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Abstract
This report aims to discuss the effects of digitalisation on guests and organisational effectiveness in the context of the hospitality business for Pullman London St Pancras. It discusses the sector's future using artificial intelligence (AI) and automation to assess digital transformation's political, economic, social, technological, environmental, and legal factors. Based on the findings, AI and automation positively impact guest satisfaction due to the delivery of purposeful services and maximisation of service effectiveness. However, there are still issues, such as high implementation costs and a lack of human element. Digital transformation is essentially a key factor in the future of hospitality. Adopting AI in hotel service delivery is recommended to improve guest experiences and business performance, hotel functional sustainability and proper balance between technologies and human service.
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The hospitality industry has been shifting towards digitalisation, which depends on artificial intelligence, service robots, and other digital solutions to improve guests’ experience. The hotel industry has substantially changed with the help of automated check-ins, intelligent rooms, digital concierge services, and others. Some commonly seen examples of service robots include service robots that are frequently used to deliver fresh supplies such as -room service and cleaning. These innovations give considerable advantages, such as a higher level of personalisation and satisfaction of the guests (Ivanov and Webster, 2019). The fact is that any industry today is very competitive, and if organisations do not adapt to the majority of digital changes. This trend is particularly evident in key markets like London. The hotel sector is increasingly turning to AI and automation to meet the growing demand for touchless, personalised service. Guests are now using mobile applications for check-ins and encountering service robots in hotels – Pullman London St Pancras is a prime example of how AI-based tools can significantly enhance both functionality and guest satisfaction (Carl, 2024). The use of push-button applications for access and digital services for customer engagement at Pullman offers more advantages and presents a better value proposition in London's already competitive tourism sector. By implementing technology that allows employees to avoid routine tasks, staff can focus on providing exceptional services and suggesting extended patterns of AI investment.
[bookmark: _Toc180533233]Literature Review 
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Service robots have become part of the hospitality industry, and the human interaction between guests and service providers has changed. As highlighted by Lin and Mattila (2021), service robots are prized for their capacity in room service delivery, reception services, and cleaning, and their contactless services improve efficiency. The COVID-19 pandemic has further amplified this change since it creates customer demand for no-contact services in the hotel sector (Kim et al., 2021). The current literature shows that guests are comfortable and gain privacy and convenience from service robots, mainly when performing repetitive or sensitive functions. However, guests’ scepticism is apparent now. They do not like when robots surround them because they may lack close communication with people (Ivanov and Webster, 2019).
Lin and Mattila (2021) note that service robots increase organisational effectiveness and generate new guest experiences and wonderment forms. Service robots such as Yobot for Yotel and Tmall Genie for Alibaba’s FlyZoo Hotel add value and are also a selling point for their respective businesses because they deliver services the fastest way possible. It has become expected of hotels due to guest interactions with robots. As guests have become accustomed to robots, the expectations of hotels have changed. Ivanov and Webster (2019) pointed out that guests expect more of the middle ground between a technology-enhanced environment and physical human interactions. 
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In addition to service robots, Other digital innovations in hospitality do not fit into the service robot’s category. Still, they are highly impactful, including AI, digital concierge, mobile applications, and IoT. AI extensively focuses on creating and delivering a unique guest experience, encompassing activities and changing a guest’s room temperature preferences (Saxena, Gupta and Kumar, 2024). Based on AI, digital concierge services create applications or voice interfaces through which guests can access the services offered, thereby eliminating the employment of employees at the reception desk (Talukder, Kumar and Tyagi, 2024). Innovative mobile applications have become the most essential tool for hotels to improve guests' comfort. Even basic activities like check-in, ordering food and other amenities and opening their doors electronically-customized entry systems with smart keys are expected by guests. It is also positioned to personalise equipment in the guest rooms as it seeks to connect IoT devices. In hotels, guests are starting to personalise their lights, heating, and entertainment, giving them a unique guest experience (Law et al., 2024). 
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Hospitality digital transformation brought many changes to the guest experience and organisational performance improvement. Ivanov and Webster (2019) opined that due to AI and automation, it was now possible for hotels to source many different operational processes with the aid of robots and not necessarily directly employ human talents. For example, the service robots would deliver room and cleaning services, leaving the staff with a wide range of direct participation with the guests. This has reached efficiency, which has helped hotels shave costs while enhancing the hospitality services delivered to the guests. Lin and Mattila (2021) stress that customers appreciate the privacy and time efficiency offered by service robots arm, especially when guests do not want to engage with an employee. Besides, mobile apps and digital concierges have made the service more efficient, faster, and accurate for guests, improving their satisfaction (Ivanov and Webster, 2019). In general, hotels have embraced AI and automation, improving productivity and customer satisfaction and enhancing ‘digital’ as a competitive tool in the sector.
