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Introduction
WestJet Airlines’ proposed operations at Cardiff Airport represents an important opportunity to enhance passenger experience while improving operational efficiency in a competitive aviation market. As a Canadian low-cost carrier known for its customer service (Globe, 2025), WestJet’s expansion into South Wales requires a strong focus on hospitality and guest service delivery. The travel and tourism sector is witnessing rapid adoption of Artificial Intelligence (AI), which is reshaping service innovation, optimising operational processes, and elevating customer engagement and satisfaction (Rather et al., 2026).
Artificial intelligence refers to computer systems designed to carry out tasks that usually rely on human intelligence, including learning from data, recognising patterns, interpreting language, and making decisions, reflecting Staff (2026) description of AI as technology that enables machines to perform functions once thought to require uniquely human cognitive abilities. Within hospitality, AI applications range from chatbots and virtual assistants to predictive analytics and immersive training tools. For WestJet at Cardiff Airport, AI presents potential opportunities in recruitment, staff training, operational management and customer relationship management (Schwarz, 2024).
This report evaluates whether AI can effectively support hospitality and guest service within this context. Drawing on academic research, industry insights such as the institute of Hospitality’s 2025 white paper, and experience with tools like Systems X (SystemsX, 2023) to explore both the advantages and the limitations of AI. The report ends by offering practical recommendations on how to implement AI in a balanced effective way.
Ai in Recruitment
AI is increasingly being adopted to enhance and streamline recruitment practices across the hospitality and aviation sectors, with nearly half of hospitality organisations “49%” now using AI tools for candidate sourcing, screening, and engagement. Tools such as AI‑driven applicant tracking systems can screen CVs, analyse candidate suitability, and significantly reduce time‑to‑hire (Tatheer Zehra, 2025). For WestJet, this could support large-scale recruitment during the Cardiff Airport launch.
Ai can also help reduce human bias when designed and implemented carefully, as Silbery and Manyika (2019) notes that algorithmic tools can “identify and reduce the effect of human biases” in decision-making. However, the same report warns that algorithmic systems may still reproduce or even amplify bias when trained on skewed or unrepresentative data. Therefore, while AI can enhance efficiency in selection processes Silbery and Manyika emphasises that human oversight remains essential to ensure fairness and accountability (Silberg and Manyika, 2019)
System X illustrates how data-driven HR analytics can enhance recruitment by applying predictive modelling to candidate selection. Drawing on historical records, behavioural data and job fit algorithms, the system identifies applicants who are statistically most likely to succeed in customer-facing roles. Its strength lies in processing large applicant pools and detecting patterns that would be difficult for recruiters to spot through manual screening alone (SystemsX, 2023).
Yet, as with many AI based hiring tools, System X struggles to evaluate complex soft skills such as empathy, emotional intelligence and adaptability, which remain vital in sectors like hospitality and aviation where strong communication, customer service and professional presentation directly shape the guest experience (Futurewingsacademy.com, 2025). As TechClass (2026) notes, while AI handles technical tasks well, human qualities like compassion and intuitive communication are becoming even more essential in an AI‑driven workplace.
AI is effective for initial screening and efficiency but should not replace human judgement in final hiring decisions. Particularly in a service-orientated environment.
AI in Guest Service Training
Training is critical for ensuring consistent, high‑quality service, and this is supported by Virtual College, which states that “training and development have never been more important” in the hospitality industry (www.virtual-college.co.uk, 2025). AI tools such as Bodyswaps provide immersive, scenario-based learning using virtual reality and AI-driven feedback. These platforms allow employees to practise customer interactions, receive instant feedback and develop confidence in a safe environment (Bodyswaps.co, 2019).
From personal use, Bodyswaps was particularly effective in improving communication skills and self-awareness. It simulated real-life scenarios such as handling difficult customers, which is highly relevant for airline staff dealing with delays or complaints. Also aligning with research that highlights how well‑designed training is essential for hospitality success, as noted by Hospitality Business Review (2025), effective training equips staff to deliver exceptional service and adapt to evolving customer expectations. The ability to repeat scenarios and receive personalised feedback supports continuous improvement.
Institute of Hospitality (2025) highlights that AI-based training can enhance engagement and retention compared to traditional methods. However, it cannot fully replicate real human interaction or emotional nuance. Ai is highly effective as a supplementary training tool, particularly for soft skills development, but should also be combined with real-world training and mentoring.

AI in Hospitality Operations
AI can play a major role in improving how airports operate, with the potential to significantly enhance overall efficiency. According to Procter (2025), AI and machine learning are driving “a new era of airport efficiency” by enabling more accurate forecasting, smarter resource allocation, and proactive decision‑making (Procter, 2025).
For WestJet at Cardiff Airport, Ai can be used to support operation improvements such as:
· Passenger flow and queue management: The article highlights that Ai can “predict passenger flow patterns” and help airports “manage queues more effectively”, reducing bottlenecks and improving the passenger experience (Procter, 2025).
· Proactive disruption management: The article explains that Ai can help airports respond more effectively to operational disruptions including “aircraft maintenance issues”, by reallocating resources in time (Procter, 2025).
