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Topic: Evaluating the Impact of AI and Automation on Service Delivery in Hospitality: A Case Study of Village Hotel Swindon
[bookmark: _Toc190634718][bookmark: _Toc190636134][bookmark: _Toc191843608]Abstract
With the growing adoption of AI technologies in the hospitality sector, the research explores key operational areas where AI can enhance efficiency and service quality. Thus, this research aims to evaluate the impact of AI and Automation on service delivery at Village Hotel Swindon.  Also, the study identifies key operational areas where AI and automation can add value at Village Hotel Swindon. Then, it analyses the impact of AI and Automation on service delivery. Then, it provides practical recommendations for implementing AI tools to complement human interaction.
This study uses a deductive approach to evaluate the impact of AI and automation on service delivery at Village Hotel Swindon with a case study strategy which focuses on one hotel. A quantitative method is applied, collecting data through a survey of 20 employees using purposive sampling. Statistical analysis will assess AI's impact on service quality and efficiency.
The study finds that AI and automation enhance various operational areas like housekeeping, financial operations, front desk management, predictive maintenance, reservation systems and food service. These technologies improve efficiency, streamline processes, and ensure smooth hotel operations by minimizing disruptions and improving accuracy. Also, the findings of the study indicate that the implementation of AI and automation significantly improves service delivery by optimizing processes like check-ins, housekeeping, and billing. Predictive maintenance ensures uninterrupted operations, and AI-driven reservation and food service systems enhance convenience, while AI chatbots and virtual assistants provide quick support, enhancing the overall guest experience. Then, the findings of the study suggest that to complement human interaction, AI tools such as chatbots for fast responses, automated kiosks for check-ins/outs, predictive maintenance systems, and AI-based recommendation systems should be integrated. Voice assistants for room service and robotic housekeeping assistants would further enhance service convenience and operational efficiency.
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[bookmark: _Toc191843609]1 Introduction 
1.1 [bookmark: _Toc191843610]Background of Study
The hospitality industry is increasingly adopting AI and automation technologies to enhance operational efficiency, improve customer service, and streamline business processes. The use of AI in hospitality encompasses areas such as front desk operations, guest interactions, inventory management, and personalised guest experiences (Rawal et al., 2022). The evolution of guest expectations requires hotels to adopt AI and automation systems for securing their competitive advantages. Village Hotel Swindon demonstrates perfect conditions to study AI and automation's influence on hospitality services because it serves as a notable British hotel facility. Hotels leverage self-service check-in kiosks and chatbots and predictive analytics systems with robotic assistants to enhance efficiency and speed up service delivery and minimise human error during guest interactions (Village Hotel Swindon, 2024). The adoption of new technology by Village Hotel Swindon became complicated by problems in uniting automated systems with human operated processes during implementation. Here, the unwillingness of workers to accept AI changes because it might replace their jobs stands as a major problem that results in limited employee commitment toward new technological systems (Naumov, 2019). Also, AI tool deployments need hotels to invest in infrastructure development and employee training which ends up adding substantial cost burdens to their operations. Then, the challenge exists in preserving adequate human service alongside technological implementation since customers demand personal human interactions that AI cannot provide. Moreover, the study examines AI and automation technology benefits alongside their challenges for developing future hospitality service delivery patterns (Mandić et al., 2023). Thus, this research evaluates the utilization and effects of these technologies at Village Hotel Swindon to generate operational improvements that enhance service quality in hospitality establishments.
1.2 [bookmark: _Toc191843611]Overview of the Case Study
Village Hotel Swindon operates as a contemporary facility that serves both business guests and leisure travelers in the Swindon area of United Kingdom (Village Hotel Swindon, 2024). Standard executive rooms accompany the hotel facilities which include fitness center, swimming pool and spa and dining services. The hotel provides suitable facilities for business clients who use its meeting and conference spaces. The hotel has adopted technological features that include self-check-in kiosks together with digital services yet struggles to unite AI and automation and to find equilibrium between modern technology and individualized guest relations and to foster staff commitment to new system implementations (Village Hotel Swindon, 2024). The hotel represents an optimal setting to research how AI affects service delivery operations.
[bookmark: _Toc191843612]1.3 Research Aim and Objectives
[bookmark: _Hlk190637393]This research aims to evaluate the impact of AI and Automation on service delivery at Village Hotel Swindon. The research objectives are as follows:
· [bookmark: _Hlk189938999]Identify key operational areas where AI and automation can add value at Village Hotel Swindon.
· Analyse the impact of AI and Automation on service delivery at Village Hotel Swindon.
· Provide practical recommendations for implementing AI tools to complement human interaction at Village Hotel Swindon.
[bookmark: _Toc191843613]1.4 Research Questions
The research questions are presented as follows:
· What are the key operational areas at Village Hotel Swindon where AI and automation can enhance efficiency and service quality?
· How do AI and automation influence the service delivery and guest experience at Village Hotel Swindon?
· What practical AI tools can be implemented at Village Hotel Swindon to complement human interaction while maintaining high-quality customer service?
[bookmark: _Toc191843614]1.5 Scope and Organization

[bookmark: _Toc190637965]Figure 1: Structure of the Study
The scope and organization of the research consists of six chapters. Chapter 1 introduces the research topic and objectives. Chapter 2 reviews existing literature relevant to the study. Chapter 3 outlines the research methodology. Chapter 4 presents the case study hotel overview and findings. Chapter 5 discusses the results, while Chapter 6 concludes with recommendations and practical strategies for implementation.

[bookmark: _Toc191843615]2 Literature Review 
[bookmark: _Toc191843616]2.1 Key operational areas of AI and automation in hospitality industry
AI and automation have become key drivers in transforming the hospitality industry by improving operational efficiency, enhancing guest experience, and optimizing resource management.  Naumov (2019) states that the hospitality industry enhances guest service operations through AI and automation technology to deliver efficient personalized solutions and automated task completion. AI-powered chatbots together with virtual assistants act as essential platforms that manage guest inquiries handle service bookings and deliver continuous guest support. Virtual assistants operate to handle guest requests through instant service while decreasing the operational need for human labor in standard procedures (Limna, 2023). The support function which chatbots provide enables staff members to attend to complex service requirements while the bots manage standard queries involving hotel amenities together with dining schedules and nearby site information. Guest interactions have undergone a significant transformation through voice-activated services because users can modify room amenities through basic voice requests.  On the other hand, Uniyal and Sharma (2020) argue that the sophisticated nature of emotionally complex and intricate situations remains challenging for AI-powered systems according to their operating efficiency. AI systems demonstrate superior performance for direct questions whereas they lack the ability to show empathy which human staff can achieve. 

