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[bookmark: _Toc162106782]Introduction 
Artificial intelligence (AI) prediction is involved in the hotel industry to improve operational efficiency that allows for enhancing guest experiences. AI equipment in the hotel industry is used to improve the hospitality landscape to enhance customer experiences. This technology has the ability to manage, as well as maintain the cost that improves guest satisfaction. Chatbot facilities in the hotel improve booking operations and collect feedback from the customers to develop the business operation. The advanced technology delivers cost-effective operation to enhance the hospitality services by reducing the cost of the operation.       
[bookmark: _tcbcwh72ym19][bookmark: _Toc162106783]Aims
The main aim of the project is to explore the use of AI in the hotel industry to enhance service quality to improve customer satisfaction.  
[bookmark: _hzyt325h896r][bookmark: _Toc162106784]Objectives 
· To identify the utilisation of AI technologies in the hotel industry
· To evaluate the effect of AI implementation on enhancing service quality
· To analyse experiences, as well as perceptions of guests based on AI-integrated technologies
· To obtain challenges and opportunities in implementing AI technologies in hotels
[bookmark: _95z5kzvrd7e5][bookmark: _Toc162106785]Research questions
· What are the requirements of AI technologies in the hotel industry?
· What is the effect of AI implementation on improving service quality in hotels?
· How do AI-integrated technologies find out the guest's experiences and perceptions in hotels?
· What are the opportunities and challenges in implementing AI technologies in hotels?
[bookmark: _t6pmrqeet9mm][bookmark: _Toc162106786]Literature review


Conceptual framework 
EXPLORING THE IMPACT OF ARTIFICIAL INTELLIGENCE IN THE HOTEL INDUSTRY TO ENHANCE SERVICE QUALITY ON GUEST EXPERIENCE   
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Figure 1: Conceptual framework
Overview of AI technologies in the hotel 
In the technological advancements, AI plays a role in improving business performance and the technology delivers effective customer services. AI technologies in the hotel industry are implemented to provide a cost-cutting mechanism that improves economic growth by enhancing workplace efficiency. As per the comments of Manigandan and Raghuram (2022), AI technology is used to collect data regarding in-service duties and find the pattern of the services based on digital engagement. Customer service in the hotel industry can be improved by maintaining direct messaging operations that allow for increasing the services of the hotel industry. Additionally, AI technology in the hotel industry delivers an effective streamlined operation that manages the customers’ experiences. Predictive analysis method can be used to determine the patterns of the services for increasing the operational effectiveness in the hotel industry. Moreover, AI technology increases customer interactions that enhance the service quality in the hotel industry.        
Explaining the effect of AI implementation on improving service quality
AI technology in the hotel industry creates a positive impact on analysing the service quality that improves guest experiences. Virtual assistants, predictive analytics, chatbots, and several others are the relevant AI-implemented technologies that improve the operational activities in the hotel, as well as deliver effective operations to meet the needs of the customers. Based on the comments of Mingotto et al. (2021), AI implementation technologies in the hotel industry deliver an automation process that supports routine tasks and improves the skills of the hotel staff that allows for providing better services by meeting the requirements of the customers. In such circumstances, the AI chatbot is an effective technology that handles room booking operations, meeting inquiries, check-in facilities, and other issues of the hotel industry. Hence, the streamlined operations in the hotel industry are enhanced by AI technology and this improves customer satisfaction. According to Misischia et al. (2022), Chatbot is an effective digital marketing strategy that helps in finding interaction, problem-solving operations, and other factors to increase service quality. Chatbot in the hotel industry delivers positive relationships with customer satisfaction that enhance service performance. 
AI-implemented technology is used to collect, as well as analyse the large amount of data based on collecting the guest data such as feedback, behaviours, and preferences. This effective technology can easily find out the needs of the business process and the predictive technology enhances the customer experiences based on the service performance. As per the comments of Vargas-Calderón et al. (2021), online hospitality platform is used to enhance hotel services and the service aspects allow for enhancing the quality services of the hotel industry. AI technology covers the complex areas of the hotel industry and big data analytics processes can be used to enhance the quality of services. Along with this, AI-integrated technology can be implemented to analyse the operational processes including price strategies, housekeeping processes, as well as inventory management. Hence, AI technology can easily determine the forecasted demand to explain the marketing trends of the hotel industry. Automated tasks in the hotel industry allow for determining resource utilisation and cost-saving operations that increase operational efficiency based on seamless operation. In the hotel industry, AI plays an effective role in analysing the feedback of customers by determining areas based on sentiment analysis. Therefore, the service improves customer relationship management that allows for the development of the service quality in the hotel industry.                  
Evaluating the customers’ experiences and perceptions using AI-integrated technologies
AI technology collects feedback from customers through surveys and online reviews that allow for collecting data regarding the services of the hotel industry. Based on the views of Mariani and Borghi (2021), effective AI technology is used for determining favourable emotions based on the service quality of the hotel industry. Innovative technology and effective operational activities improve the functional activities that increase the service quality of the hotel industry. In such circumstances, different factors are involved in analysing the effectiveness of the business process. Customer loyalty, trust, customer satisfaction, and convenience in use are implemented to analyse the service quality in the hotel industry. Tracking the history of the customers, satisfaction, and preferences is used to enhance the services based on effective customer experiences. Machine learning algorithm allows for determining the relevant factors that implement to analyse customer satisfaction.       
