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[bookmark: _94e8b7yrc7hx]1.0 Introduction
[bookmark: _whszq9brcsge]1.1 Overview of Hotel and Hospitality Sector
The hotel and hospitality industry is growing rapidly and focuses on providing accommodation, dining and entertainment to tourists and visitors (Thommandru et al., 2023). It covers a wide range of places, from high-end hotels and resorts to  motels and budget hotels. In the hotel and hospitality sector the arrangements of works as well as accommodations and foodservice are done accordingly as it is the most important area of it. This industry is important for the global economy because it creates jobs and supports the tourism industry (Ampofo, 2020). Customer satisfaction is a priority for companies in this industry and they strive to meet the diverse needs of travellers from all over the world by providing unique experiences, customised services and welcoming environments.
[bookmark: _8zin3r8vabj3]1.2 Importance of Technology in Enhancing Guest Experiences
In the hospitality industry, technology plays an important role in enhancing the guest experience. From online check-in and online booking to smart room booking and personalised recommendations, technological advances are simplifying and transforming the guest experience (Das, 2023). Automation improves productivity while reducing wait times and administrative burden. Contemporary elements such as in-room technology and virtual butler services add to a smooth and pleasant experience. Moreover, technology allows simple contact, providing tourists with easy connection with numerous amenities (Yang et al., 2021). Through the merging of data analytics, places can predict and meet the demands of guests, creating an individual and unique atmosphere.
[bookmark: _mdmo3dz6cfiu]1.3 Chosen Trend: Artificial Intelligence (AI) in the Hospitality Sector
Artificial intelligence (AI) is a new technology that is changing guest services in the hotel business. Artificial intelligence helps hotels to improve client satisfaction and running efficiency by means of artificial intelligence and data analysis skills (Bisoi, Roy, and Samal, 2020). Artificial intelligence is altering the way hotel customers work with robots making requests more rapidly and virtual staff members offering ideas. With the capacity to handle large amounts of information, companies are able to predict the needs of guests, resulting in a distinctive and advanced experience. As many hotels adopt digital rooms, AI-powered tools ensure a smooth and easy-to-use journey for clients (García-Madurga and Grilló-Méndez, 2023). The utilisation of intelligence in the hotel business not only makes a new model for the direct merging of technology into the guest expertise, but also improves the use of resources.
[bookmark: _v3n66z3slp81]1.4 Rationale for the Prevalence of Technology in the Industry
Technology is growing more important in the hotel business due to the desire to improve output, boost guest contentment and achieve a competitive edge. In an era where the experience is greatly enhanced from auto-registration to auto-check-in, technology can improve performance. The need for guest experiences is driving the introduction of technologies such as artificial intelligence and data analysis, which allow businesses to predict and adapt to individual needs. The technology also facilitates faster communication, lowers operating costs and improves asset management (Mehmood, 2021). The use of technology by the industry is not only strategic for life, but it is very different to provide a new experience, which focuses on the customers as the expectations of the visitors increase for technical services.

[bookmark: _uty7yaakiegk]2.0 Overview of Literature
[bookmark: _pxbclrldfufg]2.1 SWOT Analysis of Incorporating Artificial Intelligence in Hospitality
	Strength
	Weaknesses

	· Boosts effectiveness and customised interactions.
· Operational operations are optimised by automation and digitisation.
· Enables employees to concentrate on customer-focused areas of service.
· Makes it easier to create customised experiences using AI and data analytics.
· Makes it possible to meet specific demands and promote exclusivity.
· Supports a smooth, accommodating and customer-focused operations environment.
	· Automation might result in the loss of certain manual labour positions.
· Employees without a background in technology may find it difficult to transition into new positions.
· Possible opposition from workers worried about their job security.
· Hefty up-front expenses related to purchasing and integrating new technologies.
· Investing in staff training programmes to guarantee competent use increases the initial costs.
· Accessibility may be limited since smaller enterprises may find it financially difficult to adopt cutting-edge technology.

