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Abstract
This report has explained the digital transformation in the hotel and hospitality industry and describes how AI can efficiently improve service for guests. Several processes can be optimised by AI technologies in hotels, such as chatbots, virtual concierges and even smart room systems. This literature review investigated the present developments concerning AI's impact on the industry and highlights that hotels should implement strong data security measures and sustainability practices. A PESTEL analysis has been conducted and it will establish that AI has multi-faceted impacts on an organisation. The opportunities carried with threats along with security issues such as data privacy and workforce. Recommendations for future policies and management strategies on this subject should continue cultivating human-AI cooperation and further innovation. This research illuminated the urgent need among companies to leverage AI to increase growth and enhance service quality in an increasingly developing hospitality landscape.
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[bookmark: _Toc180236260]Introduction
Digital transformation in the tourism and hospitality industry has been chosen as the contemporary theme for this research. This is mainly focused on the role of artificial intelligence in obtaining customer services. This theme is significantly related to the hospital and hotel industries rapidly promoting digital technologies. These technologies have played an important part in developing operational efficiency and satisfying changing customer expectations. Chatbots, predictive analytics and virtual concierges are some examples of artificial intelligence technologies. They have reshaped the way hotels interact with their customers by offering personalised services and smoothing business operations. The hospitality industry mainly wants to improve service delivery and customer satisfaction. This industry has been noticeably affected by the digital revolution. It is essential for hotel companies to promote technologies to offer customised experiences and unique performances to their customers so that they can stay ahead of the highly competitive market. Artificial technologies are important in allowing automatic room controls, real-time customer feedback and data-driven decision-making. The COVID-19 pandemic situation has also forced this industry to promote contactless solutions and highlighted the essentiality of digital transformations. The hotel industry will continue to improve operational efficiency and customer experience. In this overall process, artificial intelligence will help them to understand critical factors in enhancing success and creating new standards for service delivery.


[bookmark: _Toc180236261]Literature Review
The integration of AI is the main motivation for improving digital transformation within the hospitality industry (Limna, 2023). AI application in customer service has changed the way tourism and hotel businesses operate within the market. These types of technologies are helpful in smoothing business operations, improving personalised experiences and developing overall customer satisfaction. 
AI and personalised guest experiences
The hospitality industry is now able to offer personalised guest experiences with the help of AI technologies (Buhalis and Moldavska, 2022). A report by Deloitte 2023 has explained that hotels which have implemented AI technologies such as recommendation systems, chatbots and virtual assistance have witnessed a 20% increment in customer satisfaction. AI-driven personalisation mainly uses information from booking history, customer preferences and online behaviour. They support hotel services and individual customer experiences based on this data. For example, Hilton Worldwide has launched its AI-based virtual concierge “Connie”. With this approach, it has learned from customer interactions to offer customised recommendations on local attractions, dining and entertainment. Moreover, AI algorithms can be utilised to evaluate customer feedback in real-time. This type of information also allows hotels to identify complaints and provide suggestions immediately. Based on this information, this industry has also developed customer satisfaction and resolved problems before they can affect their experiences. A study has shown that hotels that have promoted AI technologies for customer service have seen an increment of 15% in their customer reviews. It showcases the essentiality of AI in developing customer feedback and personalising guest services. 
Automation and operational efficiency 
AI is highly important in automating routine activities. These types of activities are effective in not only mitigating human error but also obtaining operational efficiency. Responding to customer inquiries, room allocation and check out/checking process as some activities that can be automated with the help of AI-powered systems (Ng, et. al., 2021). Marriott International is a noticeable company that has promoted AI-based mobile applications and check-in kiosks. By promoting such approaches, it has managed endless customer departures and arrivals without the requirement of human intervention. This automation has led to smoother experiences, particularly during peak times when there are numerous customers who want to stay in this hotel. Additionally, there are AI-predictive analytics which support hotels to improve room pricing according to demand forecasts. A report has explained that hotels that have promoted AI power revenue management systems have witnessed an average increment in their revenue of 10 to 12% during high-demand periods. AI tools are supportive for hotels to understand the adjustment in pricing approaches dynamically (Huang and Zheng, 2023). They also ensure that they stay competitive while improving profits. 
Enhancing customer experience through virtual assistants and AI chatbots
Virtual assistants and AI chatbots have made their position significant in managing customer services. These AI-driven systems offer customers 24/7 customer support. They also control routine activities like booking services making reservations and answering frequently asked questions (Hoyer, et. al., 2020). A Statista report has shown that 60% of hotels across the global market have promoted AI-based chatbots. This technology has supported customer service with 80% having reported an increment in response time and customer satisfaction. Radisson Blu Edwardian Hotels have promoted chatbots like Edward. It has also promoted natural language processing to identify customer questions and offer accurate responses in real-time. This technology has not only mitigated the workload of customer service teams but also obtained customer satisfaction by offering instant support. This type of technology also obtains valuable information on customer preferences (Katragadda, 2023). This can be used to personalise experiences. The services have become specifically essential in luxury hotel settings where personalised services are core values to differentiate within the market.
