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Abstract
Intelligence (AI) to improve guest satisfaction and smooth business processes. Different kinds of AI technologies are changing the way hospitality is practiced today focusing on guest service as well as operational productivity. This document discusses AI application in Marriott International, a large hotel chain, and how the company uses AI for solutions. Marriott companies have adopted AI applications for personalization of guest services. This took place through data mining applications in assembling market information, electronic advertising, and sophisticated CRM systems. The company offers mobile AI-enabled applications that allow guests to check in and out of the hotel at their own convenience. Moreover, the AI power mobile capabilities have improved security by introducing ‘keyless’ doors. Other smart room amenities enable the guest to change the lights, temperature, and even the entertainment systems in the rooms. To assess the impact of AI in a single organisation Marriott and the entire hospitality market, a literature review was done. This is the trend with most hospitality journals today where technology comes into the hospitality industry. The focus is PEST analysis, and the application of political, economic, social, and technological development of the country being investigated in relation to the use of AI. This report contains recommendations on what should be done next, focusing on the desire to get the best results in the shortest time and with the least expenses while improving guest services and the efficiency of hospitality operations.










1. Introduction
The use of artificial intelligence in hotels is crucial as it enhances the client experience and raises the production of the business. With time, several technologies the sector employs to create and present ideas in client services and maintain market competitiveness have evolved significantly. Sophisticated artificial intelligence systems include smart gadgets in hotel rooms, marketing automation, and chatbots (Nam et al., 2021). Such services raise the degree of service as the ways of service delivery are more specialised. Marriott International is dominating the market as artificial intelligence technology for such uses is very new. By means of operational integration of artificial intelligence, they want to increase communication with visitors, automate many operations, and boost efficiency. From artificial intelligence virtual assistants to strong predictive analytics for proactively tailored services, Marriott demonstrates how usage of AI can help hospitality. Apart from hospitality investors, the government should value the influence of artificial intelligence technology for commercial development. Effective use of these instruments would help hotel companies to have a better worldwide competitive position, larger revenues, and more satisfied customers (Drexler and Lapré, 2019).
Literature Review
AI has transformed hotel guest service and operational management. AI improves service delivery and operational efficiency, improving passenger experiences. Advances in marketing analytics make it simpler for firms to provide visitors effective, customised services, especially as guests become more tech-savvy. AI-enabled chatbots for customer experience and smart room functionality are crucial for hotel owners. Leading global hotel chain Marriott International has adopted AI-based guest experience and operational technologies (Snäll, 2023). Marriott International's AI chatbots are a major endeavour. These AI technologies handle live passenger enquiries, respond instantly, and free up staff to handle more difficult support jobs. Marriott's chatbot, "ChatBotlr," answers basic questions, processes service requests, and makes personalised suggestions (Marriott, 2017). Marriott uses AI for data-driven personalisation. AI technologies analyse visitor data to predict preferences, personalise experiences, and customise offerings. Marriott uses AI to propose future stays based on prior stays, eating choices, and activities. Making the experience more personalised and interesting boosts guest happiness. Revenue management relies on AI to estimate demand and adjust prices to match market trends and consumer behaviour.
Marriott's mobile apps use AI for a smooth experience. Marriott Bonvoy's AI-powered software allows mobile check-in, keyless entry, and room customisation. These features reduce front desk utilisation, improving customer comfort and efficiency. Automating procedures speeds up service and reduces wait times, enhancing customer happiness at Marriott (Nam et al., 2021).
Marriott invests in smart room technology that lets consumers control their environment via voice or smartphone apps. The in-room experience is customised via intelligent lighting, automatic temperature management, and Amazon Alexa for Hospitality. Voice commands improve hotel stays by changing settings, ordering room service, and calling the concierge (Дудник, 2024).
 Marriott uses AI to assess visitor satisfaction via reviews, social media, and polls. This analytical strategy finds improvements and predicts problems. NLP in AI enables them to comprehend guest thoughts and respond well, boosting services.AI enhances visitor experiences and operational health, demand prediction, and workforce optimisation using AI. To cut operating expenses and assure shift coverage, Marriott deploys people based on real-time data and past booking trends. 
AI-powered robots clean, monitor the environment, and notify homeowners of maintenance issues. Automation improves efficiency, reduces human resource needs, and speeds service (Kim, 2023). Marriott's digital marketing strategy uses AI to assess customer data and match traveller preferences and booking trends. Personal emails, targeted adverts, and personalised ideas help Marriott engage guests, establish brand loyalty, and boost income. Still, data security and privacy risks exist. Guest data collecting raises GDPR problems. 
Marriott must improve its cybersecurity to address these issues, protect guest data, and maintain consumer trust. Data-driven Marriott personalisation leverages AI. AI analyses visitor data to forecast preferences, tailor experiences, and customise products. Marriott employs AI to recommend stays based on past stays, meals, and activities. Making the experience more individualised and exciting increases guest satisfaction. Revenue management estimates demand and adjusts pricing to market trends and customer behaviour using AI (Pipyros and Liasidou, 2025).
Marriott's mobile apps use AI for a smooth experience. Marriott Bonvoy's AI-powered software allows mobile check-in, keyless entry, and room customisation. These features reduce front desk utilisation, improving customer comfort and efficiency. Automating procedures speeds up service and reduces wait times, enhancing customer happiness at Marriott.
Marriott invests in smart room technology that allows voice or smartphone app control. Intelligent lighting, climate control, and Amazon Alexa for Hospitality tailor the in-room experience. Voice commands improve hotel visits by adjusting settings, ordering room service, and phoning the concierge (Marriott Bonvoy, no date).
Through reviews, social media, and polls, Marriott employs AI to measure customer satisfaction. Analytical methods enhance and forecast issues. AI NLP helps them understand guest ideas and respond properly, improving services. 
AI improves operations and tourist experiences. AI predicts demand and optimises manpower. Marriott deploys staff based on real-time data and booking trends to save costs and ensure shift coverage. AI-powered robots clean, monitor the environment, and warn homeowners of maintenance concerns. Automation accelerates service, lowers labour, and boosts efficiency (Kiang, 2024).
Marriott's digital marketing approach matches traveller preferences and booking patterns with AI. Marriott engages guests, builds brand loyalty, and increases revenue via tailored emails, ads, and ideas. Still, data security and privacy threats persist. GDPR compliance difficulties arise from visitor data collection. Marriott must strengthen cybersecurity to solve these vulnerabilities, preserve guest data, and maintain consumer trust.
AI installation is expensive and complicated. Hardware, software, and training are needed for AI systems. Budget constraints may prevent smaller hotels from implementing AI, slowing sector expansion. Integration of AI-driven processes requires extensive personnel training. AI automates many jobs, but humans must oversee and tailor customer care. Personalised hospitality requires automation and human interaction.
Innovative AI technologies enhance guest satisfaction and hotel operations. Marriott International uses chatbots, smart room controls, predictive analytics, and tailored marketing to improve visitor experiences. Long-term benefits go beyond data privacy, implementation, and labour transfer. An industry with changing visitor expectations benefits from AI-driven economics, tailored services, and operational improvements. In the digital age, hospitality organisations must consciously embrace AI to innovate and delight guests (Al-Hyari, Al-Smadi and Weshah, 2023). 