Similarly, Rawal et al. (2022) outline that the check-in and check-out operations in hotels are undergoing modifications through automation and artificial intelligence technology. Guests use self-check-in kiosks together with mobile applications to skip traditional front desk lines while automating their process for speed and decreased human mistakes. Through automated check-in systems guests can gain immediate room access with just a few touch commands therefore creating a smooth arrival process (Kumar et al., 2021). The digital key system now functions along with smartphones to allow guests a convenient door-entry method. The digital key system operates as a security measure that enhances guest convenience by replacing physical keys which often get lost or forgotten. Conversely, Avula and Sithole (2024) argue that hotel guests who want personal service and technical novices do not feel comfortable using automated systems. Hotel guests encounter disconnection from the service when automated systems eliminate all human contact at check-in and check-out points.
Mandić et al. (2023) highlight that through industry automation and AI technologies hospitality establishments achieve powerful revenue management capabilities. Artificial intelligence-powered dynamic pricing algorithms automatically change hotel rates at every moment according to changes in demand together with market conditions and competitive pricing. The system allows hotels to set their prices effectively for highest revenue while preserving their competitive advantage (Lukanova and Ilieva, 2019). Automated forecasting with AI predicts upcoming demand patterns to enable hotels in forecasting staffing requirements and price adjustments which optimizes costs and efficiency throughout hotel operations. However, Drexler and Lapré (2019) refute that the practice of automated price changes creates problems for guests because they encounter inconsistent rates. 
Ivanov and Webster (2019) emphasize that AI-powered sensor systems in predictive maintenance systems identify equipment breakdowns (including air conditioners and elevators) which produce service disruptions for guests before they occur. The system proactively notifies maintenance personnel to fix problems before guests experience disruptions thus delivering better satisfaction. The adoption of robotic vacuum cleaners alongside other housekeeping robots enables automatic cleaning of rooms and common areas which results in enhanced efficiency and standardization of service delivery (Jabeen et al., 2022). Asset automation tracks housekeeping inventory levels live so the hotel can prevent stock surpluses or deficits. On the other hand, Limna (2023) contend that the application of predictive maintenance brings high benefits although it demands continuous investments in technological equipment. Such systems experience limitations in predicting all equipment problems particularly when different or advanced issues surface within hotel installations.
Similarly, Jabeen et al. (2022) suggest that both AI systems and automation enable the food and beverage operations to optimize their kitchen workflows while improving guest dining satisfaction. The implementation of AI devices in smart kitchens generates enhanced food preparation operations through regional demand forecasting which reduces waste levels and maintains product quality standards (Ivanov and Webster, 2019). The implementation of order and delivery automation systems and robotized or drone-operated room service lets hotels deliver food faster while avoiding any delivery delays to their guests. The power of AI-based menu personalization enables restaurants to deliver individualized dining experiences for each guest through analysis of their personal dietary choices and order history combined with additional factors. On the contrary, Avula and Sithole (2024) argue that AI along with automated systems in kitchen operations restricts chefs from delivering individualised touches and creative culinary elements to their dishes.
[bookmark: _Toc191843617]2.2 Impact of AI and Automation on service delivery in hospitality industry
Lukanova and Ilieva (2019) propose that hospitality establishments utilize AI together with automation to execute complicated repetitive operations that earlier needed substantial human labor which enables them to provide faster services to their customers. Hotel guests can use self-check-in kiosks along with mobile apps to skip lines at entry points thus cutting down waiting periods and enhancing guest happiness (Mandić et al., 2023). The implementation of AI-powered virtual assistants allows businesses to receive guest inquiries alongside reservation requests and other common requests 24/7 through automated responses without human operators. The automation of basic operational tasks enables hotels to attend more guests quickly since these systemized procedures maintain peak quality standards throughout the process. On the other hand, Bisoi et al. (2020) counter that the quick service comes at a cost because it excludes the personal interaction that customers often want to experience with front desk staff. During the interaction a guest might want to communicate with the front-desk agent through discussing issues but the system creates a disengaging experience. 
Kumar et al. (2021) indicate that service costs decrease through automation because it minimizes labor requirements in specific tasks enabling better value for money in service delivery. AI-based room management systems that perform predictive maintenance merge to extend the lifespan of hotel equipment and reduce repair costs which both lead to uninterrupted hotel operations. Robots used for cleaning operations enable hotels to decrease staffing requirements while upholding clean environments which reduces overall labor expenses. However, Ivanov and Webster (2019) refute that the adoption of AI together with automation systems requires substantial initial financial investment. Sustainable hotel operations require hotels to invest capital on an initial basis for automatic systems that include robotic cleaners together with AI-driven analytics platforms (Rawal et al., 2022). 
Similarly, Limna (2023) asserts that artificial intelligence stands essential for delivering individualized guest experiences in hospitality establishments. AI uses previous guest data to recommend customized amenities, services and dining opportunities that match individual user preferences. Through personalization hotel operators achieve higher guest satisfaction which corresponds to guest loyalty developments (Naumov, 2019). Through historical development analysis the hotel system can provide individualized recommendations for activities and room features to guests which creates an experience of personal understanding and value. Although AI personalization achieves optimal results it remains unable to create the intensive guest service that stems from human host interpersonal dynamics such as responding to guests' unexpressed needs. On the contrary, Mandić et al. (2023) argue that technological systems excel in generating tailored suggestions yet they cannot produce the deep human emotional intelligence which builds through personal human interactions. 
Avula and Sithole (2024) discuss that through automation hotel services are delivered precisely as designed and without many mistakes. The dynamic pricing algorithm uses artificial intelligence to automatically adjust room rates according to market demand which eliminates the need for manual intervention for maintaining revenue stability. The implementation of robotic room services together with automated food delivery platforms provides fast and exact food and beverage delivery with fewer errors (Uniyal and Sharma, 2020). Such binding reliability develops trust between hotel guests because they receive identical excellent service each time they book. On the other hand, Rawal et al. (2022) disagrees that AI delivers consistent results however this trait may diminish the adaptable behaviour which certain visitors expect. 
Similarly, Bisoi et al. (2020) point out that AI alongside automation provides efficiency gains but this technology threatens the classic hospitality setup which highly values direct human contact. Some hotel visitors value real-time communication with humans at staff but the growing automation of reception and food delivery services makes them feel more distant from human interaction (Drexler and Lapré, 2019). Luxury and boutique hotels require personalized high-touch services since their guests normally expect personalized greetings and bespoke recommendations from their staff. On the contrary, Naumov (2019) contends that numerous guests prioritise human hotel staff interactions primarily in high-class boutique hotels that deliver individualised services. 