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Political Factors
One core determinant of integrating digital technology in the hospitality industry is adjusting the regulatory and data privacy legal frameworks. Hotels must follow GDPR in the UK and Europe, and the rules for handling guests' data are stringent (Goddard, 2017). Lack of compliance with data protection standards may lead to significant penalties and even the loss of a hotel’s reputation. The political landscape also channels policies concerning data protection to affect AI technologies in the hotel industry. Global governments are now supporting the increase in digital solutions, meaning that companies must conform to legal requirements concerning data protection.
Economic Factors
The digital economy has an immense influence on hotels regarding operational results. Implementing technologies such as AI, mobile applications, and keyless entry can be costly initially, but the reward in terms of ROI is excellent. For instance, AI leads to efficient operations, less human effort, and lower operational costs (Ivanov and Webster, 2019). In addition, digital transformation can also improve revenue by improving guests’ experiences, thus attracting more attention and delighting customers more (Adekuajo et al., 2023). Due to the dynamic market situations, these technologies are being embraced in hotels such as Pullman London St Pancras. Nonetheless, small chains, on the other hand, will likely face challenges in asking for implementation costs for digitalisation, which could exacerbate the existing disparity between brand hotels and independent and boutique hotels.
Social Factors
Shifts in the expectations of guests are arguably one of the major social forces pushing the hospitality industry towards digital change. Consumers now avoid services requiring close contact because of health issues from the COVID-19 pandemic (Lin and Mattila, 2021). Mobile check-in, which has already been adopted, keyless entry, and service robots are preferred for their efficiency and perceived security (Wirtz et al., 2018). Given the changing demands, AI is used in reception and housekeeping at Pullman London St Pancras. Furthermore, sharing and community building impact the social image of guests, while technological advancement demands integrated accommodations to capture modern technology-savvy guests. However, there is a question of how brilliant this innovative hospitality should become to not overshadow the human aspect many guests appreciate (Ivanov and Webster, 2019).
Technological Factors
The hospitality and tourism sector is at the forefront of the technological revolution, incorporating artificial intelligence, mobile applications, and service robots as paramount shapers of this revolution (Lin and Mattila, 2021). For instance, service robots are already widely employed in many hotels worldwide, such as Pullman London St Pancras to deliver meal orders, welcome customers and offer reception services. They enhance productivity and perceived quality, and customers gain value-added services when needed. Some guests can control elements within their rooms; for instance, lights to their preferences, improving their stay with personalisation. However, implementing these technologies can be slow due to the costs and the extent to which they must be integrated with current systems (Wirtz et al., 2018). This provides a realistic view of the industry's digital transformation.
Environmental Factors
Digital transformation also contributes to environmental conservation in the hospitality industry. Innovations include smart thermostats and lighting systems, but a few incorporate energy efficiency technologies across hotels (EHL Graduate School, 2024). For example, Pullman London St Pancras adopts digital solutions to address energy management in a similar way that the hotel industry is shifting into a more sustainable future (Llanso, 2024). However, the implementations of these innovations are friendly to the environment, but they call for a capital investment, which may be hard for small hotels to source.
Legal Factors
Hotels must adopt information technologies to prioritise data protection. The GDPR is a critical regulation that compels hotels to safeguard guest information and ensure the security of their AI and other technologies (Goddard, 2017). Failure to comply with these obligations can lead to severe penalties and a loss of trust from potential guests. This underscores the importance of legal considerations in using AI, as hotels integrating or obtaining AI systems must also navigate intellectual property laws (Katterbauer, 2024). Furthermore, hotels must ensure their digital payment systems comply with financial regulations to avoid potential fraud and data breaches.
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Pullman London St Pancras an overview
Pullman London St Pancras has integrated several digital technologies to enhance operational efficiency and guest satisfaction. Mobile check-in services, keyless room entry, and service robots for housekeeping were observed during the author's placement. These innovations streamline operations and reduce the need for face-to-face interactions, catering to the growing preference for contactless services (Pullman London St Pancras, 2017). The hotel also uses AI to personalise guest experiences, such as controlling room settings based on guest preferences. However, while these technologies improve service, they come with challenges, including the need for continuous investment in maintenance and upgrades (Morch, 2024).
Global Examples
Globally, major hotel chains such as Hilton and Marriott have embraced digital transformation to remain competitive. Hilton’s Connected Room technology allows guests to control room features through a mobile app, while Marriott uses AI-driven chatbots to handle guest inquiries (Escobar, 2017). Alibaba’s FlyZoo hotel in China uses robots for nearly all guest interactions, including check-ins, room service, and even luggage storage (Kuo, 2019). These examples show how digital transformation can increase guest satisfaction and operational efficiency. However, these innovations also have drawbacks like high implementation costs and the possibility of driving out clients who like it when hotels deal with real people rather than computers (Khogali and Mekid, 2023).