The impact of AI on labour in the hospitality sector 
AI’s benefits on the workforce cannot be avoided alone with operational efficiency and customer services. AI has played an important part in reducing particular types of jobs, especially in front-line customer service roles. A report by the World Economic Forum has explained that there are approximately 25% of hotel jobs are related to front desk and guest inquiries. These types of jobs are expected to be automated with this technology by 2030. However, this mitigation in manual activities has developed opportunities for employees to maintain their focus on higher-level functions like offering more personalised human interactions and acquiring the overall customer experience. Hotels have promoted AI to augment employee development and training. Based on AI-based platforms, hotels can stimulate customer interactions and they have allowed employees to understand customer service scenarios in a controlled environment (Koo, et. al., 2021). This is effective in developing the quality of services offered by staff. It also enables them to significantly control complex customer inquiries. 
Overall, AI in customer service has transformed the hospital industry by developing operational efficiency, obtaining personalisation and improving resource management. This industry will continue to promote AI and it will be able to develop operational sustainability and customer experiences. This will also offer a competitive advantage for hotels that have successfully promoted these technologies. 
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AI has transformed the hospitality sector by obtaining operational efficiency, developing customer experiences and contributing to sustainability objectives (Citak, et. al., 2021). There is an essentiality of promoting a PESTLE analysis to significantly understand the effectiveness of AI in customer services. This framework offers a comprehensive evaluation of the external factors that motivate the sector (George, 2021). This analysis will also offer information into how AI technology plays an important part in shaping the hospitality sector and how hotels have answered this contemporary theme. It will be focused on effective limitations and strengths.
Political factors 
The implementation of AI in the hospitality industry has significantly affected the political landscape, especially with the help of government regulations and regulatory frameworks (Huang, et. al., 2022). Governments within the worldwide market are effectively promoting policies that can motivate digital innovation including AI within the tourism sector. General data protection regulation is a strict data protection law in Europe that explains hotels' need to control customer data securely. AI systems are capable of analysing a comprehensive range of data instantly to offer personalised information. However, hotels need to adjust to these regulations to reduce financial consequences and legal damages. For example, Marriott International has promoted AI-powered systems that adjust to GDPR regulations and it has balanced the requirement for personalization with data protection needs (Kwong, et. al., 2024). 
Economic factors 
A critical economic aspect for hotels is the expense of AI implementation (Bounatirou and Lim, 2020). There are numerous large hotel chains like Marriott and Hilton that can make substantial investments in AI-driven technologies.  They have promoted virtual assistants, chatbots and energy management approaches which in return have offered effective customer satisfaction and efficiency. However, smaller hotels struggle to promote AI technologies based on their high expenses. Regardless of these costs, AI technologies often serve cost savings in the long term by reducing labour expenses, improving operations and developing energy efficiency (Teng, et. al., 2021). This approach has been seen in Mario's AI-powered energy-saving approaches. 
Social factors 
Changing preferences for hospitality services and customer expectations are some social factors within the hospitality industry. These changing factors have forced this sector to promote AI technologies. Tech-savvy customers mainly prefer personalised, endless and efficient experiences which inspire the promotion of AI to satisfy these requirements (Cui and van Esch, 2023). AI chatbots offer 24/7 customer service and fulfil their inquiries immediately. A report by Deloitte has explained that 75% of customers are more likely to stay committed to hotels that serve personalised AI-powered services. However, it is important to maintain a balance between human interaction and technology. AI is helpful in improving operations but some customers prefer the personalised touch of human services, especially in luxury hotel settings (Sain and Bhall, 2022). 
Technological factors 
Within the hospitality sector, AI is at the forefront of technological innovation (Tekic and Füller, 2023). Natural language processing, machine learning and robotics are some technologies which have become integral to hotel operations. For instance, Hilton Worldwide has promoted AI to room allocations, automated check-ins and personalised customer experiences. Based on this integration, with the help of keyless entry systems and mobile applications, it has further obtained convenience for customers. However, the rapid improvement of technological advancement has created challenges for hotels in terms of managing AI systems and keeping up with innovations for some hotels (Kolobkova, et. al., 2021). Such hotels fail to effectively update their system and stay behind competitors. 
