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INTRODUCTION
Artificial intelligence enhances the client
experience and boosts business productivity in
the hotel industry through advanced technologies
Smart hotel room gadgets, marketing automation,
and chatbots improve service delivery and market
competitiveness (Nam et al., 2021)
Marriott International leads AI adoption in
hospitality, using virtual assistants and predictive
analytics to enhance communication and
efficiency.
Governments and investors should recognize AI's
impact on commercial growth, as it strengthens
global competitiveness, increases revenue, and
improves customer satisfaction (Drexler and
Lapré, 2019).



LITERATURE REVIEW

AI has significantly transformed hotel guest services and operational
management, improving efficiency and customer experiences.
AI-powered chatbots, like Marriott's "ChatBotlr," handle guest
inquiries, process service requests, and offer personalized
recommendations
AI-driven marketing analytics enable hotels to provide customized
services based on guests' preferences and behaviors
Smart room technologies, including voice-controlled lighting and
temperature adjustment, enhance personalized in-room experiences
AI aids in revenue management by predicting demand and adjusting
pricing based on market trends and consumer behavior (Marriott,
2017).



LITERATURE REVIEW
CONTINUE...

Marriott’s mobile apps integrate AI to offer seamless experiences
like mobile check-in, keyless entry, and room customization.
AI-driven data analysis helps Marriott optimize workforce
allocation based on real-time data and booking trends (Marriott
Bonvoy, no date).

AI-powered robots assist with cleaning, environmental
monitoring, and maintenance alerts, improving operational
efficiency.
Marriott leverages AI for digital marketing, using customer data
to create targeted ads, emails, and personalized
recommendations.
While AI offers many advantages, challenges such as high
implementation costs, data privacy concerns, and the need for
human oversight remain (Al-Hyari, Al-Smadi and Weshah,
2023). 



METHODS
This research employs a qualitative approach to analyze
AI integration within Marriott International’s operations
through secondary data sources, including academic
studies, industry reports, corporate whitepapers, and
reputable web articles.
Key AI-driven strategies examined include guest service
automation, digital marketing enhancements, mobile
app functionalities, and smart room technologies (Sanli,
2024).
Thematic analysis is used to identify recurring patterns
in AI adoption, its effectiveness, and its broader industry
implications, while the PEST framework assesses AI's
overall impact on Marriott and the hospitality sector.
This study aims to enhance understanding of AI’s role in
hospitality, focusing on guest experience improvements
and operational efficiencies, while informing future AI
adoption strategies (Rane, Choudhary, and Rane, 2024).



TECHNOLOGICAL IMPACT
Political Impact: Governments worldwide enforce strict data privacy laws, such as GDPR, which impact Marriott’s

ability to collect and utilize guest data for AI-driven personalization. Compliance with these regulations is essential

but can be challenging (Buhalis and Leung, 2018). However, AI can aid in regulatory compliance by enhancing data

security through advanced authentication and encryption systems.

Economic Impact: AI adoption in the hospitality industry reduces labor costs by automating customer service and

operational processes, allowing Marriott to optimize resource management and increase profits. However, smaller

hotel businesses may struggle with the high initial investment required for AI implementation (Marriott, 2017b).

Social Impact: AI-driven innovations, such as chatbots and smart room technologies, enhance customer experience

by providing personalized services and reducing wait times. However, some guests, particularly older generations,

may find AI-based interactions less satisfactory compared to traditional human service (Mandić, Panić, and Šain,

2023).

Technological Impact: Marriott leverages AI to automate operations, manage inventory, and predict guest

behaviors, ensuring efficiency. However, integrating AI into legacy systems requires substantial investment in

infrastructure and staff training to maximize its benefits (Bhandari, 2024).

Overall AI Impact on Marriott: AI adoption in Marriott Hotels improves operational efficiency, enhances guest

experiences, and streamlines resource management. However, regulatory compliance, high implementation costs,

and balancing technology with human interaction remain key challenges.



