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Abstract
Artificial intelligence has become an important factor in transforming the hospitality sector. The role of AI in developing the future of the hospitality industry has been critically analysed. In order to prepare the research, the secondary sources of data have been utilised and rather than choosing quantitative data, qualitative data has been utilised. Through the PEST and SWOT analysis of this research paper, the role of AI in resulting in several developments has been mentioned. With the help of the research knowledge, several areas have also been addressed which need to be improved. 
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The modern hospitality sector has been facing several contemporary issues, and among these, the rise of AI for making more autonomous services has impacted the entire hospitality sector. This conference research paper will deliver the knowledge on the role of AI in managing several functions within the hotel and hospitality sector, besides human collaboration. This will also explain how the implementation of AI is transforming travel experiences in the present day. Along with that, a PEST analysis will also be included in this research paper for analysing how AI is impacting the entire hospitality and hotel industry.  Besides the customer experience enhancement, AI has been proven to be significant for the entire hospitality sector as it improves operational efficiency through automation and inventory management. AI has played a pivotal role in forecasting the latest trends and shifts of the entire tourism industry. Following that, the hospitality sector has been considered as one of the primary and relevant parts of the tourism industry. The hospitality industry of the UK has increased revenue generation by 54.8% after digitalisation, which was beneficial for the entire tourism industry (Statista, 2025). Besides revenue generation, the hospitality sector has also become a great source of jobs for numerous people after the pandemic. 
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[bookmark: _aruv1him9jrw][bookmark: _Toc197711883]AI tools are used for enhancing human collaboration in the future of the hospitality sector. 
Review reply generator
As per the opinion of Carvalho and Alves (2023), reviews are important for developing the services of the hospitality industry; hence, the application of AI has been used in personalising the replies to those reviews. For instance, the "MARA AI Review Reply Generator" is a review assistant which makes personalised responses to the guest reviews. Several hotels have been using this tool to get a gist of the review and respond to it within a short time. Moreover, it generates personalised responses based on specific content to make each response thoughtful as well as relevant. 
Guest personalisation
According to Forman and Udvaros (2023), numerous accommodation businesses involved AI already within their business practices to offer guest personalisation. With the power of AI, hoteliers establish a personalised guest experience on the basis of their service choices. For example, the AI-generated tool Allora has been used by the hoteliers, which analyses the guest behaviour and service preferences. Besides that, this device also uses machine learning to improve the booking experience of the customers and orchestrate improved online interactions between the hotels and the guests. 
AI-powered chatbots 
Besides various tools, the hospitality industry has been using AI-powered chatbots, which take care of a wide range of customer queries. Gursoy (2025) has stated that, in the present day, several renowned hotels in different locations use AI-powered chatbots for streamlining the check-in as well as check-out processes. Besides that, for several virtual room service management like controlling the smart devices within the hotel rooms, AI chatbots have been used. For improving the booking process by scheduling the process and checking availability, AI chatbots are being significantly used within the hospitality industry.   
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Positive impacts 
According to Ruel and Njoku (2021), streamlining several tasks like room allocation, check-in and check-out and check out system AI has freed up staff and reduced the operational cost for the hotels. This has further helped to achieve an increase in profitability for the hotels. The guest personalisation system has left a significant positive impact, such as the enhancement of customer satisfaction. Research has also revealed that the number of guest interactions has increased in the last two years within the hospitality sector. Besides that, the application of several AI-powered review repliers has also improved the reputation of online management, as the guests receive responses within a short time. Rather (2024) stated that the AI-powered chatbots have been providing 24/7 assistance, customer service and resolving queries of the guests, which also contributes to an increased number of guest appearances at the hotels. Besides that, with the integration of AI, several hotels have become able to manage the operational costs by reducing unnecessary human involvement within the hospitality services.   
Negative impacts 
According to the opinion of Zvaigzne et al. (2025), the rise of utilisation of AI has resulted in several negative impacts within the hospitality industry. Employees are the major factors in managing the services in the hospitality industry. However, the employees involved in the hospitality industry have been facing job uncertainty due to the increased use of AI for managing several duties. Along with that, the credibility of some employees has been notably decreased due to the over-reliance on AI. Moreover, this has also been found that the AI algorithms also have vulnerabilities, which significantly raise ethical concerns, such as discriminatory outcomes. As the operation of AI is mostly based on predefined rules and algorithms, hoteliers face limitations and challenges in decision-making in unexpected situations. Koo et al. (2021) stated that functional errors within the AI-powered tools result in reputational damage for the hospitals. Consequently, the hotels face a sudden decrease in guest engagement and financial loss. 