Environmental factors 
Within the hospitality industry, the responsibilities of AI in improving sustainability have become visible. Hotels are rapidly promoting AI-driven energy management systems to mitigate environmental effectiveness and improve resource utilisation (Milton, 2024). AI can be used to control and monitor energy consumption in real-time. It can also observe occupancy levels and adjust heating and cooling. A report has described that by implementing AI in energy management systems, companies have witnessed a mitigation of 15% in energy consumption for large hotel chains like Marriott. These sustainability efforts have not only mitigated operational expenses but also adjusted with the developing customer expectations for environment-responsible operations (Xie, et. al., 2022). 
Legal factors 
Within the hospitality industry, the legal environment mainly surrounds AI-based initiatives on labour regulations and the Data Protection Act (Waas, 2022). AI technologies have been promoted in the worldwide market to enhance customer experiences. However, it is important for companies to adjust to data protection regulations like GDPR. Moreover, the impact of AI on the labour market is an ethical and legal consent. Automation within the hospitality industry has led to job displacement, especially in responsibilities which are associated with customer operations and service. Hotels like Radisson have promoted AI and staff training programs. In this way, it has reduced the challenges and ensure employees have effective information to maintain more complicated activities (Ashton, 2021). These hotels have preserved jobs while enhancing the advantages of AI-driven efficiency. 
In summary, AI is rapidly shaping the hospitality sector across several dimensions with environmental, political, social, economic, technological and legal factors motivating its effectiveness and adaptation. AI has obtained operational efficiency, customer services and sustainability. However, there are some challenges for smaller hotels and those who want to maintain adjustments with labour regulations and data protection. 
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Future policy and management options for the chosen theme
There is a necessity for hotels to promote management approaches and policies as AI will continue to change the hospitality and hotel industry. It will be beneficial for improving the advantages of these technologies and effectively identifying possible challenges. 
Future policy directions
· Data protection and privacy regulations: AI systems effectively depend on customer data to personalise services. It is important for hotels to prioritise adjustment to changing data protection regulations like GDPR. Policies can be focused on developing transparent data initiatives, promoting advanced cyber security approaches and securing customer concerns to protect sensitive data. It is also important to invest in staff training to ensure employees have proper knowledge about AI systems and data protection regulations (Franke, et. al., 2024). 
· Sustainability and environmental policies: AI has played a vital part in improving sustainability objectives, especially with the help of waste reduction systems and energy management. Future policies can inspire the usability of AI-powered technologies that can develop operations in real-time and observe resource consumption. Hotels can also develop collaborations with tech companies to meticulously develop AI tools that can significantly contribute to enhancing carbon neutrality (Ruggerio, 2021). 
· Labour and workforce management: The hospitality sector should identify challenges regarding job displacement as AI is rapidly increasing its performance in automating activities. Future management approaches can be focused on promoting AI as well as skilling the human workforce. Upskilling and reskilling programs can be included for employees to transition into customer focus and more complex responsibilities. It is also important that AI must be viewed as a technique to obtain staff efficiency rather than replacing human efforts (Ohunakin, et. al., 2020). 
Future management options
· Human AI collaboration: Hotel management can promote collaboration between human employees and AI to promote effective customer service. AI can be utilised to control repetitive and routine activities while human staff can be focused on personalising services that require emotional intelligence and empathy. Based on this balance, hotels will be able to maintain customer satisfaction, especially in luxury hotel chains (Wang, et. al., 2020). 
· Continuous innovation and training: Hotels can invest in ongoing AI system updates and employee training to stay competitive and at the forefront of the market. Hotels that promote AI technologies will be able to obtain strategic advantages as AI technologies are rapidly changing within the market. Training programs can also be promoted to ensure employees have enough information about working with ethical AI systems (de Larrea, et. al., 2021). 
Overall, the future of AI in obtaining customer services mainly relies on effective management practices and policies that pay attention to sustainability, data protection and workforce integration. By promoting these strategies, they can effectively promote AI technologies in managing ethical standards and ensuring a noticeable balance between human services and technologies. 


[bookmark: _Toc180236264]Conclusion 
This can be concluded that throughout the report the explanation has been made on digital transformation with the help of AI integration that has reshaped the hospitality and hotel industry. These approaches have smoothened business operations and obtained customer experiences. Chatbots, virtual concierge and smart room technologies have played an important part in improving efficiency and service standards. In this report, the PESTLE analysis has been provided to show that the effectiveness of AI in this industry is comprehensive and motivated by factors like regulation, technologies and customer expectations. These advancements have provided opportunities for sustainability and personalisation but there are some challenges like job displacement and data privacy that can be maintained carefully. Future policies have explained sustainability, data protection and workforce upskilling to maintain a balance between human service and AI integration. Hotels that have promoted innovation and ensured ethical AI usability will position themselves as a leader within the market. 
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