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Skyline Swansea is a tourism development situated on Kilvey Hill in Swansea. The project will introduce an accessible cable car to the summit, alongside attractions such as karting luge rides, a sky swing, walking and cycling paths, a children’s playground, and food and drink facilities. The development aims to enhance the area’s appeal as a leisure and tourism destination and is scheduled to open in 2028 (Skyline Swansea, 2026), with expectations of increasing visitor numbers and boosting the local economy. 

A recent trend in the hospitality industries is the integration of Artificial Intelligence (AI) into their services (Bhuiyan, Selim and Jahan, 2024). Advances in software development enables AI to support core values of hospitality and tourism, including human interaction, relationship building, emotional engagement, and the delivery of positive customer experiences (Law, Ye and Lei, 2025). 

Artificial Intelligence is increasingly used in service delivery and social interactions, including answering customer queries, assisting with airport navigation, providing travel recommendations, and serving guests (Kim, 2025). These  applications contribute to the growing acceptance and adoption of AI, as they align with evolving customer expectations (Roy, 2024), particularly in terms of speed, convenience, and personalisation. 

This report aims to investigate the use of Artificial Intelligence in hospitality and guest services, in order to evaluate its potential benefits for the development and operation of Skyline Swansea, with a focus on enhancing both operational efficiency and overall visitor experience. 



2. [bookmark: _Toc228716729]Artificial Intelligence in recruitment 

Organisations have begun integrating Artificial Intelligence (AI) based technologies (see Appendix A) in their hiring procedure, replacing traditional interviews that may have been subject to bias and discrimination (Mirowska and Mesnet, 2020). These AI services provide a more in depth and efficient process through functions such as predicting interviewees’ personality traits, analysing interview performance, and recommendations during real employment interviews by assessing interpersonal communication skills (Suen and Hung, 2023). Additionally, the use of such technologies can promote perceptions of fairness and innovation, as candidates may view the organisation as valuing equality and modern recruitment practices. 

Incorporating AI into the recruitment process also presents certain limitations. For example, the use of pre-determined, structured questions in recorded interview formats can create opportunities for applicants to gain an unfair advantage, such as using preparation time to research responses or relying on external assistance, including AI chatbots, to improve their performance (Canagasuriam and Lukacik, 2025). The AI systems are limited to the functions and criteria on which they are trained. Not only creating opportunities for misuse but also reducing the ability to account for individual differences. As a result, individuals with physical or cognitive disabilities may be disadvantaged, increasing the risk of discrimination within the recruitment process (Fister and Thiruvathukal, 2024). 

Artificial Intelligence, when implemented effectively, can support HR in enhancing both efficiency relationships with candidates. However, its limitations must be addressed through measures such as oversight of AI screening process, regular updates to hiring algorithms, and the refinement of recruitment filters (Sloyan, 2025) This  approach can reduce the risk of discrimination while maintaining human involvement in the recruitment process, ensuring that decisions are fair, transparent, and aligned with organisational values. 

3. [bookmark: _Toc228716730]Artificial Intelligence in guest service training 

Guest service training has become more developed and structured through Artificial Intelligence training platforms which are personalised for different training needs, interactive through scenario simulations, and having continuous learning and coaching (Wang et al., 2025). This enables employees to be better prepared for real guest interactions, enhancing their communication and problem solving skills and supporting the consistent delivery of a higher standard of guest service (Rotar, 2024), while also reducing workload for organisations, saving time and recourses, and minimising the potential for human error in training delivery (Bray, 2026). These improvements contribute to more efficient training process overall, allowing organisations to allocate staff and recourses more effectively to other operational areas, further support improved service delivery and organisational performance. 

An example of this is Bodyswaps, an Artificial Intelligence based training platform used for enterprise and workforce development. Combining conversational AI, behaviour science, and immersive roleplay to support practical learning, providing targeted feedback, and improve real world human interactions (Bodyswaps, 2026), particularly within guests service industries. Bodyswaps is designed to enhance organisational guest service by enabling employees to engage in role specific learning pathways and immersive roleplay scenarios that reflect real life situations, helping them develop confidence and perform more effectively, making it a source of competitive advantage for organisations (itacit, 2025).