CONCLUSIONS
AI Benefits: Marriott leverages AI to enhance
productivity, personalize guest experiences, and
increase revenue.
Challenges: AI implementation poses challenges
related to costs, data protection, and balancing
automation with human interaction.
Industry Impact: A PEST analysis suggests AI will
significantly transform the hotel industry, but
maintaining hospitality values while maximizing AI’s
benefits remains a challenge.



RECOMMENDATIONS
I-Human Service Hybrids: Hotels should implement
AI-driven visitor customization while balancing
automation with human interaction to enhance
customer satisfaction.
Data Privacy and Security: Ensuring GDPR
compliance and transparency in AI data usage
fosters guest trust and protects sensitive
information.
AI Training & Cost-Effective Deployment:
Hospitality staff should be trained to work
alongside AI for efficiency, not replacement, while
smaller hotels should explore cost-effective AI
solutions like industry partnerships and AI-as-a-
service models.



REFERENCES
Al-Hyari, H.S.A., Al-Smadi, H.M. and Weshah, S.R., (2023). The impact of artificial intelligence (AI) on guest satisfaction in hotel management:
An empirical study of luxury hotels. Geo Journal of Tourism and Geosites, 48, pp.810-819.
Bhandari, U. (2024). Roles of AI in Digital Transformation of Tourism Business.
Buhalis, D. and Leung, R., (2018). Smart hospitality—Interconnectivity and interoperability towards an ecosystem. International Journal of
Hospitality Management, 71, pp.41-50.
Drexler, N., and Lapré, V. B. (2019). For better or for worse: Shaping the hospitality industry through robotics and artificial intelligence.
Research in Hospitality Management, 9(2), 117-120.
Mandić, D., Panić, A. and Šain, M.Č., (2023 December). Automated service delivery in hotels: balancing efficiency and human interaction for
optimal guest satisfaction. In International Scientific Conference on Economy, Management and Information Technologies (Vol. 1, No. 1, pp.
167-174).
Marriott Bonvoy. Member Status benefits (no date). https://www.marriott.com/loyalty/member-benefits/member.mi. [Accessed 09 February
2025]
Marriott (2017a) Marriott International’s AI-powered chatbots on Facebook Messenger and Slack, and Aloft’s ChatBotLR, simplify travel for
guests throughout their journey. https://news.marriott.com/news/2017/09/28/marriott-internationals-ai-powered-chatbots-on-facebook-
messenger-and-slack-and-alofts-chatbotlr-simplify-travel-for-guests-throughout-their-journey. [Accessed: 09 February 2025].
Nam, K., Dutt, C.S., Chathoth, P., Daghfous, A. and Khan, M.S. (2021) The adoption of artificial intelligence and robotics in the hotel industry:
prospects and challenges. Electronic Markets, 31, pp.553-574.
Rane, N., Choudhary, S. and Rane, J. (2024) 'Artificial intelligence for enhancing resilience,' Journal of Applied Artificial
Intelligence, 5(2), pp. 1–33. https://doi.org/10.48185/jaai.v5i2.1053.
Sanli, M. (2024). Digital Transformations in the Hotel Industry (Doctoral dissertation, Long Island University, CW Post Center).

https://www.marriott.com/loyalty/member-benefits/member.mi
https://news.marriott.com/news/2017/09/28/marriott-internationals-ai-powered-chatbots-on-facebook-messenger-and-slack-and-alofts-chatbotlr-simplify-travel-for-guests-throughout-their-journey
https://news.marriott.com/news/2017/09/28/marriott-internationals-ai-powered-chatbots-on-facebook-messenger-and-slack-and-alofts-chatbotlr-simplify-travel-for-guests-throughout-their-journey


I CONFIRM THAT I HAVE NOT USED ANY AI TOOLS IN THE RESEARCH AND
CREATION OF THIS ASSIGNMENT. I CONFIRM THAT I HAVE NOT PRESENTED ANY AI
GENERATED MATERIALS AS MY OWN WORK. I CONFIRM I HAVE COPIES OF MY
DRAFTS, NOTES, AND OTHER RESOURCES I USED, WHICH I MAY BE ASKED TO
PROVIDE IN EVIDENCE.

AI ACKNOWLEDGEMENT



FOR YOUR ATTENTION

THANK YOU!