[bookmark: _Toc191843618]3 Research Methodology
This chapter outlines the methodology used to evaluate the impact of AI and automation on service delivery at Village Hotel Swindon, detailing the research approach, strategy, methods, data collection, analysis, and ethical considerations.
[bookmark: _Toc191843619]3.1 Research Approach
The research adopts a deductive approach and attempts to hypothesis their theories and evaluate how AI and automation would affect service delivery related to Village Hotel Swindon (Collis and Hussey, 2014). Also, this approach is based on previous studies which demonstrates how the application of these tools and automation may impact the quality of the service as it increases the efficiency of operations, eliminating human error, and providing individualized experiences for guests. The deductive approach tests these hypotheses against data collected from the case study (Robson, 2016). Thus, the deductive approach might limit you from discovering new insights if the hypotheses are too rigid.
[bookmark: _Toc191843620]3.2 Case Study Strategy
This study uses a Case Study Strategy to understand the role that AI and automation can play in improving service delivery at Village Hotel Swindon. A case study approach is useful because it enables in-depth analysis of practical applications in a specific context within which researchers can examine complex problems in detail (Robson, 2016). With its focus on Village Hotel Swindon, the research can evaluate the impact of AI and automation on operational efficiency, customer satisfaction, and overall service delivery. This approach allows for the collection of both qualitative and quantitative data, providing a well-rounded view of AI's impact on hospitality services (Cottrell, 2014). The case studies have their disadvantages as well. The research is limited to one hotel; therefore, the results may not be generalized to other hotels or hospitality companies. Another limitation is that case studies can be very time-consuming, involving considerable data gathering and analysis. If a study depends too much on subjective opinions of employees or guests, it’s also possible for bias to influence it (Cottrell, 2014). Although there are limitations to the case study, it is still a suitable research strategy that helps in understanding the role of AI in improving the service quality at Village Hotel Swindon and offers definite recommendations that are specifically focusing on that (Greetham, 2014).
[bookmark: _Toc191843621]3.3 Research Method
The presented study applies a quantitative research design appropriate to quantify AI and automation impact on service delivery (Greetham, 2014). The study seeks to Discover trends and relationships between operational performance of the hotel, in relation to the use of AI tools, through data collection and quantification. Quantitative data provides an objective toolkit to assess service quality, response times, and guest satisfaction, with statistical analysis that explains how well each AI and automation tool works, detailing the increased efficiency in service delivery (Robson, 2016). A quantitative approach risks missing the qualitative, more human experiences of employees and guests and their responses to automation and AI.
[bookmark: _Toc191843622]3.4 Data Collection, Sample Size and Sampling Technique
The collection of primary data will take place using a survey questionnaire measuring 20 employees at Village Hotel Swindon. Purposive sampling will be used to select participants who are directly involved with the use of AI and automation systems within the hotel (Saunders et al., 2012). This sampling method ensures that the data gathered is relevant to the research objectives and focuses on individuals who possess firsthand knowledge of the impact of these technologies. The disadvantage of purposive sampling is that it may introduce selection bias, as the researcher may inadvertently exclude employees who are not directly involved with AI systems but may still offer valuable insights (Cottrell, 2014).
[bookmark: _Toc191843623]3.5 Data Analysis
Statistical techniques will be utilized to analyze the data (Veal, 2006). Data will be summarized using descriptive statistics (mean scores, frequency distributions), and inferential tests (correlation and regression analysis) will examine the relationships between AI implementation (which services the technology is being deployed to enhance) and service delivery outcomes It will analyze the effectiveness of AI tools and automation to improve operational efficiency and guest satisfaction (Saunders et al., 2012). Anova will be used in the parts of regression analysis. Such analysis is often numbers based and open to the misperception of ignoring complex relations (but that is what statistics are meant to overcome).
[bookmark: _Toc191843624]3.6 Ethical Considerations
The study will adhere to the ethical guidelines. All participants will give informed consent, which means they understand the purpose of the study and their ability to withdraw at any time without penalty (Saunders et al., 2012). All responses will be anonymized to ensure confidentiality, and data will be stored securely to protect participants' privacy. Reporting will conform to ethical standards, as the data will be used exclusively for the purposes of academia and academic research (Greetham, 2014).




