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This report shows the role of how Artificial Intelligence (AI) can be implemented in the future of hospitality and guest services, with a focus on the Cardiff Airport Executive Lounge. As a high-quality hospitality space, the Executive Lounge offers high level comfortability, speciality beverages, and personalised service (Cardiff Airport - 51° Executive Lounge – CWL, 2026). Because of this, it is going to be important to consider how AI can be used to improve the overall guest experience and the operational performance at the Cardiff Airport Executive Lounge. 
Artificial Intelligence has been increasingly becoming paramount across the hospitality and guest service industry. The hospitality industry isn’t shy of using AI in day-to-day operations, it is being used in areas such as personalising guest experiences, in marketing to tailor offers, data management, staff training, and customer relationship management (CRM) (Hollander, 2023). According to the Institute of Hospitality (2025), Artificial Intelligence can help businesses improve service quality and productivity within the industry, while the Institute of Travel and Tourism (2025) suggests AI has a growing role in bettering customer experiences and decision-making, But AI has limitations. 
Altogether, this report uses research to evaluate whether Artificial Intelligence should be used effectively in recruitment, guest service training, operations within the hospitality industry, and CRM. This report also considers how AI can support yield management and whether it should be implemented for the launch of the Cardiff Airport Executive Lounge. 
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[bookmark: _Toc228106167]2.1 AI in Recruitment 
Artificial Intelligence has been used increasingly within the hospitality industry to make productivity and operations more efficient. Zehra (2025) proposes that 49% hospitality companies embrace AI technology tools to support with candidate sourcing, screening, and engagement. AI can also help with CVs and conduct initial interviews using chatbots. This can be useful for the Cardiff Airport Executive Lounge during the pre-opening phase, as it may receive a high volume of applications. 
A major advantage of AI in recruitment is AI's ability to process vast amounts of data more quickly. According to Tesone (2014), technology can help to improve decision-making by identifying the patterns and predicting candidate success. Peel (2026) highlights how businesses are using AI to improve hiring services and efficiency. 
From personal experience of using Systems X, it sets a clear tone that data can support decisions, but having human judgment is still necessary to help choose a candidate that is suitable. On the other hand, AI systems cannot fully use soft skills such as empathy, communication, or have their own personality, which are important and essential within the hospitality industry (Wood, 2013). Overall, AI should be used as support rather than a replacement for human recruiters. 

[bookmark: _Toc228106168]2.2 AI in Guest Service Training 
AI training tools such as Body Swaps are becoming increasingly more common in the hospitality industry. Body Swaps use virtual reality along with AI to simulate real-life scenarios, allowing staff to practise their soft skills, give insight into body language, and give real-time feedback (News | Ingeus, 2018).
From personal experience using Body Swaps, this learning tool is effective because it provides instant feedback after completing one of the training programmes, it gave feed back such as on tone of voice, eye contact, body language, and responses. In a high-end environment like the Executive Lounge, Body swaps will help improve staff quickly and boost confidence. This type of training can be very valuable in this setting. Research supports this. Johnston et al. (2012) suggest that the quality of service depends on staff training and performance.

[bookmark: _Toc228106169]2.3 AI in Hospitality Operations 
AI has the potential to improve operational productivity in the Executive Lounge. Many examples include:
· Finding busy periods based on flight schedules 
· Managing stock and reducing waste in the lounge
· Providing instant responses to customer concerns through chatbots
Walker (2013) highlights that operations are the key to delivering high-quality service. AI allows businesses to make more accurate decisions at a faster pace. This can then help improve customer satisfaction and efficiency. England (2024) highlights the importance of efficient visitor experience, especially in transport hubs like airports. AI can support this by bettering the service quality and reliability.  In addition, too much automation can reduce the personalised experience that is important to hospitality. Guests in the Executive Lounge are looking for a premium experience, which also includes human interactions. If AI is used too much to replace roles, this could negatively impact consumer satisfaction. 



