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[bookmark: _Toc157765927]1. Introduction
The utilisation of technology is gradually increasing in the global hospitality sector (Liu and Yang, 2021). Many companies, operating in the hospitality industry, are utilising technology in their operations to enhance their capacity to offer better services to customers. There are different sectors in the hospitality industry where technologies can be used efficiently. For example, hospitality companies can utilise technology to offer better food and beverage, accommodation, transportation, tourism, and other services to customers (Opute et al., 2020). Each of these services is referred to as individual sectors where technologies are utilised by the hospitality concerns. 
[image: ]
Figure 1: Share of travel companies' revenue that was influenced by Artificial Intelligence (AI) worldwide in 2018 and 2021, with a forecast for 2024.
(Source: Statista, 2023)
The contemporary theme that will be focused on in this case is artificial intelligence and the technology is highly essential and relevant in the hotel and hospitality sector of the United Kingdom. Along with scheduling the responsibilities of the staff members working within the sector, artificial intelligence plays a vital role in adjusting the food and beverage offerings of the companies based on the demand of the consumers (Sharma et al., 2021). This technology also helps the hospitality sector in personalising the services and marketing offers for the audience and predicting any possible shortage in stock of the entities. It can be observed that travel companies across the world are extensively using this technology to improve their revenue and it is forecasted that the share of revenue of artificial intelligence for travel companies worldwide will be 32% by the end of 2024 (Statista, 2023). It reflects the relevance and importance of utilising this technology in the hospitality and hotel sector. 
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Figure 2: Total contribution of travel and tourism to employment in the United Kingdom (UK) in 2019 and 2022
(Source: Statista, 2024)
Focusing on the hospitality sector of the United Kingdom can be observed that this industry is considered one of the biggest employers across the nation. However, as per the report of 2022, the employment opportunities within the industry have declined from 4.28 million in 2019 to 3.64 million in 2022 (Statista, 2024). Though the outbreak of covid-19, is an important reason behind the declining employment opportunities within the hospitality industry of the UK, the increasing utilisation of technology like artificial intelligence is also an important reason in this case. These technologies are replacing the effort of human resources which is eventually creating challenges for the hospitality sector of the UK to perform in the market successfully in the long run (Vrontis et al., 2022). After the outbreak of coronavirus across the world, utilisation of contactless solutions massively increased worldwide. As per the research of Abdulla (2021), the hospitality sector of the United Kingdom has started using artificial intelligence and technologies extensively after the pandemic. It can be observed that 43% of consumers within the sector have currently using some form of order and pay technology since July 2020. In 2021, it has been found that 34% of hospitality businesses are using the order and pay technology and among the remaining companies within the sector, 42% of organisations are planning to introduce the same in their operations. Such a situation in the hospitality sector of the UK indicates the prevalence of artificial intelligence within the industry. For this reason, this study will focus on developing ideas through which artificial intelligence can be utilised more efficiently to offer contactless services to the customers of the hospitality sector of the UK. It is expected that incorporating this technological trend of artificial intelligence will establish a new benchmark for the companies operating in the hospitality sector of the nation and offering accommodation services to consumers (Guerra-Montenegro et al., 2021).
[bookmark: _Toc157765928]2. Overview of Literature 
The SWOT framework outlines that AI increased the efficiency of the hospitality companies of the UK and has also enabled them to offer significant customizable services to consumers as well. The efficiency of the companies to offer improved services to the customers will help the entities enhance the experiences of their consumers (Javaid et al., 2021). Besides, the utilization of AI and the action of offering customizable services to consumers also enhances the brand image of the hospitality sector in the long run. Based on it, this technology developed recommendations for individual consumers which attract them and retain them as well. As artificial intelligence helps in collecting information regarding consumers, evaluating the demand for the products and services offered by the hospitality sector of the UK becomes easier (Mariani and Borghi, 2021). Effective comparison and contrast of the information of different literature demonstrates that AI not only increases the predictability of the industry but also reduces wastage of the sector as well.