[bookmark: _Toc191843625]4 Case Study Hotel Overview and Findings
[bookmark: _Toc191843626]4.1 Case Study Hotel Overview
Village Hotel Swindon is located on Shaw Ridge Leisure Park which is approximately 3 miles from Swindon town centre (Village Hotel Swindon, 2024). The hotel offers 154 modern rooms where each is equipped with a Sealy bed, flat-screen digital TV, and access to Sky TV and Sky Sports channels. Also, guests can enjoy complimentary Wi-Fi throughout the property (Village Hotel Swindon, 2024). Then, the on-site health and fitness club features a swimming pool, sauna, and steam room with access available for an additional fee. Also, dining options include the Village Pub and Grill and thus, serving a variety of dishes, and an on-site Starbucks Coffee Shop (Village Hotel Swindon, 2024). Moreover, the hotel is conveniently situated within walking distance of attractions such as a bowling alley, multi-screen cinema, ice skating rink and the Great Western Designer Outlet Village. Also, the property provides on-site parking and is easily accessible from the M4 motorway that offers direct routes to Bristol, Bath, and Reading.
[bookmark: _Toc191843627]4.1.1 SWOT Analysis of Village Hotel Swindon
Strengths: The modern hospitality facilities at Village Hotel Swindon include contemporary lodging options combined with a fitness outfit and dining services along with flexible meeting spaces. Village Hotel Swindon features 154 contemporary rooms and nine flexible meeting spaces totaling 759 square meters, accommodating up to 410 attendees (Village Hotel Swindon, 2024).  As part of the Village Hotels chain, it ensures consistent service quality, contributing to customer loyalty. Visitors of all types appreciate this hotel because its accessible position puts them near regional attractions and business centers. Its membership in the widely recognized Village Hotel chain promotes both trusted brand name and constant service excellence, which solidifies its appeal to dedicated customers.
Weaknesses: The hotel appears expensive for local residents to afford during times of low business. The hotel welcomes business travelers together with leisure customers but its strong business orientation might create resistance from non-business tourists. Despite its powerful brand presence, the hotel confronts obstacles to reach local consumers because understanding of its offerings may be limited among local people. The hotel’s pricing can be prohibitive for local residents, especially during off-peak times when occupancy rates may drop below 60%. Its strong focus on business clientele may deter up to 30% of potential leisure tourists who prefer a more relaxed atmosphere.
Opportunities: New spa services should be added to hotel services for drawing more visitors. Then, the hotel can make service efficiency better through the use of AI and automation methods (Village Hotel Swindon, 2024). Also, local tourism services partnerships could help attract leisure visitors to the hotel property. Introducing spa services could increase visitor numbers by up to 25% as wellness tourism grows. Implementing AI and automation could enhance service efficiency, potentially reducing operational costs by 15% (Office for National Statistics, 2025).
Threats: Also, this business fights aggressive competition with traditional hotels and maintains a rising threat from Airbnb offerings. Moreover, the hotel's occupancy decreases when economic downturns occur together with remote work trends which decrease corporate travel (Village Hotel Swindon, 2024). The hotel faces competition from over 20 Airbnb listings in the local area, which can offer lower rates. Economic downturns could decrease occupancy rates by up to 20%, especially during periods of high remote work trends.
[bookmark: _Toc191843628]4.1.2 PEST Analysis of Village Hotel Swindon
Political: Village Hotel Swindon remains subject to multiple government regulations regarding health and safety as well as labor rules that affect how it operates (Kerr and Wood, 2024). Thus, the influx of international guests at Village Hotel Swindon gets affected directly by new visa regulations and travel-based policies adopted at the local or national levels which increased by 10% in 2023. Also, public support programs directed at tourism development create growth potential for businesses (Office for National Statistics, 2025). The hotel must comply with over 15 government regulations regarding health, safety, and labor, impacting operational practices. 
Economic: Then, the state of the economy directly affects the total number of hotel reservations booked (Asmoro, 2021). When the economy expands the demand for business conferences together with leisure travel increases thus bringing positive results to the hotel operations. Moreover, the decrease of disposable income and business spending in poor economic conditions leads to decreased hotel occupancy rates (Kerr and Wood, 2024).  The UK hotel industry market size reached £20 billion in 2023 which reflects a 4% growth from the previous year.  Economic downturns can lead to a 15% decrease in hotel occupancy rates which affect business travelers (Office for National Statistics, 2025).
Social: Increased social awareness about wellness presents Village Hotel Swindon with chances to extend its health-focused services including fitness programs and spa facilities. Remote work combined with flexible working models leads to decreased business travel which results in diminished occupancy rates at hotels (Asmoro, 2021). The wellness trend has led to a 12% increase in demand for health-focused services in hotels. Also, remote work has contributed to a 25% decline in business travel occupancy rates in the last two years (Office for National Statistics, 2025).
Technological: The growth of technology presents both opportunities to enhance business operations through automation and AI and better service delivery possibilities. The hotel needs to undergo a transition to digital services along with mobile check-ins and contactless payment methods because these elements are becoming more important to customers (Kerr and Wood, 2024). The adoption of digital services, such as mobile check-ins, can improve customer satisfaction scores by 20%. Utilizing AI in operations could increase efficiency by 30%, streamlining service delivery and reducing waiting times (Office for National Statistics, 2025).
[bookmark: _Toc191843629]4.1.3 Competitor Analysis of Village Hotel Swindon
Multiple hotels operate in the same area where Village Hotel Swindon sets its business. The price range at Marriott Swindon falls between £90-£150 per night and includes high-end services that offer an elegant hospitality experience. Travelers seeking reduced rates will find Holiday Inn Swindon offers rooms starting at £70 while extending to £120 per night (Village Hotel Swindon, 2024). The Crown Hotel provides personalized lodging experiences beginning at £65-£110 per night although it does not match the contemporary features of the Village Hotel. Premier Inn presents the best value for money among the hotels because it starts at £45-£80 per night yet provides standard lodging options. The night pricing range at Village Hotel starts at £90 and reaches up to £150 which places their rates between their competitors' offerings for modern facilities at mid-range prices.
[bookmark: _Toc191843630]4.2 Findings
[bookmark: _Toc191843631]4.2.1 Demographic Statistics
Age of the Respondents:

[bookmark: _Toc190637966]Figure 2: Age of the Respondents
A majority of 40% participants fall within the 31-40 age segment with 25% in the 21-30 range following closely behind. According to the findings, 41–50-year-olds make up 20% of the participants and individuals above 51 form 15% of the total respondents. Middle-aged participants constituted the largest subset of responders in this study.
Gender of the Respondents:

[bookmark: _Toc190637967]Figure 3: Gender of the Respondents
Results establish male respondents to represent 56% of the participants followed by female respondents who make up 40% of the sample. 4% of participants chose to withhold their gender information during the survey. This data indicates that males outnumber females with their participation while females remain strongly present throughout the survey pool.
[bookmark: _Toc191843632][bookmark: _Hlk190561324]4.2.2 Key operational areas of AI and automation adding value at Village Hotel Swindon
	Relative importance of operational areas at Village Hotel Swindon benefiting from AI and automation