Finding opportunities and challenges in implementing AI technologies in hotels
Opportunities in implementing AI technologies  
AI technology is implemented in the hotel industry to develop an effective workflow that allows for meeting the needs of the customers. Voice-based digital assistants can be implemented to improve customer experiences and deliver streamlined operations for enhancing hotel services. As opined by Buhalis and Moldavska (2021), voice assistants in the hotel industry improve the guest experience by meeting the satisfaction of the customers, and the voice commands allow for controlling the room features including temperature controls, lighting operations, and several other. Therefore, AI technologies in the hotel industry deliver effective activities, dining operations, and accommodation services by analysing the collected data that improves customer satisfaction. Hospitality operations can be developed based on the automation process that allows for enhancing the check-in and out services for meeting the room service operation. Based on the view of Chang et al. (2023), AI technologies are implemented to maintain the scheduling operations that support staff training methods and the cleanliness of rooms that enhance customer satisfaction. Hence, effective operation allows for reducing the cost to enhance the business method.     
AI mainly focuses on historical data and data-driven insights to improve the operational activities in the business process. In the hotel industry, predictive analytics methods including energy consumption and resource allocation processes allow for increasing the sustainability of the business operation. As per the comments of Wirtz et al. (2021), AI-implemented technology supports flexible customer interactions and journeys based on problem-solving skills. Valuable insights into AI technologies in the hotel industry help in determining behaviours, trends, as well as preferences based on decision-making strategies. AI implementation technique in the hotel industry determines the required factors that enhance the quality of the business operation. This factor allows for enhancing the revenue of the hotel industry and AI technology increases customer satisfaction by meeting the demand of the customers.  
Challenges in implementing AI technology 
In the hotel industry, AI technologies are implemented to improve business operations and initial investment based on AI technology is more to analyse the operational activities. Staff training, software, as well as hardware acts as a barrier to increasing the performance of the services. AI technology stores sensitive data of the business and the data are required to be secured in enhancing the effectiveness of the quality services. Based on the view of Perera et al. (2022), data breaches in the industry increase cyber security issues based on financial losses and affect the reputational damages of the industry. Cyber-attacks in technology affect functional activities and data breaches decrease the operational activities in the hotel industry. AI technology stores customer data and data breaches are the main problem in the hotel industry. Moreover, the data breach issue insists on the loss of the sensitive data of the customers and affects the operational activities of the hotel industry. Additionally, legacy systems, as well as hotel infrastructure provide complex infrastructure by integrating AI technology. Hence, the integration complexity decreases the operational activities and the system affects the performance of the data integration method.                    
Literature gap
Previous literature delivers data about AI implementation in the hotel industry to enhance operational activities. However, limited information about AI technology for improving service quality in the hotel industry affects the effectiveness of the business operation. Other new technologies based on AI implementation have not been obtained in the existing literature which creates a gap to enhance the quality of services. Therefore, further studies will highlight the AI implementation in the hotel industry that enhances service quality.  
Summary 
AI technology in the hotel industry is used to enhance operational activities to meet the requirements of the business process. Chatbot, voice assistants, and other technologies are implemented to gather feedback to enhance the service quality. Customer trust, loyalty, and preferences of the customers can be enhanced by implementing AI technologies. Data breaches and cyber security are the main issues in decreasing the operational activities in the hotel industry. Moreover, booking systems, check-in services, and accommodation services can be developed by implementing AI technologies.    
[bookmark: _tgp8qo5xic7y][bookmark: _Toc162106787]Methodology  
Research Philosophy
Interpretivism research philosophy will be used to explain the AI technologies in the hotel industry that allow for enhancing service quality in the hotel industry. This philosophy is used to improve the data validity in complex research and this philosophy allows for collecting the data regarding the service quality of the hotels. Research Philosophy explains and understands the nature of the study that meets the research objectives (Panya and Nyarwath, 2022). Positivism philosophy will not be applied in collecting the variables based on the AI technologies in the hotel.      
Research approach
Deductive research approach will be applied to analyse the utilisation of AI technologies in the hotel industry. The research approach easily determines the variables and concepts based on the effective findings of AI implementation in hotels. Additionally, the approach easily determines the opportunities, as well as challenges based on the AI implementation. Inductive approach will not be supported in analysing the importance of AI technologies as the approach will not determine the patterns of service quality based on AI technologies.     
Research design
Descriptive research design will be applied to explain the importance of AI implementation in the hotel for developing the service quality. Research design will provide a roadmap for determining the variables based on AI implementation in hotel services. Descriptive research design allows for collecting statistical data, as well as observing the relationship between the variables to analyse the importance of AI technologies.     
Data collection method 
Secondary data collection process will be implemented to gather data based on AI technologies that increase the service quality of the hotels. Journals, books, as well as relevant articles will be used to obtain the advantages of AI equipment in hospitality services. Data collection process is used to make decisions based on the AI implementation that improves the quality of the hotel services using the research integrity. Qualitative data in analysing the importance of AI technologies in the hotel industry and the process clearly obtain the issues of AI implementation.   
Data analysis 
Data analysis methods will be used to determine the challenges based on the AI implementation and the analysis can easily obtain the outcomes regarding the customer’s experiences and perception. In such circumstances, the thematic data analysis method will be used based on the Google Scholar database that enhances the operational effectiveness of AI technologies in the hotel industry. 
Timeline
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Figure 2: Project timeline 
(Source: Self-developed)
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