Certain weaknesses can also be observed regarding the impact of artificial intelligence on the hospitality industry of the United Kingdom. Investment in such technologies is very high which is why because of the implementation of the technologies, the overall investment of the hospitality companies of the UK increases accordingly. The increasing amount of investment of the companies either enhances the price of their products and services or reduces the profit margin of the organisation (Chen et al., 2021). Hence, both the revenue and productivity decline significantly and eventually create challenges for the businesses to sustain in the long run successfully. As artificial intelligence can replace human resources, employment opportunities are reduced accordingly. Sönmez et al., (2020) have supported the argument and mentioned that the contribution of the hospitality sector of the United Kingdom declined by reducing the employment opportunities for the employees of the community. High reliance on technology can create challenges for businesses. With the positive impacts of technology, there are some adverse effects as well such as cybercrime. With the help of the internet, some criminals spread the confidential information of consumers by using malware in the UK’s hospitality sector which is considered a major crime. 
Improved customer satisfaction, cost-effectiveness and differentiation can be referred to as the opportunities that can be derived by evaluating the impact of artificial intelligence on the hospitality industry of the United Kingdom. As this technology can offer personalised and customisable services to consumers, it improves their level of satisfaction significantly. On the other hand, it can be observed that the initial investment for implementing artificial intelligence technology is very high, but the operational costs of the companies are reduced by utilising such technology (Gomes et al., 2020). Managing human resources requires more financial investment which is why the utilisation of artificial intelligence can be considered as a cost-effective approach. Using this technology is an opportunity for businesses to differentiate their services from other organisations within the industry. As a result, the process of gaining a competitive advantage becomes easier for the hospitality companies of the UK.
System failure is a quite common limitation of extreme utilisation and reliance on technologies (Yaacoub et al., 2020). This incident not only requires huge financial expenses for the organisation but also holds the potential of paralysing the process of offering services to consumers. This uncertainty will not only create a barrier for the customers to get adequate services but will also impose an adverse impact on the brand image and reputation of the entity as well. The ability to sympathise and show empathy to people is the least among the AIs which is why appropriate solutions to all the problems faced by the customers cannot be guaranteed (Janson, 2023). Failure in technology can also reduce the confidentiality of the information of the consumers because the personal information of the consumers is collected and stored by this technology in the hospitality sector of the UK. Hence, all these factors are categorised as major threats to the hospitality industry of the United Kingdom.
[bookmark: _Toc157765929]3. Application to the hotel and hospitality sector
The selected area of the hotel industry is accommodation which is the prime focus of the study and the real impacts of artificial intelligence on this area of the hospitality sector can be examined. The management of different companies operating within the sector responded to the technology theme, artificial intelligence. Such responses of the management imposed different levels of impact on the entities that can be categorised as strengths or limitations. The issues identified through SWOT analysis can be categorised as sociological, political, economic, ethical and cultural factors.
In the area of accommodation, artificial intelligence mainly serves housekeeping facilities to consumers along with offering them adequate services. It is a significant way through which the technology outweighs the requirement for human resources within the hospitality sector. As a result, the earnings and livelihoods of the individuals associated with the sector are being affected and creating significant adverse sociological impacts. The swot analysis has also found that a lack of emotional intelligence is one of the major threats to this technology. Intricate understanding of the behaviour and emotions of humans is essential while offering them services which majorly lacks among the AI technologies (Nigam et al., 2021). The initiatives of Marriott International are quite remarkable in this case. The hospitality company organised a training program for the employees so that along with offering services to the consumers through this technology, the company can maintain the environment of human beings in the process of providing service to them. Along with mitigating the employment-related issue of the people, the strategy of the organisation also compensated for the emotional intelligence-related challenge of the technology.