	Mean
	Standard Error
	Median
	Mode

	Front Desk Operations (Check-in/check-out)
	4.3
	0.151859226
	5
	5

	Reservation Management
	4.2
	0.12453997
	4
	4

	Housekeeping
	4.66
	0.067672682
	5
	5

	Customer Service (chatbots, virtual assistants)
	3.94
	0.212679696
	5
	5

	Food and Beverage Orders
	4.16
	0.165023189
	5
	5

	Billing and Payments
	4.42
	0.131211
	5
	5

	Employee Scheduling
	4.06
	0.192534121
	5
	5

	Inventory Management
	4.06
	0.174753471
	4
	5

	Maintenance and Repairs
	4.26
	0.158590732
	5
	5

	Guest Experience (personalization)
	3.86
	0.189542952
	4
	5


[bookmark: _Toc190637968]Table 1: Relative importance of operational areas at Village Hotel Swindon benefiting from AI and automation
This evaluation identifies the vital operational sections at Village Hotel Swindon which benefit from AI along with automation systems. Multiple statistical measures including mean, standard error, median and mode evaluate the significance levels of these areas. The study participants extensively agreed that AI effectively improves housekeeping operations because the area received a mean score of 4.66 and low standard error of 0.06767 and median and mode of 5. The financial transaction automation at Village Hotel Swindon received favorable reception based on a response average of 4.42 with standard error 0.1312 and mode 5. Guest arrival and departure practices at the front desk scored strongly at 4.3 with 5 as the most common rating which indicates AI contributes to operational excellence. The research demonstrates that maintenance and repairs performance scored 4.26 indicating that predictive maintenance capabilities of AI help buildings maintain fewer disruptions that allow better operational flow.
Data indicates that reservation management together with food and beverage orders maintained similar significance levels because their average responses were 4.2 and 4.16 respectively. AI demonstrates its greatest value in food and beverage order processing by achieving a mode value of 5. Customer service as a whole including chatbots and virtual assistants received a moderate satisfaction rating of 3.94 according to the mean results but the mode of 5 demonstrates that certain users strongly agree with the benefits of AI in service interactions with customers. Information technology has proven effective for workforce distribution optimization and stock regulation through its average score of 4.06. The scoring for guest experiences personalization stood at 3.86, indicating that AI's ability to personalize the guest experience is still in development despite some respondents showing positive results. The mode value of 5 indicates that certain hotel guests had positive experiences with AI-based personalization services.
[bookmark: _Toc191843633]4.2.3 Impact of AI and Automation on service delivery at Village Hotel Swindon
4.2.3.1 Correlation between AI, and Automation and service delivery

	
	AI and Automation
	Service delivery

	AI and Automation
	1
	

	Service delivery
	0.93723151
	1


[bookmark: _Toc190637969]Table 2: Correlation between AI, and Automation and service delivery
Research findings indicate that AI and automation show a powerful positive link to service delivery performance at Village Hotel Swindon through their correlation coefficient of 0.9372. Service delivery at Village Hotel Swindon shows distinct improvement when AI and automation systems are enhanced which suggests automated solutions boost both operational effectiveness and customer satisfaction and efficiency.
4.2.3.1 Regression of AI, and Automation and service delivery
	SUMMARY OUTPUT
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Regression Statistics
	
	
	
	
	
	
	

	Multiple R
	0.93723151
	
	
	
	
	
	
	

	R Square
	0.878402904
	
	
	
	
	
	
	

	Adjusted R Square
	0.87164751
	
	
	
	
	
	
	

	Standard Error
	0.395885269
	
	
	
	
	
	
	

	Observations
	20
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	ANOVA
	
	
	
	
	
	
	
	

	 
	df
	SS
	MS
	F
	Significance F
	
	
	

	Regression
	1
	20.37894737
	20.37895
	130.0299
	1.14E-09
	
	
	

	Residual
	18
	2.821052632
	0.156725
	
	
	
	
	

	Total
	19
	23.2
	 
	 
	 
	
	
	

	
	
	
	
	
	
	
	
	

	 
	Coefficients
	Standard Error
	t Stat
	P-value
	Lower 95%
	Upper 95%
	Lower 95.0%
	Upper 95.0%

	Intercept
	0.263157895
	0.356412479
	0.738352
	0.469819
	-0.48564
	1.011953
	-0.48564
	1.011953

	AI and Automation
	0.926315789
	0.081233943
	11.40306
	1.14E-09
	0.75565
	1.096982
	0.75565
	1.096982


A strong relationship exists between AI and automation usage as well as the quality-of-service delivery at Village Hotel Swindon according to regression analysis. The analysis shows a strong positive relationship between service delivery and AI and automation since the Multiple R value reaches 0.9372 while the R Square value indicates that 87.84% of service delivery variations stem from these factors. The essential role of automation emerges from its ability to enhance services quality delivery. The model maintains its robust nature through the Adjusted R Square value of 0.8716 which reveals that AI and automation manage to explain a big part of service delivery variations. The model displays high accuracy due to its standard error of 0.3959 which represents small deviations in predicted values. The F-statistic from ANOVA amounts to 130.03 while its Significance F reaches an extremely low value of 1.14E-09. Statistical significance of the model proves that AI together with automation has an actual effect on service delivery which does not occur by chance. The predictive relationship equates to 0.9263 between AI advancements and automation alongside service delivery quality. This implies a 0.93 unit increase in service delivery from each AI and automation unit. The extremely low P-value of 1.14E-09 reveals that AI and automation both yield important statistical effects on service delivery. The regression equation based on the analysis is:
Service Delivery = 0.2632 + 0.9263(AI and Automation)
This equation indicates that even without AI and automation, service delivery starts at 0.2632. For every one-unit increase in AI and automation, service delivery improves by 0.9263 units, highlighting AI’s significant role in enhancing operational efficiency and guest satisfaction.

