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This project will examine the use of AI and the positive and negatives of AI within the travel and tourism industry through the expansion of WestJet Airlines launching direct flights from Cardiff in May 2026. It will oversee the use of AI during guest service, recruitment, training, and operational efficiency. It includes tools like Systems X, CRM and Bodyswaps. 

AI stands for artificial intelligence and is in the field of computer science. It allows machines to perform tasks that usually require humans. It is used to stimulate human cognitive functions without human programming. There are many different forms of AI including weak AI which is used for specific tasks like virtual assistants. Strong AI has a human level of intelligence, and can problem solve and reason when such issues arise. Reactive machines are AI systems then respond without any memory of other events. There is also limited memory of AI and self-aware AI which aren’t as relevant to the tourism industry as the others (Du-Harpur et., al 2020).

Guest service within the travel and tourism industry is the care and support provided by staff to ensure guests have a memorable experience during their time with different companies (Glion, 2023). The use of AI is used in guest service for efficiency, cost savings communication, and personalization. 

WestJet airlines were founded in 1994 as a low-cost airline serving in Western Canada with only a small fleet. It is now Canadas second largest airline with over 200 aircrafts traveling to over 100 destinations all over the world (WestJet, no date). 

[bookmark: _Toc205582941]Findings
The introduction of WestJet into Cardiff Airport creates a significant opportunity to use AI in the recruitment process, training, and other operations within the travel and tourism sector. This expansion reinforces the airport's ambitions for its continued development (Cardiff Airport, 2023). 

Within the aviation industry, there are different aspects of guest service. Customer service is a prioritized service where there is an attentive and friendly cabin crew to enhance the customers' experience which ensures passenger satisfaction. Post flight follow ups are where airlines reach out to previous customers for feedback and gratitude, reinforcing commitment to their customer service. Special assistance is a type of guest's service that all airlines have, it provides services for those who have disabilities or special needs, it ensures their comfort and safety. This allows the airline to be accessible and meet the needs of those of have extra requests. Finally, airlines offer attentive check-in where the check-in process is through self service kiosks or on apps, this is effective and improves customer satisfaction (Nilsson, 2012). WestJet provides all of these types of guest services to their customers. 

AI systems like Systems X are used during the recruitment process through automating CV screening and applicant matching. Systems X is used in this stage to analyse large amounts of applications efficiently. It helps identify individuals that are most fitted for the role by screening through their relevant skills that link with the application (SystemsX, 2026). This system also reduces any bias that may be created from applications. For example, humans might overlook certain applicants due to certain information however, Systems X doesn't see these bias. During WestJet's expansion, Systems X would be very helpful to recruit large amounts of staff for the launch of the airline at Cardiff Airport. This system is efficient and accurate in making decisions, which is essential when hiring a large number of staff (Bogwasi, 2026). It can also help with operational planning that analyses data like peak travel times, staffing needs and passenger demands. This helps airlines avoid preventable problems (SystemsX, 2026). 

Within guest service training, there are many AI training tools that are beneficial and highly affective for staff. For example, bodyswaps is a method that is used as a skills training method that involves individuals swapping bodies through virtual reality simulations and scenario based training. It allows learners to view their own performance, which encourages self-reflection and viewing scenarios from different perspectives. Bodyswaps aims to enhance teamwork, communication, and leadership in a safe environment. The bodyswap method is beneficial as it allows staff to become a customer and experience the situation from their perspective (Bodyswaps, 2026). It also teaches staff how to handle complaints and deal with difficult customers.  This immersive experience is relevant to the launch of WestJet opening in Cardiff because of the unpredictable nature of travel and problem solving when it comes to flight delays and cancellations. This leads to improved customer service and customer satisfaction. Referenfce

AI is sued in hospitality operations as it is an effective way of reducing costs, enhancing guest experience and improving efficiency of the company. AI is used for scheduling and analysing data such as peak travel times, seasonal demand, and booking trends. For WestJet this is very helpful as it ensures that they have enough staff to accommodate the busier periods, and they can also avoid overstaffing. Reference

AI is also used in operations for routine tasks like check-ins, booking and chatbots, this reduces waiting time for passengers and speeds up processes (Insight Flyer, 2025). 

