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Theme Impact Analysis

PEST Analysis

Political: The UK National AT Strategy has a positive influence in making the long-term vision for

AI (GOV.UK, 2021). However, the strict data regulations restrict training AI systems.

Economic: Offering an R&D Tax Credit will have a positive influence on adopting AI in the
operations (HM Revenue & Customs, 2023). However, there is inadequate access to finance for

businesses like Premier Inn to implement AL

Social: The high demand for personalisation from customers will have a positive influence on
Premier Inn to get positive ROI after implementing AI (Weerakoon, 2023). However, data and

security breaches are increasing.

Technological: There is a high level of tech awareness among UK residents to create a positive
influence on operational areas. However, implementing technology in the UK is costly (Ford and
Sturman, 2020).

Share of businesses adopting by sector, 2020 (per cent)

Figure 5: Businesses
Adopting AI in Various
Sectors.

Source: (GOV.UK, 2022).
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Conclusion

This presentation has illustrated that Al is a transformative force for the UK tourism and hospitality industry
because this research has highlighted the importance of Al in revolutionizing operations, guest satisfaction

and others by improving operations.

The overall analysis using secondary data and a case study of Premier Inn has showcased that the company

needs to implement Al to improve decision-making through proper benefits.

Al represents not just an operational tool for businesses like Premier Inn, but a strategic advantage which

can redefine how the organisation and other businesses in this sector can shape the future of hospitality.
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Recommendations

e Premier Inn should use Al-driven personalisation tools to analyse different aspects of visitors from their
experiences to preferences to provide personalised services. This is because providing personalised services
using Al tools will help the company to make their visitors valued and make them loyal customers (Tuo et

al., 2024).

e Premier Inn should integrate Al bots in customer services to provide instant and 24/7 assistance. This will
support the organisation to increase the convenience of guests during supports like bookings, service queries

and others (Ghesh, Alexander and Davis, 2023).

e The hotel chain should implement Al in the operation to monitor the performance of different assets and
services of the hotel. This will support the organisation to get real-time alerts of services needed in

equipment and other aspects which can improve resource allocation.
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Introduction

Al in the UK Hotel Industry.
. According to Roelen-Blasberg (2024), around 55% of hoteliers believe that A tools will revolutionize the hotel industry.

. Al-powered systems in the hotel industry to reduce costs and improve guest experience by providing accurate and quick

services.
Importance and Relevance of Al in the UK Hotel and Hospitality Sector

. Based on the reports of Whitbread PLC (2024), Premier Inn has demonstrated a high level of operational effectiveness
with an 83% increase in the customer satisfaction rate through the automation of check-in and check-out services,
chatbots in customer services and others.

. An increasing demand for personalisation from customers in the hospitality industry.
Background on the Hospitality Sector and Premier Inn
. The UK hospitality sector is estimated at around £32.5 billion in international visitor spending (Statista, 2024).

. Premier Inn, a famous hotel chain in the UK, is known for offering affordable, comfortable and reliable accommodations
(Whitbread PLC, 2024).

Anticipating how Al willreshape hoteloperations i the upcoming year compared to previous practices,

@ Increased Efficiency
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Improved Customer
Service

N Significant Change

Figure 1: Impact of Al in Reshaping
Hotel Industry.
Source: (Roelen-Blasberg, 2024).
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Literature Review

According to the study conducted by Ivanov and Webster (2019), the
algorithms and machine learning ability of Al can help analyse potential

frauds and cyber threats.

Based on the study of Knani, Echchakoui and Ladhari (2022), Al helps
businesses in the hospitality sector to analyse different operational areas

effectively and improve the services to attract customers.

Figure 2: Benefits of Al in the Travel

Sector.

Source: (Srivastava, 2023).
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Literature Review (Cont.)

e As per Buhalis and Moldavska (2022), the UK hospitality

. . . . © General Management
industry implements different algorithms to assess the

Front Office & Guest
needs and demands of customers. Relations
@ Sales & Marketing

e According to Chaturvedi et al (2024), Al is also effective in O

providing instant queries and services to customers.

Figure 3: Operational Benefits of
Al in the Hospitality Industry.
Source: (Roelen-Blasberg, 2024).
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Literature Review (Cont.)

e Sharma and Aggarwal (2024) have stated that Al-powered smart rooms

help visitors feel more comfortable and satisfied.

e Huang et al (2022), have analysed that Al-based chatbots increase

"
16%
15%
customer services by analysing the data and preferences. ; I I "

Figure 4: Impact of Digital Technology in the
Hospitality Sector.
Source: (Yadav, 2023).
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Methodology

e Data Collection Techniques: Secondary Data Collection;
o Data Analysis Techniques: Narrative Data Analysis;

e Tools: E-books, company websites and information from online industry and government websites as well

as journals.