[bookmark: _Toc191843634]4.2.4 Recommendations for implementing AI tools to complement human interaction at Village Hotel Swindon
4.2.4.1 Relative importance of AI tools further improving service delivery at Village Hotel Swindon
	Relative importance of AI tools further improving service delivery at Village Hotel Swindon
	Mean
	Standard Error
	Median
	Mode

	AI-powered chatbots for guest inquiries
	4
	0.280975743
	4.5
	5

	AI-based recommendation systems for personalised guest services
	4.5
	0.170139262
	5
	5

	Automated check-in and check-out kiosks
	4.55
	0.153468666
	5
	5

	Predictive maintenance systems for hotel facilities
	4.65
	0.15
	5
	5

	AI tools for analysing customer feedback and reviews
	4.1
	0.260566185
	4
	5

	Voice assistants for room services
	4.2
	0.257518523
	5
	5

	Robotic assistants for housekeeping
	4.3
	0.20647416
	4.5
	5


[bookmark: _Toc190637970]Table 3: Relative importance of AI tools further improving service delivery at Village Hotel Swindon
The evaluation of AI tools at Village Hotel Swindon establishes different levels of importance for improving service delivery. The assessment of predictive maintenance systems proved to be most vital according to respondents who awarded them an average score of 4.65 and a statistical median of 5 and mode of 5. The survey respondents displayed strong consensus about predictive maintenance systems because their standard error measurement of 0.15 was the lowest. The scores indicating the importance of automated check-in and check-out kiosks averaged 4.55 while their median and mode was 5. Guest arrival and departure process efficiency received uniform assessment through a standard error of 0.1534. AI-based recommendation systems for personal guest services displayed high ranking metrics that demonstrate how they elevate guest experiences according to the survey participants. The systems achieved a mean score of 4.5 and both a median score and mode score of 5. The scores indicated robotic housekeeping assistants received 4.3 points and voice room service assistants achieved 4.2 points. Opinion variation about these two AI tools became evident through standardized error calculations of 0.2065 for the first tool then 0.2575 for the second tool. The analysis of customer feedback employing AI tools received an average score of 4.1 whereas AI-driven chatbots for guest queries received an average score of 4.0. Despite being useful guests assigned slightly lower scores because they would rather interact with human staff. All participants showed robust backing of AI technologies through high mode selections primarily set to 5 in preference surveys.
4.2.4.2 Relative importance of AI tools further improving service delivery at Village Hotel Swindon
	Relative importance of AI tools further improving service delivery at Village Hotel Swindon
	Mean
	Standard Error
	Median
	Mode

	Basic AI and automation software training
	4.35
	0.243602351
	5
	5

	Advanced technical training for handling AI systems
	4.15
	0.264326353
	5
	5

	Training on human-AI collaboration strategies
	4.3
	0.241704474
	5
	5

	Regular updates and workshops on new tools
	4.65
	0.208692673
	5
	5


[bookmark: _Toc190637971]Table 4: Relative importance of AI tools further improving service delivery at Village Hotel Swindon
The study at Village Hotel Swindon demonstrates that employees need proper training to successfully utilise AI tools. The data shows that ongoing training about new tools achieved the most agreement among respondents because it had an average score of 4.65 and a median value of 5 and a mode score of 5. The 0.2087 standard error value signifies that most individuals believe ongoing staff training remains vital when managing the progression of AI technologies. AI training at the basic level and automation software received scores of 4.35 from staff averaged across all participants alongside a median score of 5, and a mode score also at 5. The standard error of 0.2436 shows that respondents agreed uniformly regarding the necessity of staff adapting to new AI knowledge. Staff members agreed on the need to combine AI optimization with human participation because training on human-AI collaboration strategies yielded a mean of 4.3, a median of 5, and a mode of 5 along with a standard error of 0.2417. Staff require intermediate-level AI system handling training according to a mean rating of 4.15 although the central values maintain their position at 5. Some employees may not require detailed AI technical expertise as indicated by the standard error value of 0.2643 despite the 0.2643 standard error showing some variation in responses. The importance of AI education for improving service delivery at Village Hotel Swindon stands strong due to the high scores and low standard errors throughout all training domains.










[bookmark: _Toc191843635]5. Discussion
[bookmark: _Toc191843636]5.1 Key operational areas of AI and automation adding value at Village Hotel Swindon
AI and automation have demonstrated significant positive effects on operational areas at Village Hotel Swindon. Housekeeping operations stood out the most because artificial intelligence enabled efficiency improvements as well as service uniformity. Automation systems achieved an acceptable reception in financial business transactions because they reduced mistakes while accelerating monetary processes. AI-driven front desk systems delivered efficient check-in and check-out capabilities that provided seamless guest services to both front desk workers and their patrons. The operational efficiency of maintenance facilities receives additional support from predictive systems that solve equipment problems before they occur thus preventing operational interruptions. The provision of automated reservation systems alongside the management of food and beverage orders supported efficient workflow processes and faster order delivery. The evaluation of customer service communications that incorporated chatbots and virtual assistants yielded contradictory results since some hotel visitors praised them highly yet others gave them lower marks. AI demonstrates its capability to maximize both employee scheduling operations and inventory management through optimization of resource allocation. The application of AI to personalize guest interactions showed positive signs according to several interview participants who accepted the customized service offerings. 

The study conducted at Village Hotel Swindon aligns with the existing literature. Research by Naumov (2019) and Rawal et al. (2022) confirms that AI automation leads to beneficial changes in front desk activities especially through checking in and checking out with self-service kiosks and mobile apps that improve guest accessibility. Automated billing systems are the key research area of this study because literature shows how AI advances revenue management when used to optimize pricing jobs and improve operational operations (Mandić et al., 2023; Lukanova and Ilieva, 2019). The hotel successfully implements predictive maintenance systems that match the AI-driven equipment monitoring system described by Ivanov and Webster (2019) to prevent hardware breakdowns which leads to higher guest satisfaction and reduced operational disruptions. Research shows AI continues to improve the operational efficiency of housekeeping since participants in the study gave this area high evaluation ratings. Similar to the work of Jabeen et al. (2022), the research conducted at Village Hotel Swindon shows how AI effectively enhances housekeeping operational effectiveness. The AI integration within food and beverage operations shows compatibility with Jabeen et al. (2022) and Ivanov and Webster (2019) since it optimizes kitchen workflows through order processing and customizes dining experiences. Study data about customer service performance with chatbots and virtual assistants matches scholarly recognition that AI lacks human staff capabilities for complex emotional understanding and empathetic support (Uniyal and Sharma, 2020). 