Incorporating Artificial Intelligence training places responsibility on organisations to employees are informed of its ethical use, while developing self-awareness and critical thinking needed to question and challenge AI outputs when appropriate (Arif et al., 2026). While AI can support service delivery through efficiency and personalisation, employees must recognise its limitations and intervene in situations that require empathy and complex decision making. Therefore, organisations must ensure that AI training not only develops technical competence but also reinforces the importance of human input in maintaining high quality guest experience. 
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Hospitality operations heavily depend on Customer Relationship Management (CRM) system which immensely help with service quality and build a good foundation between customer loyalty, and by mixing and utilising artificial intelligence (AI) has ultimately streamed line this process. CRM requires collecting, managing, and intelligently using compiled data from customer data acquired from many forms in order to deliver a more personalized experience and overall customer satisfaction.(Boulding et al., 2005).

In the hospitality field which includes analysing guess/customer preferences, booking patterns and feedback where it all tally back to tailor a more suitable service for different accommodations, dining, and promotions. With the growth and improvements on Big Data and AI technologies, CRM systems have significantly evolved, allowing companies to digest large amount of data and generate actionable insights.AI, could be simplified as a program with the innate ability to interpret data, learn from it, and is able to learn from such process to achieve a certain goal with the given data. This in turn enhances CRM by upgrading data analysis and allow pattern recognition and trend for more precise decision-making (Kaplan and Haenlein, 2019). AI-tools like chatbots , recommendation systems, and predictive analytics help further automate customer interactions and even predict demands could offer immediate help and identify those that are higher in priority. Therefore improving operation speed and efficiency (Libai et al., 2020). 






But, the integration of AI in CRM also presents its challenges. For one privacy concerns raises a lot problems as companies collect and breakdown large amount of personal customer data, across the whole customer journey (Puntoni et al., 2020).In addition, increasing automation may reduce human interaction, which is a huge element when it comes to hospitality experiences. There are also ethical concerns that may arise as AI implementation requires a lot of recourse to start up and new departments to incorporate AI (Raisch and Krakowski, 2020).Therefore, while AI significantly improves CRM and hospitality operations by streamlining efficiency, personalization and even help with decision-making, businesses must proceed with much needed attention between a balance of technology innovation and human-centred service to ensure trust and long term success.















5. [bookmark: _Toc228716732]Conclusions and operational recommendations 

In conclusion, research on Artificial Intelligence has shown that its integration into procedures and services can enhance efficiency and simplify operations, which has led to its growing adaption within the hospitality and guest service industry. The use of Artificial Intelligence in areas such as recruitment, guest service training, hospitality operations and customer relationship management should be carefully considered for the Skyline Swansea project, with both its benefits and limitations evaluated in order to support effective implementation and ensure the development remains competitive and aligned with modern industry practices. 

Skyline Swansea should use Artificial Intelligence in the recruitment process, as selecting suitable employees is essential to ensure the attraction is professionally represented. AI powered screening tools can also streamline recruitment by quickly filtering into candidates based on required skills and experience, making the process more efficient. In addition, AI systems such as automated assessments and structured interview tools can help gather more in depth responses from applicants, allowing the project to team to better evaluate candidate suitability, motivation, and interest in the role. 

Artificial Intelligence may not be suitable for full integration into the training programme, however it can be used to support learning through virtual reality of emergency scenarios and basic customer service interactions. Practical training for Skyline must be delivered in person, as real world experience is essential for developing effective guest service skills. 




For hospitality operations and Customer Relationship Management, it is recommended that Artificial Intelligence is used selectively rather than excessively, as Skyline rely heavily on human interaction to deliver high quality guest experiences. At the same time, AI can be effectively utilised to analyse visitor data, including attendance and spending behaviour, to support decision making. In addition, tools such as website chatbots can be implemented to enhance accessibility and reflect current industry practice. Overall, AI should be used to support Skyline Swansea’s operational efficiency and simplify tasks rather than replace human involvement in guest service. 
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	Appendix A 
	AI based technologies take use of evaluating on self-recorded candidate videos, using pre-determined questions.

Organisations mostly use  a common tool called AVIS in the hiring process.  
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