are and can therefore recommend services such as spa, dining and upgrades and can remember these preferences.

How Artificial Intelligence Works
AI works by collecting data, learning and pattern recognition. It improves performance by learning preferences of guests such as restaurants they like, excursions etc. The machine gives us data which we can use or we can put it in chat gtp for deep learning, this can generate things like travel packages. When applying this to hospitality it is being used to check people in, for transportation, virtual assistants etc, it helps to develop skills. 

It can be used effectively for recruitment, such as improving a CV or for employers to check skills. It can also be used for training using Systemx to improve support. It can be used for tasks and operations as mentions. It can also be used for performance reviews. 

However a computer lacks the emotional aspect and human touch is also required, humans like social exchange, they like to talk to people when having food and drinks. 

AI is already a big part of hospitality especially in hotels, it is already being used for sales and reservations, yield management, housekeeping(robotic hoovers), maintenance, check in, robotic bars(however these are not as effective, people go for a photo/video then leave, lacks human aspect), ordering(making sure there is enough of something), transportation and service(it cannot be used for service however it can give staff information).

System x
System x is a big part of travel and tourism and is used to support it, it is already being used in a lot of call centres where it is being utilised for coaching and xustomer service positions. It is used to ensure that the right things are being said and the right empathy is being used. It enables calls to be monitored and feedback to be given without a manager sitting in. It is a brilliant training and evaluation tool that is built for customer experience and works with customer relation management(CRM). Waine(2026)

It is split into sections:
1. Sens; evaluation, performance, review, ability to have information and guidance and providing follow ups.
2. Intelligence; allows you to know your customers preferences and behaviours.
3.  knowledge;  owned by company, reviewed constantly, stored, ensures brand specific information is being used.
4. AI agents; specifically built for travel. Marketing and sales have the same information, it is great for customer service roles, good for travel management, tour operations, sales and reservations and can be personalised to guests. 

Forbes Talent and quality selection process
Forbes developed this process in order to employ the best staff possible, it looks at the differences between staff focusing on their talents and what they can bring to the job. Forbes uses this to employ top performing front line staff. AI is currently evaluating this to select the best talent for mutual benefit and to eventually develop the staff into managers.


Forbes service standards
Forbes service standards are focused on leading guest service standards and are used to work with hotels for things like restaurants, spas and cruises. It is used in 5 star hotels and nothing below 4 star. It creates a personalised experience with experienced staff. The main focus is how the staff are making the guests feel and the staffs attention to detail. Forbes gradings are very different to other gradings it is all about excellence. Forbes criterica is 75% personalised and can use AI to train staff and better them. It Is also 25% about the quality of the facilities where staff are more important. The Pentre Awel hotel has a lot of facilities and therefore staff are very important to run them. 

Conclusion
In conclusion the Pentre Awel Wellness hotel will definitely not be overtaken by AI due to the amount of facilities that need humans to run and also the excellence of the hotel which requires human feel from the staff which makes the guests happy and therefore want to return. There is a lot of AI involved in hotels now which will help staff to be trained and with the operations of running the hotel however it will not replace the staff.
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