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Strengths 
Buhalis and Moldavska (2022) stated that the hotel businesses involved within the hospitality industry have faced increased engagement of guests. With the use of AI-powered virtual assistance and chatbots, the hospitality industry has been responding more effectively in analysing the demand and needs of the guests. Comparatively, the booking system in hotels has been transformed and automated with the help of AI. With the analysis of the historical data, reviews on the market trends and other external factors, AI tools are now forecasting the demand for hotels. This has opened the opportunity for the hotels to gain maximum profits in the present day. 
Limitations
There are several notable limitations hoteliers have been facing, such as high charges for AI implementation. In order to set up the AI tools in are cost-effective and further challenging way without the presence of technical expertise. Buhalis and Moldavska (2022) stated that the hospitality industry had a pool of personal information of the guests, while implementing the AI systems, the hospitality industry faced data security issues. In order to increase the effectiveness of AI, the entire industry needs to rely on high-quality data so that hoteliers can avoid inaccurate predictions and issues in customer satisfaction. 
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The research paper has been prepared on the basis of secondary data collection methods. This means the research paper has been provided with the pre-existing relevant data to prepare this research paper from verified sources like online databases and published research (Dale et al., 2025). With the help of a secondary data collection method, this research paper has gathered detailed knowledge about the usage of AI within the hospitality sector. On the other hand, for analytical techniques, qualitative techniques have been used to prepare this research paper. In order to make this research paper more trustworthy, it involves several descriptive information which deliver the knowledge of an increased amount of AI use within the mentioned sector (Maxwell, 2021). These descriptive data will make the understanding clearer and increase the relevance. Besides that, tools like PEST and SWOT have been used in this research work. These tools have critically evaluated the significance of the utilisation of AI within the hospitality industry and its limitations.
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Political Factor 
The UK government has actively promoted the adoption of AI by increasing incentives and has taken several initiatives to raise AI adoption. Besides that, after the war between Russia and Ukraine, the hospitality industry of the UK struggled due to labour shortages. This has resulted in the increase of AI within the hospitality sector of the UK. 
Economic Factor
The urge to increase revenue has pushed AI usage within the hospitality sector of the UK. In order to manage the pressure of several regulations regarding the wage system, several hotels in the UK have implemented AI within their business operation. This not only resolved the wage-related issue but also increased the profitability (Kelly, 2021). Investors have also shown eagerness to make investments in hospitality startups which have digital infrastructure. 
Social Factor 
The presence of potential competitors within the hospitality industry UK has led hotels have feel the pressure of increasing productivity and efficiency (Statista, 2024). The needs and demands of guests have always been changing. Hence, the focus on the enhancement of guest satisfaction has also pushed the management of hotels to implement AI for managing several duties within their business practices. 
Technological Factor 
Availability of the cloud-based property management system has contributed to boosting AI usage as a technological factor. Besides that, the entire hospitality sector of the UK has available human resources with technological knowledge, which has increased the overall usage of AI.   
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Strengths 
With the increased utilisation of AI, the hospitality industry has automated the tasks, which has enhanced the efficiency and reduced the time to accomplish actions like check-ins and check-outs. 24/7 customer service support and virtual assistance of some reply review apps have increased the number of guest engagements via personalising the experience (Sahota, 2024). 
Weakness 
Implementation of the AI tools is comparatively expensive and requires a maintenance charge, which affects the profitability of the entire hospitality sector. Due to the collection of a large pool of data about the guests, it often involves risks of getting hacked, which can lead to further pessimistic consequences for the hospitality industry. 
Opportunities 
With the increase of AI usage, AI within the hospitality industry of the UK can significantly improve the management systems. Not only for customer satisfaction, but also the use of AI in waste reduction can significantly uplift the image of the entire hospitality sector of the UK. 
Threats
Besides opportunities, the increased use of AI has replaced certain roles in the entire hospitality sector of the UK, and this threatens the ethical considerations (Clark, 2023). Moreover, the demand forecasting based on the existing data can significantly raise threats in managing services for the participants within the hospitality industry.