	Opportunity
	Threat

	· Technology integration makes it possible to provide guests with individualised experiences, which raises satisfaction levels.
· Routine chores may be automated to free up staff time to provide great customer care.
· Quick and easy procedures, such computerised check-ins and check-outs, help create a favourable impression in the eyes of visitors.
· Making educated decisions is made easier with access to a wealth of visitor data.
· Analytics solutions facilitate targeted marketing and personalised services by delivering information into visitor preferences.
· Agile changes in services and operations based on feedback and current trends are made possible by real-time data.
· Tech-savvy businesses get a competitive advantage by providing cutting-edge services and being ahead of market developments.
· By using new technology, hotels may appeal to a tech-savvy clientele by projecting an image of modernity and forward thinking.
	· Privacy and data protection are problems raised by the collection and use of large amounts of visitor data.
· Negligent management of personal data might lead to legal troubles and harm the hotel's image.
· A possible concern is the regulatory agencies' increased scrutiny of the industry's data privacy procedures.
· Reliance on technology increases the possibility of technological malfunctions and breakdowns.
· Software bugs, system outages, or poor connection may cause major service disruptions.
· In the case of service disruptions, customer discontent might intensify, negatively affecting the establishment's image as a whole.
· The unwillingness of staff and visitors to embrace new technology might impede a smooth integration process.
· New system installation may be hampered by ignorance of or mistrust of technology.
· Competitiveness may suffer if resistance causes the adoption of new methods to happen more slowly.
· The likelihood of cybersecurity risks increases with increased dependence on networked systems.
· Sensitive visitor data is seriously at danger from ransomware attacks, unauthorised access and data breaches.


Table 1: SWOT Analysis
(Source: Abubakar et al., 2020; Radanliev et al., 2020; Song et al., 2020; Ameen et al., 2021; Akpan et al., 2022; Buhalis et al., 2022; Gupta et al., 2022; Renn et al., 2022)
[bookmark: _nprh0c901x8]2.2 Latest Findings from Current Journal Articles Supporting the Impact of AI in the Hospitality Industry
Today, artificial intelligence (AI) is revolutionising the hospitality industry by changing operational processes and improving the overall travel experience. According to the analysis, there have been significant changes in the integration of AI-based technologies into various business processes, resulting in significant levels of productivity and innovation. According to Ameen et al. (2021), customer service is where artificial intelligence will have the greatest impact. Calendar-based chatbots and virtual concierge services are becoming important resources for providing personalised and timely service to travellers. This technology can manage daily tasks such as orders, inquiries and recommendations and free up human resources to focus on providing a high level of service (Vahdat, 2022). Faster response times and  interactions designed to make visitors feel better and provide them with personalised service all  quickly translate into customer satisfaction. By incorporating artificial intelligence, business productivity has increased dramatically. 
Artificial intelligence systems enable automation of daily tasks, simplify processes and improve resource allocation. Artificial intelligence (AI) solutions increase the speed of work and reduce human errors, thereby improving overall productivity from management to managing hotel reservations (Shneiderman, 2020). This speed does not save money, but the hotel staff can focus on providing guests with a more unique experience. Data mining is an important part of the impact of artificial intelligence on the hospitality industry. Artificial intelligence systems combine large data sets to extract detailed information about traveller preferences, behaviour and trends (Renjith, Sreekumar and Jathavedan, 2020). This data-driven approach can help businesses improve their marketing and customer service. The ability to predict and meet guest  expectations based on data analysis will enable unique and memorable stay experiences and increase positive reviews and guest engagement. However, there are obstacles in  this new direction due to artificial intelligence. 
Privacy is an important problem when artificial intelligence programmes collect and examine big amounts of user data. Finding the right equilibrium among regulation and privacy is very important and regulations and processes need to address social issues and reduce tourists' worries about data security (Ribeiro-Navarrete, Saura and Palacios-Marqués, 2021). Moreover, the organisation must handle the risks caused by Internet flaws. With the growing integration of AI methods, it is important to protect personal user data from the risk of hackers, illegal access and data loss. To keep trust and protect the image of server companies, a full hacking answer is needed.