SWOT analysis has outlined that there exist several privacy issues while utilising AI for offering services to consumers in the hospitality sector. As the area of accommodation is the prime focus in this case, it can be observed that companies operating within the sector use technology to collect the personal information of the customers (Pillai et al., 2021). It not only helps in maintaining a record of the consumers who are receiving services from the entity but also aids the hospitality sectors in determining their preferences so that they can offer personalised services to them in the future. Any breakdown within the technology can risk the privacy of the consumers of the sector of hospitality. In such a situation, the data protection and privacy-related policies and legislations of the United Kingdom might create challenges for companies to utilise AI in their operations. The Hilton Hotel can be considered as an example in this case because the organisation has developed appropriate guidelines and policies by collaborating with the industry stakeholders. Through such policies, the entity complies with the legislation of the nation (Data Protection Act 2018) successfully which is the general data protection regulation of the United Kingdom (GOV.UK, 2024).
As the utilisation of artificial intelligence technology has reduced employment opportunities within the hospitality sector, it has influenced the economy of the nation significantly. The increasing rate of unemployment reduces the earnings of the individuals which eventually imposes an adverse impact on the contribution of the sector towards the gross domestic product of the nation (Ben Amar, 2021). Apart from this, the SWOT analysis has also identified that the initial investment for utilising this technology in the operations of the hospitality sector is very high. As a result, it becomes difficult for the small businesses of the sector to implement this technology in their operations and thereby their competitive advantage declines in the market. To address this issue, Premier Inn took the initiative of investing in the technology in phases (Bas and Sivaprasad, 2022). As a result, the issue of a high initial investment amount has been mitigated by the entity. The organisation of the hospitality sector also focused on embracing the cost-effectiveness of the company by employing human resources to offer better experiences to the consumers.
Along with creating regulatory issues the data privacy concerns also create ethical challenges for the hospitality companies of the United Kingdom. To offer personalised and customisable services to consumers, companies in the hospitality sector are required to collect consumers’ personal information (Line et al., 2020). It eventually creates challenges and ethical concerns for organisations as the privacy of the customers is one of the most sensitive areas. In such a situation, Accor developed an appropriate ethical framework for the organisation so that they can emphasise fairness and transparency appropriately within their operations (Susilo and Santos, 2023). While collecting and utilising the data of their consumers, they obtain consent from them and also make them aware of the usage of the information.
Culture is one of the most important factors associated with the facilities offered by the hospitality sectors worldwide. While using technologies like AI, it becomes difficult for companies to show adequate respect for the cultural differences of their consumers. In the hospitality sector, companies often experience the presence of consumers from different cultures which is why the utilisation of AI might reduce their level of satisfaction. Radisson Hotel took a remarkable step towards resolving this issue for the hospitality sector of the United Kingdom (Akinboyewa, 2020). While implementing AI in their operations, the organisation modified the technology and ensured that it complimented and respected the cultural differences of their consumers. It is an important initiative that can boost the level of satisfaction of the guests significantly.


[bookmark: _Toc157765930]4. Evaluate future policy and management options for dealing with this issue
Certain policies can be recommended to the hospitality industry of the United Kingdom through wage the sector can efficiently utilise technology by mitigating their adverse impacts successfully. The sector should develop policies through which they can ensure that all the companies operating within the industry are complying with the legislation of the nation (Saputra and Emovwodo, 2022). With the help of this policy, the companies operating within the sector will be able to avoid the privacy-related issues of their consumers and it will be a major implication of the recommendation. The sector should also promote inclusivity by offering adequate assistance to the small businesses of the industry. It will play a vital role in reducing inequalities among companies at different economic levels. As a result, the benchmark of competitiveness within the industry will be updated with the help of these policies of the hospitality industry of the United Kingdom.
Significant recommendations can also be employed regarding the management strategies of the companies. The management of the businesses should promote effective collaboration and cooperation between the technologies and human resources (Azizi et al., 2021). Such collaboration can play an important role in improving the efficiency of the businesses to utilise the maximum potential of the technology. Providing adequate training to the employees is also essential in this case because it enhances their awareness regarding the capacity of the technologies and how they can utilise the technologies to improve operations. As a result, the quality of services offered to the customers has improved and it is expected to impose a positive impact on the overall productivity of the hospitality sector of the United Kingdom in the future. 
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