The findings from the study on AI and automation at Village Hotel Swindon present contrasting perspectives to several points in the literature. The research observation about AI-based guest management services varies from published literature which focused on chatbots and virtual assistants' high efficiency (Naumov, 2019; Limna, 2023) because guest satisfaction scores indicated average levels for customer service. Uniyal and Sharma (2020) demonstrate that AI lacks human empathy while handling complex or emotional situations like some guests experience according to the research findings cited by the study. The study confirms research findings about automation since it demonstrates how technology speeds up operations while decreasing human mistakes in check-in and check-out procedures (Rawal et al., 2022). The research by Avula and Sithole (2024) warns about the potential customer alienation caused by automation yet the study indicates positive reception of automation in service-related areas. The research data demonstrates robust support for computer systems to optimize housekeeping operations and maintenance processes similar to Ivanov and Webster's (2019) analysis of predictive maintenance and robotic system applications. The published research identifies insufficient capabilities in predicting intricate equipment breakdowns while the study data shows widespread approval for AI applications in these categories (Limna, 2023). The study points to AI advantages in food and beverage operations for order processing and personalization but Avula and Sithole (2024) present contrary evidence that AI automation limits chef creativity according to the research findings people generally approved of automatic procedures in this field.
[bookmark: _Toc191843637]5.2 Impact of AI and Automation on service delivery at Village Hotel Swindon
Results from the research establish strong favorable data links between Artificial Intelligence and automation systems and the service delivery performance at Village Hotel Swindon. The implementation of advanced AI systems with automation results in sustained better service delivery indicating these technological advancements strongly improve both operational speed and customer contentment. The relationship between AI and automation systems and service delivery quality stands validated by regression analysis because these technologies explain major variations in operational excellence. The use of AI and automation elements demonstrates a clear positive relationship with service quality because service delivery enhances significantly with each AI and automation implementation. The accuracy of the model is high because it confirms the dependable nature of the research findings through its minimal errors in predicted results. The model proves statistically significant which demonstrates that the detected relationship between variables does not occur randomly. The powerful association between AI and automation proves these technologies become vital for enhancing hotel operational systems and creating better guest interactions. The research shows that service quality together with efficiency and customer satisfaction improves when hotels integrate AI and automation into their operations which evidences these technological advancements create tangible and quantifiable effects on service delivery results.

Research conducted at Village Hotel Swindon aligns literature in the industry which demonstrates how technology remains essential for service quality improvements. The research discovers a positive relationship between Artificial Intelligence capability and automated systems and the service delivery process which produces operational efficiency that improves customer satisfaction levels (Lukanova & Ilieva, 2019). Research and scientific literature agree that hotels utilize automation to deliver faster services and shorter waiting times which leads to enhanced guest experiences through mechanisms such as interactive kiosks and automated assistant robots and room scheduling technology (Mandić et al., 2023). The operational cost advantages of automation stand out through both research discoveries and academic documentation. The research (Kumar et al., 2021) demonstrates that combining AI with automation leads to better service quality while creating operational cost reduction which verifies literature findings about AI-based systems that save costs while boosting productivity. The study demonstrates that automated service delivery can be enhanced by robotics cleaning robots along with predictive maintenance systems because they eliminate recurrent manual labor (Bisoi et al., 2020). These research perspectives show that AI-based systems have positive outcomes and negative aspects at the same time. The research confirms that AI and automated enhancements deliver precise quality improvements yet they cannot replace the essential human contact which certain guests need (Bisoi et al., 2020; Naumov, 2019). Gauging from recent research by Bisoi et al. (2020), Naumov (2019) and numerous other studies hotel guests expect personal high-touch service but human interaction shortages may result in a loss of their hospitality experience. 

On the other hand, the research findings from Village Hotel Swindon and the literature on AI and automation in hospitality present contrasting perspectives on the role of technology in service delivery. The data demonstrates an established positive relationship between AI, automation technologies alongside service delivery because they enhance operational effectiveness and guest satisfaction rates simultaneously. Numerous studies demonstrate that AI enhances operational efficiency to achieve better service quality outcomes. This supports literature findings that show how artificial intelligence decreases service delays while increasing operational speed through self-service systems (Mandić et al., 2023). The published research points toward the possibility that automation causes people to forfeit human interactions. The reported operational advantages of automation from this study create an opposite view compared to Bisoi et al. (2020) and Kumar et al. (2021) because these scholars highlight how AI-based services can diminish the personal human experiences which guests often seek especially in luxury and boutique properties. AI systems implementing human service interactions directly harm guest relationships through essential checkpoints starting at the front desk according to Naumov (2019). Many believe that AI creates personalized encounters, yet it cannot replicate the emotional capabilities which individual staff members bring to the service (Mandić et al., 2023). The research findings demonstrate how AI technology together with automation leads to cost optimization since regression analysis reveals their direct relationship with better quality services. The cost needed to implement AI and automation systems during the initial stage can be expensive according to the literature thus presenting limitations to certain hotel establishments (Ivanov & Webster, 2019). Initial financial outlays for AI implementation create complex sustainability challenges due to the offsetting effects of saved operational costs although various researchers have diverse opinions on budget impacts (Rawal et al., 2022
[bookmark: _Toc191843638]5.3 Recommendations for implementing AI tools to complement human interaction at Village Hotel Swindon
The Village Hotel Swindon AI tool implementation study indicates different levels of importance regarding various AI-driven service improvement solutions. Predictive maintenance systems received the most significant ranking of all evaluated technologies because participants strongly recognized their significance for maintaining hotel operational efficiency. The research data showed strong backing for automated check-in and check-out kiosks because they accelerate guest arrival and departure procedures. Recommendation systems powered by AI received high scores from users because they successfully enhance customization of guest interactions which improves guest satisfaction ratings. The survey participants generally supported robotic housekeeping helpers as well as voice-controlled room service assistants but showed some differences in their acceptance of these technology-based services. The preference for AI-driven chatbots and customer feedback analysis tools was slightly lower than other innovations because hotel guests show a preference for human-based customer service. The general perception about implementing AI showed positive trends because hotel guests agreed wholeheartedly with technological advancements in service delivery. The research demonstration proved that staff need appropriate training to succeed with AI implementations. The workforce deemed continuous training about new AI technology tools to be the essential readiness component since they wanted to maintain their knowledge of technological innovations. Workers who complete programmed sessions about AI fundamentals and automation systems acquire necessary understanding for operating these systems. The need for training strategies that promote human-AI partnerships has emerged since trained staff achieve natural integration of AI workflows with their work assignments. Other curriculums received higher priority for training compared to those extending past technical basics. Hotel staff engaging in continuous training under human supervision enables the maximum development of AI services during hotel hospitality operations.