Yield management is where airlines adjust their pricing based on demand and competition, AI supports this and maximizes their revenue and occupancy. Reference

AI is also used in operations and Customer Relationship Management (CRM). CRM is a technological system used to manage interactions with staff and customers. It uses customer data from websites, emails, social media, and live chat to allow businesses to track and analyze customer relationships effectively. The key functions of CRM systems are data management, marketing automation, customer service support, analytics, and reporting. The CRM systems use AI to predict trends and optimize strategies. The benefits of customer relationship management are improved customer relationships, increased efficiency, revenue growth, and actionable insights. Improved customer relationships help the company to provide personalised experiences for customers. Companies also use CRM to report sales avenue and sales cycles, this allows for better customer retention through specific engagement strategies (SalesForce, 2026). In relation to WestJet these AI driven CRM systems allow WestJet to adjust their pricing dynamically and maximise their revenue. This means Cardiff Airport will increase their competitiveness and attract more passengers worldwide. AI and CRM allow for WestJet to provide a smoother experience which helps build customer trust and loyalty (Said, 2023). 

Although AI is very effective for the tourism industry during recruitment and training there are also many factors where the use of AI is ineffective. If a situation solely depends on human emotion and judgement, then AI tools aren't suitable. AI lacks emotional intelligence and empathy compared to humans during interactions meaning staff training may not be completely accurate or customers getting frustrated with online AI chats. Also, AI is less effective in unpredictable situations and sometimes the tourism industry can be very unpredictable. For example, WestJet may experience severe delays which require human judgement whereas AI training cannot fulfil these needs (Carrilho, 2025). 
AI doesn't understand soft skills and personality. Although Systems X can scan CVs and link applicants to job roles, they still miss communication and empathy skills, this is a major limitation for AI as these skills are essential in customer based roles like WestJet. Also, if dealing with non-traditional applicants. For example, if an applicant has career changes, then these may be overlooked as they don't match the systems standards. Another issue with AI is potential bias within data. Even though AI is used to reduce this bias it can still be biased based of its data it was trained on this can lead to unfair decisions with applicants. For example, WestJet could miss out on strong applicants who would work well with customers. Overall, AI is shown to be less effective if it used to replace human involvement instead of supporting it (Harmon, 2024).
AI in CRM can feel impersonal which can reduce customer satisfaction. AI struggles with emotional situations like complaints which could be a problem for airlines like WestJet (YEC, 2022). 
[bookmark: _Toc938351103]Conclusions and Operational Recommendations 
In conclusion, AI has been proven to be highly effective when dealing with the recruitment process, guest service training, and operational management within the tourism industry. Systems like Systems X can be very accurate for recruiting new staff members and Bodyswaps that enhance staff training through virtual and immersive experiences. Furthermore, AI systems within operations and CRM allow companies like WestJet to personalise services, respond quickly, and improve overall efficiency. Yield management has a positive effect from AI, companies can analyse data and predict the demand from customers. This is very relevant to WestJet as demands will change constantly.  
However, AI also has negative impacts on the tourism industry like replacing human interaction, bias within data, and lack of emotional intelligence. These factors are essential within the industry in order for companies to deliver high-quality guest experiences. 
The key recommendations focus on enhancing AI to use it to its best ability and focus on the advantages it brings to the tourism industry and WestJet. AI recruitment tools should be implemented to ensure the recruitment process is efficient however, human oversight is essential to evaluate the personalities of the applicants. Also, another recommendation is for WestJet to use training platforms like Bodyswaps to develop their staff communication and customer service skills. This is a very effective way of training if approached correctly. Finally, there should be a balance between the use of AI and interactions with humans, this helps improve customer satisfaction. AI should be used as a supporting tool rather than replacing human elements and staff within hospitality and guest service while keeping human interaction is central to guest service. Overall, a balanced approach is needed for AI to be an advantage and not a disadvantage. It should be used to enhance service instead of undermining guest experiences. 
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