· Enhanced operational planning: AI supports more efficient use of airport resources by providing “data-driven foresight” and enabling “proactive optimisation” across key operational areas (Procter, 2025).
AI‑driven automation has been shown to lower operational costs and enhance service efficiency, with technologies such as chatbots providing continuous 24/7 customer support that eases staff workload while maintaining service availability (Ivanov and Webster, 2019)
However, over-reliance on AI may negatively impact the guest experience. Smallwood (2021) emphasizes that even in an increasingly digital travel environment, “the human element is still an essential part of the travel experience,” showing that travellers continue to value genuine personal interaction despite stressful or rapidly changing conditions. AI can enhance efficiency and consistency but must be carefully balanced with human interaction to maintain a positive customer experience. 
AI in customer relationship management
AI‑powered CRM systems can analyse customer data to personalise services, predict behaviour, and improve customer satisfaction. WestJet’s AI virtual agent Juliet demonstrates this in practice, as it “automated 87% of customer support tickets” and delivered “immediate, accurate responses” across messaging channels. This contributed to a “24% increase in customer satisfaction” (Tan, n.d.).
For WestJet, AI‑driven CRM capabilities could include:
· Personalised offers based on travel history: Juliet handles high‑volume, repeatable queries, allowing more tailored interactions and freeing human agents for complex cases (Tan, n.d.)
· Real‑time updates and communication: The AI assistant provides “instant responses” to common travel questions, improving speed and consistency (Tan, n.d.).
· Loyalty programme optimisation by analysing customer behaviour and support patterns, AI helps identify ways to strengthen loyalty engagement and overall satisfaction (Tan, n.d.).
AI‑driven personalisation is becoming a major driver of customer loyalty in modern travel, as airlines increasingly use generative AI to understand traveller intent and deliver “more personal, efficient, and engaging” experiences that encourage repeat engagement (Switchfly, 2025).
Systems X highlighted how data analytics can support decision-making and improve customer targeting. However, there are concerns about data privacy and ethical use of customer information (Team, 2026). AI is highly effective in CRM and can significantly enhance customer experience and loyalty, provided data is managed responsibly.
Impact on yield management
Yield management remains essential for airline profitability, relying on pricing and inventory decisions that balance current bookings with future demand. According to Fiig (2026) has evolved over decades but its “core scientific foundation remains unchanged” while new technologies add sophistication. AI strengthens this process by enhancing forecasting, pricing, and analyst decision‑making.
AI improves yield management through:
· Hybrid‑AI forecasting: Thomas Fiig explains that combining classical forecasting with AI models creates “improved forecast accuracy” by allowing AI to learn residual patterns that traditional models miss. This helps airlines better anticipate demand, even in markets with limited historical data (Fiig, 2026).
· Dynamic pricing enhancements: AI supports dynamic pricing by learning contextual factors such as passenger preferences, trip characteristics, and competitor actions. Thomas Fiig notes that AI can provide “a learned correction” to traditional reference prices, enabling more precise and responsive pricing decisions (Fiig, 2026).
· Customer and context‑based insights: AI models incorporate richer data inputs, enabling more granular understanding of customer behaviour and market conditions. This supports more personalized and competitive pricing strategies (Fiig, 2026).
Overall, the article emphasizes that AI will “complement rather than replace RM science,” with hybrid approaches offering the strongest performance.
According to Burton et al (2025), AI‑driven pricing enables more precise and agile pricing decisions, which in turn helps companies accelerate revenue growth. For WestJet at Cardiff Airport, this could be particularly valuable in competing with other UK airports.
However, reliance on AI-driven pricing must be carefully managed to avoid customer dissatisfaction due to perceived unfair pricing. AI significantly enhances yield management capabilities but requires transparency and ethical consideration.
Conclusion and Recommendations
AI should be supported for WestJet’s Cardiff Airport launch, as evidence shows it enhances recruitment efficiency, strengthens training through immersive tools, improves operational forecasting and increases customer satisfaction through AI-driven CRM systems such as Juilet (Zehra, 2025; Bodyswaps.co, 2019; Procter, 2025; Tan, n.d.). AI also enhances yield management accuracy through hybrid forecasting and dynamic pricing (Fiig, 2026). However, research consistently highlights that AI must compliment not replace human interaction, as empathy and personal service remain essential in hospitality (Smallwood, 2021; TechClass, 2026).
WestJet should therefore:
· Adopt hybrid recruitment, combining AI screening with human judgement to ensure fairness and accurate assessment of soft skills.
· Integrate AI-based training with real-world mentoring, using tools like bodyswaps to support but not replace human teaching.
· Use AI to support not replace frontline staff, maintaining the human interaction travellers still value (Smallwood, 2021).
· Apply AI personalisation responsibly, ensuring strong data protection and ethical handing of customer information (Team, 2026). 
· Implement AI-enhanced yield management with transparent and ethically monitored pricing to avoid customer dissatisfaction.
This balanced approach ensures AI strengthens service while maintaining WestJet’s customer focused values.
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