Strengths and Limitations
Strengths
Digital adaptation enhances productivity within the hospitality sector through automation to minimise employment costs for production factors and other operations such as registrations and cleaning services. It also improves guests’ satisfaction through customisation of service and utilises convenience attributes such as coffee machines, keyless entry, and mobile app room control, (Chechi, 2023).
Limitations
digital transformation offers numerous advantages, but it's not without its challenges. High implementation and maintenance costs can be particularly problematic for small hotels. Moreover, while many guests prefer a fully automated self-check-in process, it's important to remember that AI can't replace the value of face-to-face communication. Therefore, a balanced approach that combines technology with human interaction is crucial, requiring a balance between technology and human service.
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AI solutions and better usage of other analytical tools can be further predicted to significantly impact the growth of the hospitality industry in the years to come. Due to AI technology, it will be easier to anticipate the guests' preferences and provide exemplary service that will help them have the best experience. For instance, through behaviour data, guests may be recommended room ambience, food facilities, and games depending on their tastes (Söderberg, 2024). The hospitality industry shifts towards integrating technologies to enable data and intelligence to control experience, hotels like Pullman can use these technologies. In addition, AI is expected to advance in dealing with structured search queries and customer interfaces, thus enhancing service benefits (Wirtz et al., 2018). Nevertheless, data privacy issues pop up as hotels embrace AI for predictive analytics, whereby guests' data must be safe from legally enhanced laws like the GDPR (Goddard, 2017).
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Large companies such as Pullman should develop policies that support investment in artificial intelligence. Case 3, predicting guests’ needs using AI, for example, when to turn up the heat in a guest’s room or recommend which restaurant, attraction or entertainment facility the guest would probably enjoy according to their previous visits (Lin and Mattila, 2021). To optimise this, hotels should approve never-ending AI improvement and integration by providing staff training in embracing AI in the hotel. Also, moving the storage and processing of guest data to the cloud to support large-scale personalisation is possible with investment (Said, 2023). Predictive customer behaviour and needs analysis can be done with these systems to enhance the next level of guest engagement. However, hotels need to consider the cost and find a suitable investment in AI from the perspective of the human touch, as the over-dependence on technology tends to deviate from the notion of hospitality (Ivanov and Webster, 2019).
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For hotel management, the critical issue that must be addressed is introducing AI technologies into the process while keeping the human touch, which is relatively popular among guests. For instance, service robots can handle routine tasks, allowing staff to focus on more personalised guest interactions (Lin and Mattila, 2021). Management should also invest in training programmes to help employees work alongside AI and automation systems effectively. This will ensure that introducing AI improves service efficiency while retaining the human warmth essential to hospitality (Zirar, Ali and Islam, 2023). Moreover, management must regularly evaluate the effectiveness of AI systems and adjust strategies to optimise their impact on guest satisfaction and operational efficiency.
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Digital solutions can also contribute to the hospitality sector’s sustainability goals. Energy management is one way in which digitisation can support green agendas. Through AI, managing hotel energy systems such as lighting and temperature control can be done by identifying occupants and recurring patterns to enhance efficiency (Kitija, 2024). For instance, temperature regulators, sensors, and controls such as smart thermostats and lighting help decrease energy costs when occupancy is low, which is beneficial financially and sustainability-wise (Schäuble, Marian and Cremonese, 2020). Further, choosing a paperless check-in method and incorporating automation can reduce the company's carbon footprint and waste. Thus, the experience is challenging because it must be digitalised without sidelining guests inclined toward conventional services. Every hotel faces the challenge of overemphasising conservation and meeting guests’ needs and preferences.
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Digital transformation is of great importance when it comes to improving the delivery of guest experience and minimising waste of resources in the hospitality industry. Forms of technology, including AI and automation, have greatly influenced activities, including checking in, offering services such as room service and accomplishing tasks, including housekeeping. With automated tasks, hotels can provide customised services, thus helping to favour the guests’ satisfaction and, consequently, their loyalty. In addition, these technologies assist hotels in keeping up with growing market demands that come with a shifting market. Technology in hospitality is taken by defining new services that provide machine intelligence to manage and develop predictive services for guest experiences. These technologies can also improve service provision, and the hotels that hope to incorporate these technologies can set themselves apart from competitors. But at the same time, it is necessary to consider that many people prefer communicating with living people, and a substantial part of guests’ demands may be fulfilled through specific requests. Sometimes, relying heavily on technology may automatically make the business fail to capture the value of hospitality essential in the industry. Pullman London St Pancras should focus on investment in AI, though it should simultaneously strive to build technology with human touches. This means that, when it comes to management plans, an effective combination of artificial intelligence and human service delivery must be used to achieve both organisational effectiveness and guest satisfaction. Also, the digital transformation process must aim to achieve sustainable objectives like low energy and waste. If key strategies are implemented correctly regarding these technological changes, hotels will be well-placed for long-term sustainability in an increasingly complex industry.
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