2. Method
This research utilises a qualitative technique to examine the incorporation of AI in Marriott International's operations. A thorough examination of secondary data sources, encompassing academic publications, industry studies, corporate whitepapers, and reputable web articles, was performed to get insights into AI applications within the hotel business. The data gathering concentrated on identifying Marriott's AI-driven tactics, encompassing guest service automation, advancements in digital marketing, functions of the mobile app, and smart room technologies (Sanli, 2024).
The research use theme analysis to comprehensively classify and explain significant patterns arising from the literature. This strategy facilitates the identification of persistent themes about AI adoption, its efficacy, and broader industrial consequences. A PEST (Political, Economic, Social, and Technological) analytical approach is employed to evaluate the overarching influence of AI on Marriott's operations and the hotel sector as a whole.
This research utilises thematic analysis and the PEST framework to systematically assess AI's contribution to improving guest experiences and optimising operational efficiencies. This investigation will enhance comprehension of AI's influence in hospitality and guide recommendations for future AI integration methods in the sector (Rane, Choudhary and Rane, 2024).

3. Theme Impact Analysis
The researchers have undertaken a PEST (Political, Economic, Social, and Technological) analysis to furnish a comprehensive and informed forecast concerning the impact of artificial intelligence on the hotel industry. This methodology enables a thorough analysis of the impact of artificial intelligence on multiple dimensions of the hotel industry, including customer satisfaction and operational efficiency (Kadagidze and Ugrelidze, no dated). In this context, we assess the influence of artificial intelligence, with a primary emphasis on Marriott Hotels, and subsequently compare the results obtained.

Political Impact:
The utilisation of AI in the hospitality industry is significantly shaped by the prevailing political landscape. Worldwide, governments and regulatory agencies are increasingly concerned about cybersecurity and data privacy, which are critical for the implementation of AI technologies. For instance, Marriott is obligated to comply with rigorous regulations such as the General Data Protection Regulation (GDPR) in Europe, along with various regional data protection laws. These stringent regulations influence Marriott's capacity to collect, store, and utilise data, as AI applications—particularly in data analytics and personalised services—are heavily dependent on acquiring and processing guest information (Buhalis and Leung, 2018).
Despite these challenges, AI holds the promise of mitigating certain regulatory hurdles. It can enhance security and privacy by providing more secure methodologies for managing customer data, such as employing advanced authentication techniques or AI-driven encryption systems. Furthermore, AI-powered solutions can support compliance efforts by continuously monitoring and identifying potential data security threats.
 