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Slow AI adoption
Several sectors in the UK have increased the use of AI rapidly, like the telecommunications sector. However, the hospitality industry in the UK has faced a low AI adoption rate, which is 11.5% (Forbes, 2025). Though the sector has several opportunities and can acquire significant benefits through improving the AI adoption rate. 
Strengths and limitations
A slower AI adoption rate has some strengths, like it can safeguard the jobs of the employees within the sector, and hotels can make decisions effectively without being overdependent on technology.  However, there are certain limitations in this type of industry response, such as reduced efficiency in the services, and delayed implementation can also affect managing the trends.
Personalisation of the experience of guests
Around 54% of accommodation providers in the UK have made investments in AI for personalising the experiences of the guests.  This has significantly boosted the revenue generation for the entire hospitality industry in the UK. 
Strengths and limitations
The increased number of guest interaction as well as revenue generation by the entire hospitality industry counts in the strengths (Wang, 2025). However, the urge to increase guests through personalising the experience can significantly increase pressure, and it also raises internal competitiveness within the hospitality sector of the UK. 
Automation 
The entire UK hospitality industry has increased automation of some tasks such as the bookings, check-ins and check-outs. The reason behind increased automation through AI implementation is the choices of travellers to stay in hotels which are fully automated from the front desk. Besides that, the seamless experience for the guests has effectively reduced the wait times and improved overall satisfaction. 
Strengths and Limitations
Automation has scaled up the number of guests, which has further increased the amount of revenue generated. However, there are certain limitations the hospitality sector has faced, such as the high initial costs and challenges in customising the automated solutions to the specific needs (Mingotto et al., 2021). 
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The hospitality sector has been evolving in recent days, and the utilisation of AI has also significantly increased to increase the efficiency of several services. With the above-mentioned information, this research paper has concluded that several tools like "MARA AI Review Reply Generator", AI-powered chatbots and Allora. Along with that, several impacts, including some positive and negative impacts, have also been mentioned in this research paper, which has evaluated the significance of the use of AI. Through the PEST analysis, the political, economic, social and technological factors which influence the use of AI have been critically mentioned here. The SWOT analysis has described the key strengths, weaknesses, as well as opportunities and threats of utilising AI within the hospitality sector.
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Increase the AI adoption rate. 
Several hospitality sectors across the globe have implemented AI within their business services, however, the rate of AI adoption has been identified as low. For increasing the AI adoption rate, the hoteliers need to set clear AI goals and convey them to their human resources. Besides that, the AI adoption rate will also increase when the existing employees get upskilled (Limna, 2023). Through addressing the areas preventing AI adoption, the hospitality industry needs to take significant, rapid steps. As a result, this will boost the guest satisfaction rate by identifying the behavioural patterns of the guests. 
Invest more in smart room automation.  
Smart room automation has seen an increased demand among guests, which provides an irreplaceable accommodation experience to the guests. Hence, the hospitality sector needs to invest more in developing smart room automations (Çeltek, 2024). Several devices and smart assistance will significantly contribute towards making the accommodation experience remarkable. Along with that, the feature of voice commands to adjust the motion, light and temperature will also be beneficial for the guests who have any physical disabilities. Besides providing comfort, the smart room automation will also be convenient for the guests. This can contribute to an increased number of guest visits as well as revenue generation for the entire hospitality industry. 
Adoption of RFID technology
The hospitality sector can significantly invest in the adoption of RFID technology, or the "Radio-Frequency Identification technology" (Mercan et al., 2021). This technology tracks the objects as well as the movement of people. With the implementation of this technology, the hoteliers can significantly track the movements of the guests and increase surveillance on them. This will significantly provide more security and safety within the hotels. Besides that, it will also detect the unusual patterns or behaviour of the guest for security alerts. The management of the hotels can significantly protect their assets and reduce cases of theft and losses. 
Invest in the AI-powered tools for waste reduction.
Besides managing the automation of several tasks, the hoteliers need to implement advanced AI technology for waste reduction. For instance, the AI-powered tools can effectively detect the anomalies and leaks which can prevent the water usage (Clark et al., 2025). Besides that, the hospitality industry can significantly optimise the supply chains and minimise the amount of waste generated by providing real-time data about the inventory levels. Besides that, the advanced AI technology can also detect recyclable materials from the waste. 
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