[bookmark: _Toc191843639]6 Conclusion and Recommendations
[bookmark: _Toc191843640]6.1 Conclusion
The service quality and operational efficiency at Village Hotel Swindon benefit from AI and automation innovations that operate throughout distinct hotel departments. Automation systems allow housekeeping operations to benefit substantially thus enabling quick and efficient room upkeep. The automated financial processes handled by AI systems execute all billing and payment operations at increased speed with superior accuracy levels. The front desk system functions at maximum performance to build positive guest travel experiences throughout the entire check-in to check-out period. AI delivers reservation assistance and food and beverage order management through its system to increase operational effectiveness in food service. The hotel operation exploits AI-powered tools to provide better customer service and scheduling support and inventory management as well as customized guest experiences.
Artificial Intelligence and automation systems achieve optimal hotel services at Village Hotel Swindon by boosting operational effectiveness and generating contented clients. The hotel benefits from automatic processes that handle billing duties and accelerate check-ins and housekeeping tasks to optimize service operations. Predictive maintenance systems with AI functionalities deliver interrupted operations by reducing operational disturbances. Through automation and food management systems governance and individual guest care features workers enhance guest convenience for better service delivery. The implementation of AI-powered chatbots coupled with virtual assistants provides customers with immediate support that makes their experience better. The deployment of AI systems by organizations produces superior service quality because automated technology creates a direct relationship between better guest satisfaction results and operational superiority.
Several AI tools should implement at Village Hotel Swindon to ensure high-quality human interaction alongside exceptional customer support quality. Village Hotel Swindon relies on AI chatbots to answer guest inquiries quickly thus enabling staff members to focus on personalized interaction. Guest check-ins along with check-outs through automation-based kiosks speed up arrival and departure processes leading to reduced waiting times. The installation of AI-based recommendation platforms allows hotels to deliver personalized service experiences to their guests. Hotel operational processes stay protected by predictive maintenance systems that can identify future problems prior to their occurrence. The implementation of room service voice assistants and robotic housekeeping assistants creates improved service accessibility together with operational excellence. The analysis of guest feedback through AI tools converts gathered information into enhanced hotel service quality improvements.
[bookmark: _Toc191843641]6.2 Recommendations
The recommendations for Village Hotel Swindon are as follows:
Enhancing Predictive Maintenance for Improved Facility Management: Hotel assets implement predictive maintenance systems to enhance facility operations because these systems reduce operational interruptions and extend operational lifetime. Artificial intelligence enables Village Hotel Swindon to run equipment monitoring systems that identify failure patterns in order to execute routine maintenance ahead of operational breakdowns and reduce crucial energy usage through HVAC management and elevator and plumbing controls. The systems achieve a smooth guest experience by preventing service interruptions automatically while enhancing operation quality at the same time.
Streamlining Check-in and Check-out Processes with Automation: Village Hotel Swindon utilizes automation to optimize check-in and check-out procedures by implementing self-service kiosks that reduce guest queue times and eliminate staff dependency in all procedures. Through the implementation of self-service kiosks with AI technology Village Hotel Swindon can control its guest traffic without interruptions particularly in peak hours. Each system must have straightforward interfaces which offer support through several languages thus serving visitors of various backgrounds. Both facial recognition technologies and mobile digital keys enable improved security and personalized customer experiences in the hotel reception process. 
Implementing AI-Based Recommendation Systems for Personalized Services: Tourism operators need to use AI-Based Recommendation Systems for Personalised Services to provide customised interactions with guests because they improve happiness and loyalty of customers. AI-based recommendation systems utilize guest preference data and booking records and previous feedback to produce personalized suggestions for dining options combined with entertainment choices and perfect room selection options. Village Hotel Swindon should use these systems to deliver customized promotional offers and spa treatments and recreational recommendations. AI-based personalization enables hotels to use smart room technology whereby climate control and customized light settings adapt to guest preferences to improve their comfort along with convenience. 
Expanding the Use of AI-Powered Chatbots and Virtual Assistants: Village Hotel Swindon can improve customer service with AI-powered chatbots and voice assistants which instantly serve guests through their inquiries about rooms and their requests for services and confirmations of bookings. Village Hotel Swindon should deploy AI chatbots throughout its website platform and mobile application interface and in-room computer systems for delivering continuous guest support services. The programmed communication system handles common inquiries by offering hotel amenity information at present time while enabling room service automation. 
Leveraging AI for Efficient Housekeeping and Room Service: The implementation of robot-controlled cleaning assistants demonstrates high effectiveness in improving both operational efficiency and cleaning service standardization for housekeeping operations and room service. Village Hotel Swindon should adopt AI robots to manage housekeeping duties specifically vacuuming and sanitization tasks and linen distribution responsibilities. The housekeeping operation achieves peak performance by maintaining open hygiene standards. Through AI scheduling platforms hotel managers can assign housekeeping personnel to regions with needed occupancy services while fulfilling guest requirement needs. 
Utilizing AI for Customer Feedback Analysis and Continuous Improvement: Service enhancement relies heavily on the quality of hotel guest reviews because they provide the basis for feedback analysis through AI. Management obtains important guest sentiment information by using AI-based customer feedback analysis tools to identify emerging service problems beforehand. The Village Hotel Swindon management should establish an AI system that tracks both online comments and social media posts and gathers guest survey responses. The hotel can use data-based analysis to optimize its services and solve common guest issues so the service quality becomes permanent. 
Strengthening Employee Training on AI and Human-AI Collaboration: The complete adoption of Artificial Intelligence needs organizations to thoroughly train staff members about AI systems and cooperative Human-AI practices. The business must conduct regular training sessions to explain AI tools and automation software and human-AI collaboration methods to supply essential knowledge to staff members. AI training needs basic levels to show employees how automated systems work along with advanced technical knowledge that trains them to resolve problems and improve system performance. The staff at Village Hotel Swindon should access continuous learning programs to stay informed about advancing AI technology which will furnish both technological expertise and human-centered service abilities in their workforce. 
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