Economic Impact:
As AI becomes increasingly prevalent, the workforce in the hotel and tourism industry will likely experience a significant reduction, as robots will assume roles in customer service, while applications will facilitate check-in and check-out processes, secure payments, and other hotel-related services. Marriott's AI robot helps people make bookings, ask about hotel services, and get help without needing to speak to a person. Lowering labour costs can be very helpful during tough economic times or when there aren't enough workers. The long-term effects of artificial intelligence on the business are very important. AI boosts profits by making operations more efficient. For example, AI can be used to improve resource management, predict demand, and adjust prices, all of which help to increase income (Buhalis and Leung, 2018). Marriott can now give personalised deals based on what customers say and want. This focused price method has done better than standard ones, leading to higher profits for Marriott. Many small hotel owners might struggle to afford the high starting costs of using AI technologies. Large hotel groups like Marriott can likely handle the costs of using artificial intelligence. However, smaller businesses should look for other ways to use this technology or think about partnering with others to reduce expenses (Marriott, 2017b).
Social Impact:
At Marriott, they have made a careful study of AI technology. Whether it is period light or automatically turning heaters up or down according to how cool/warm rooms are, beginning from your last stay with us, Marriott has this down pat for you with a computer printout that summarises all guest critiques in advance. Moreover, these technologies are all served up as reading rooms for nearby attractions, restaurants and facilities belonging to Marriott International Health Clubs operating under the banner Fun + Fitness.
AI is crucial for increasing guest satisfaction in the hotel industry. With AI-driven chatbots and virtual assistants available round the clock, worried enquiries from guests are quickly ironed out one by one. The service has proven to be so popular that even staff at headquarters now have chatbots on their mealtimes (Acharya and Mahapatra, 2024).
By improving the customer experience, this move also shortens waiting times. Almost any question or problem a guest might have can be resolved online nowadays; for example, guests check in, check out, and access their room with keyless entry through Marriott's mobile app, creating a seamless experience that does not require any face-to-face contact with hotel staff.
However, people who are not familiar with science and don't understand engineering, who have never had this kind of upbringing, may still find some AI-based help unsatisfactory or less so than other forms. It is possible that certain age groups, for instance, those who put great emphasis and high value on personal contact, may feel uncomfortable with the tendency towards an increased reliance on AI.
Thus, hotels must strive to strike a balance in their application of technology and human connection, creating an atmosphere of warmth that is compatible for people of all ages (Mandić, Panić, and Šain, 2023).



Technological Impact:
Marriott is at the forefront of the AI revolution transforming the hospitality business. The most notable technological innovation is Marriott's use of AI for customised client experiences. Marriott now uses AI to customise check-out lights, temperature, and entertainment for each guest. Using AI, smart room technologies provide a customisable atmosphere that visitors may simply adjust.
Behind the scenes, AI automates tasks and ensures flawless hotel operations. AI-powered systems optimise inventory management, automate reservation processing, and analyse visitor activity in real-time. AI can forecast visitor departures, allowing hotels to increase room usage and decrease idle time while preparing for future guests (Mingotto, Montaguti, and Tamma, 2021).
AI can enhance human resource management operations. Marriott evaluates historical data and guest reservations using AI algorithms to determine labour needs. This optimises resource distribution for the hotel, ensuring an optimal labour force without excess or understaffing.
There are drawbacks to rushing to adopt A.I. This ambition requires investment in infrastructure, including accommodation and services, to support such systems. This involves staff training to effectively use technology and software. Integrating AI into legacy systems may be challenging and time-consuming, so hotels must be prepared to lead the transformation (Bhandari, 2024).

Conclusion
Marriott uses AI in a variety of ways. Although AI presents some challenges for Marriott and the hotel industry, there are also a lot of positive opportunities. While AI boosts productivity, personalises visitor experiences, and boosts revenue, it also presents issues with prices, data protection, and striking a balance between automation and human engagement. AI will undoubtedly transform the sector, according to a PEST analysis of the situation. Finding the ideal balance between offering excellent value and upholding the fundamentals of hospitality will be difficult, however.

Recommendations
Based on Marriott International's implementation, several proposals can enhance hospitality AI integration.
So, hotels must use AI-based visitor customisation while providing the right mix of automation and human touch. While AI can assist in analysing a guest's preferences for a more personalised experience, the human factor is also necessary for overall customer satisfaction. Focus on AI-human service hybrids.
Second, ensure that data privacy and security are prioritized. As AI uses guest data for personalisation, hotels should be GDPR-compliant. Security and clarity about how their data will be used fosters trust.
Training and development of hospitality staff with AI should be a part of hospitality operations. AI employees should be trained to make efficiency for employees not for unemployment. Marriott and the other hotels need to train AI to educate its staff.
Small size hotels should focus on cost-effective AI deployment. AI breakthroughs are costly for smaller organisations, but Marriott can afford them. Industry partnerships, AI-as-a-service models and government incentives may democratise the use of AI.
Such steps will enable the hotel sector to harness the benefits of AI while doing so in an ethically responsible manner.
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