[bookmark: _Toc228106170]2.4 AI in Customer Relationship Management (CRM) 
AI can improve CRM by analysing consumer data and creating personalised experiences. An example is that AI tools can track consumers' spending habits, previous visits, and preferences. This can then allow businesses to send targeted marketing messages and identify high-value or loyal customers. 
According to Fallon and Rutherford (2010), understanding customers' needs is important for long-term success in hospitality. 
Using AI makes this process easier as it processes large amounts of data quickly and accurately. 
For the Cardiff Airport Executive Lounge, this could be used for offering personalised food and drink options or recognising returning customers. Doing this can increase loyalty and make customers feel valued, leading to customer satisfaction. 
However, customers may feel uncomfortable with how their data is being used. So, to ensure uncertainty, businesses must make sure data is being handled responsibly and is in line with any regulations. 

[bookmark: _Toc228106171]2.5 AI and Yield Management 
Yield management is an important part of hospitality, which focuses on maximising revenue by adjusting prices based on demand (Ingold et al., 2001). AI can better improve this process by adjusting prices in real time and analysing booking patterns. As an example, the Cardiff Airport Executive Lounge could implement dynamic pricing, where prices change depending on how high the demand is. Jiwnani (2024) suggests that AI-driven analytics can improve revenue management in the hospitality industry by giving real-time insights. On the other hand, PwC (2022) highlights that personalising data can increase the customer spending. However, dynamic pricing can lead to negative customer satisfaction as customers may believe that it can be unfair if prices are changed frequently. To battle this, clear communication would need to be used. 

[bookmark: _Toc228106172]2.6 Evaluation of AI in Hospitality 
AI offers many benefits for the hospitality industry, but it is important to evaluate the impacts it can cause. One concern is the potential loss of jobs due to the automation, while AI can improve the efficiency, it can reduce the need for certain roles, which can have an impact on the economic and social factors in the industry.
Another issue is data privacy, as AI tools rely on a large amount of consumer data, which can raise concerns on how this data is being stored and used. Zaher (2024) suggests that organisations must follow strict laws and regulations to protect consumer information. 
There is also a risk of over-reliance on AI technology tools, as if these systems fail can give a negative impact on the guest experience. In addition to this, AI lacks soft skills, which are key in the hospitality industry. On the other hand, the most effective approach to using AI within the industry is to use it alongside human employees, rather than replacing human employees with AI. This supports the approach that hospitality should remain people-focused, while using AI as a tool to provide better services. 
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[bookmark: _Toc228106174]3.1 Conclusion
In conclusion, based on the findings it shows that Artificial Intelligence can play an impactful role in improving the hospitality and guest service industry. For the Cardiff Airport Executive Lounge, AI can improve the recruitment process and operations. AI training tools, such as Body Swaps, can improve staff performance, it can also support customers' personalised experience, and lastly, Artificial Intelligence can improve the yield management and revenue for the Executive Lounge. On the other hand, AI can not replace human employees, which is essential in the hospitality industry. So, the best approach is to balance Artificial Intelligence with human interaction, where Artificial Intelligence supports the staff rather than replacing them. Therefore, the future of hospitality should be supported by Artificial Intelligence, not fully driven by Artificial Intelligence. 
[bookmark: _Toc228106175]3.2 Recommendations
1 Use AI to support the recruitment process, ensuring the final decision is made by management. 
2 Use Body Swaps for skill development while being supported by real-life training.  
3 Use AI for managing resources effectively and automating simple hospitality tasks.
4 Use AI CRM systems to deliver targeted experiences and improve customer loyalty.
5 Use dynamic pricing and predictive insight but ensuring there is transparency for customers on dynamic pricing.
6 Ensuring staff are the main focus for guest experience, especially in a high-end setting like the Cardiff Airport Executive Lounge.
7 Show clearly developed policies on data privacy, fairness, and responsible AI usage. 
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