[bookmark: _44q1lm3iaxuo]3.0 Application to the Hotel and Hospitality Sector
[bookmark: _nl7ocpe7206]3.1 Specific Area of Focus: AI in Guest Services
The integration of artificial intelligence (AI) with tourism services in the hotel industry is the main topic of this research. This involves using artificial intelligence-based technology, such as bots, personal guide systems, and automated butler services, to facilitate and enhance visitor encounters. The goal of artificial intelligence in tourism services is to provide visitors with easy, efficient, and customisable knowledge, from self-registration to personalised hotel settings. These crucial areas demonstrate how the hotel industry can use modern technology to improve interpersonal relationships and provide visitors an interesting and pleasurable stay.
[bookmark: _7cx72rwbo66]3.2 Exploration of Real Impacts on Guest Experiences
The use of artificial intelligence (AI) in tourism has several benefits and will change the way travellers view the hotel industry. Two examples of artificial intelligence (AI) software, virtual assistants and chatbots, have revolutionised customer interactions by providing immediate assistance with plans, problems, and advice (Davenport et al. ., 2020). Using machine learning, travellers can customise their stay  by changing their living environment and receiving unique gifts. Organisations have a variety of solutions to today's AI application challenges. Benefits include greater efficiency through automatic processes, reduced wait times and improved performance. Saving money seems like a benefit to point out. However, limits cannot be ignored. 
Job loss increases social and human problems that require creative solutions to labour problems. Big initial expenses require careful budgeting. The complex environment can be seen by carefully examining the extent of the impact on the satisfaction of the visitor. Despite AI's powerful role in increasing availability and speed of service, there are many aspects of the hospitality industry that still require a human touch (Gaur et al., 2021). Maintaining high levels of guest satisfaction relies more on  a balance between technological advancement and maintaining a personal, people-centred approach (Kaur et al., 2021). Finding this balance is important for hospitality companies looking to take advantage of artificial intelligence while avoiding its pitfalls in providing a great guest experience.
[bookmark: _3oxietfmxy5n]4.0 Evaluate Future Policy and Management Options
[bookmark: _naqjca14yd0h]4.1 Future Trends in AI and Technology in Hospitality
Future developments in artificial intelligence and technology in the hospitality industry could change the way people live and manage. A major development is the introduction of voice-activated technology that allows guests to control hotel facilities using voice commands (Buhalis and Moldavska, 2021). The voice-activated system makes it easy to request services and change room settings, hands-free. AI thinking machinery is a different big development. Advanced algorithms examine the likes and patterns of tourists to provide customised suggestions for operations, food and local sites. This not just improves the total guest knowledge, but also boosts customer trust and happiness. 
In addition, with these changes, hosting companies must be aware of ethical and privacy issues related to AI applications. It is important to have a policy in place that allows visitors to understand information about  data collection and use. To build and maintain trust, the right mix of personalization and protection must be achieved. Hospitality companies that consider these ethical issues are more likely to use knowledge and artificial technology while protecting the rights of  tourists (Ivanov and Umbrello, 2021). Artificial intelligence in the hospitality industry can only become a reality if new technologies are combined with a commitment to good behaviour and privacy practices.
[bookmark: _4h36egpek4r6]4.2 Recommendations for the Hospitality Industry
	Recommendation
	Description

	Invest in Staff Training
	Participating in employee training, planning courses, and providing information to employees on how to best work  with artificial intelligence (AI)  (Clark, 2020). Create a continuous learning culture that allows employees to effectively use AI technology and add  new and useful features to the work environment. It adapts to the rapid change of the new environment.

	Develop Comprehensive Data Protection Policies
	Develop a complete data protection plan by creating strong and fair norms for the gathering, keeping and use of user data. Moreover, developing strong security can help the business to protect their tourist data and efficiently solve their personal issues (Tawalbeh et al., 2020). Use these steps to build a framework that ensures responsibility for data management, improves guest trust and shows hotel management's dedication to keeping strict confidentiality and security rules. .

	Foster a Balance Between Automation and Human Touch
	In order to maintain a balance between automation and human engagement, it is crucial to continually use customised, human-centred techniques. Moreover, this can also help the employees of the sector provide outstanding knowledge as well as enhance the customer experience that balances a high level of knowledge and genuine care (Ghorbani et al., 2023). This approach ensures that, while technology improves the efficiency of management, the importance of human connection and hospitality is not forgotten, resulting in the right mix resulting in a wonderful and memorable guest experience.


Table 2: Recommendation
[bookmark: _ip4246k4wup]5.0 Conclusion
Artificial Intelligence (AI) is rapidly taking place in the hospitality sector especially guest service. The industry is growing efficiency and customisation by deploying clever apps such as virtual concierges. A SWOT analysis shows the benefits and drawbacks of using artificial intelligence and the latest study showing the usefulness of artificial intelligence is given in the literature. Artificial intelligence in customer service is one area of ​​focus, showing how technology can improve the customer experience. As voice-activated technologies and ideas driven by artificial intelligence become popular trends in the future, ethical issues will become increasingly important. Recommendations to guide the industry in introducing AI security include employee training, data security regulations and the balance between automation and human touch.
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