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Introduction
The hospitality sector in the United Kingdom is robust and diverse, and it contributes significantly to the country's economy at the same time. There are many other types of businesses that fall under this category, including tourism, events, pubs, bars, restaurants, and hotels. The hotel industry in the United Kingdom has distinguished itself as a global leader by virtue of its reputation for having a long and illustrious history, a diversified population, and high standards of service.
Maintaining relationships with existing customers is critical to achieving long-term success in the hospitality sector, which is inherently competitive. Loyalty from customers is one of the primary driving reasons behind growth and success among businesses. Customers that are loyal to a brand are less price conscious, increase their frequency of visits, and spend more money overall. Additionally, they have a greater tendency to suggest clients to a firm, which results in good word-of-mouth advertising (Kandampully, Zhang, and Bilgihan, 2015). This is a significant advantage for the organization.
Over the last several years, the hospitality industry has seen a shift towards providing more individualized experiences. Because of advancements in technology and the increasing availability of data, businesses are now in a position to personalize their offerings in order to cater to the unique preferences of individual clients. Hotels and restaurants are discovering that customization is an essential differentiator in order to create experiences that are unique and memorable, which in turn encourages customer loyalty.
According to research, personalized experiences increase the level of satisfaction experienced by customers, increase their level of engagement, and stimulate more purchases. Businesses in the hospitality business have the ability to provide tailored promotions, ideas, and services to guests by gaining an understanding of their behavior and preferences within the industry.

[bookmark: _Toc172733941]Aim
The aim of this research is to investigate the impact of personalization on guest loyalty within the Hilton Honors program and to explore how Hilton UK can leverage guest data and AI-powered personalization to enhance the customer experience and drive higher loyalty program engagement.
[bookmark: _Toc172733942]Objectives
The objectives of our research are the following: 
1. To evaluate the current state of personalization in the hospitality industry, with a specific focus on the market in the United Kingdom.
2. To determine the extent to which the customization of the Hilton Honors program and the loyalty of guests are related to one another.
3. To identify the most significant aspects of visitor data that can be used in the process of developing the most personalized experiences possible.
4. To Evaluate AI's potential for developing tailored offers and recommendations by evaluating visitor data.
5. To develop a structure for the Hilton Honors program that makes advantage of customization strategies that are driven by artificial intelligence.
6. To evaluate the potential impact that enhanced customization might have on Hilton UK's overall revenue generation, customer satisfaction, and customer loyalty.

[bookmark: _Toc172733943]Research Questions
The research questions of this research are the following:
· What is the effect of personalization on client loyalty in the hotel sector of the United Kingdom?
· How can Hilton UK improve personalization and increase engagement with its loyalty program by using AI and guest data effectively?
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The hospitality industry has been undergoing a significant transformation as a result of technological advancements and shifting expectations on the part of customers. Hotels are discovering that customization is an essential strategy for enhancing the experiences of their guests, fostering an environment that encourages repeat business, and gaining a competitive edge. In the context of the Hilton Honors program, this literature review investigates the ways in which personalization influences guest loyalty. More specifically, it investigates the ways in which engagement may be boosted via the utilization of guest data and customization driven by artificial intelligence.
There have been a number of studies that have shown how the importance of customization is growing in the hotel industry in the United Kingdom. As an example, research conducted by Sabre Hospitality Solutions in 2015 found that 86 percent of businesses in the United Kingdom were using customer-specific communication. According to Biesiada (2015), this indicates that the potential benefits of individualized experiences are broadly recognized with increasing frequency.
Personalization and Guest Loyalty
According to a substantial body of data, there is a favorable correlation between the use of customization and the loyalty of guests. Personalized experiences have been shown to increase customer satisfaction, level of engagement, and the likelihood of repeat business, according to a number of studies.
The authors Kandampully, Zhang, and Bilgihan (2015) underline the significance of personalization in the hospitality industry, stating that it plays a significant role in the development of strong ties with customers. As a result of learning about and catering to the preferences of visitors, they argue that lodging companies have the potential to cultivate a sense of community and loyalty among their patrons.
In his article from 2014, Oliver established the concept of customer satisfaction as a behavioral response to the perceived quality of a product or service. In the context of customization, exceeding the expectations of customers by providing them with individualized goods may have a significant impact on satisfied customers and their loyalty to the brand (Oliver, 2014).
The Role of Guest Data
One of the most important aspects of effective customization is the use of visitor information. Through the collection and analysis of data on the previous interactions, preferences, and behaviors of their visitors, hotels have the ability to create targeted marketing campaigns and individualized experiences for their customers.
When it comes to the tourism industry, Buhalis (2020) highlights the necessity of making decisions based on data. They emphasize how essential it is for hotels to collect and analyze data from customers in order to get valuable insights into the preferences and routines of the travelers who stay at their establishments.
AI and Personalization in Hospitality
The hospitality sector has undergone a transformation as a result of the use of artificial intelligence (AI), which has enabled the development of predictive modelling and advanced data analysis. Because of the potential of artificial intelligence, hotels are now able to provide highly customized experiences to a large number of guests.
(Limna, 2022; Kim et al., 2024) discuss the ways in which artificial intelligence may alter the trip that visitors take. They present an example of how artificial intelligence (AI) may be used to analyze visitor data, anticipate preferences, and provide recommendations that are specifically customized to the individual.
Millauer and Vellekoop (2019) analyze the use of artificial intelligence (AI) in the management of hospitality income in their research. They serve as an illustration of how pricing and inventory management may be enhanced with the use of AI-powered customization by taking into account the preferences and actions of guests.
[bookmark: _Toc172733945]Research Gap
There are a number of study gaps that are obvious, despite the fact that the literature review conducted an in-depth investigation of personalization, visitor loyalty, and the use of data and artificial intelligence in the hospitality industry:
Although there has been a significant amount of research conducted on the topic of personalizing in the hospitality industry, there are not many studies that particularly address the Hilton Honors program and its intentions for customization. Because of this gap, our understanding of the effectiveness of the program's current customization strategies and the opportunity for improvement in those techniques is more limited.
There are not a lot of empirical studies that illustrate how AI-powered customization influences customer loyalty in the hotel industry, particularly when it comes to loyalty programs like Hilton Honors. This holds true despite the fact that AI-powered personalization is becoming more prevalent. Because of this mismatch, it is more difficult for us to assess the potential benefits and challenges associated with putting AI-driven personalization strategies into effect.
Despite the fact that a significant amount of research has been conducted on the topic of how customization influences the loyalty of visitors, further research is necessary to investigate how guests perceive and engage with tailored products. In order to develop strategies that are successful, it is necessary to have a knowledge of how visitors perceive and value customization.
It is still difficult to calculate the return on investment (ROI) of customization, despite the fact that it’s worth is widely acknowledged. There are not many studies that investigate the financial implications that customization initiatives have on hospitality businesses, particularly when it comes to loyalty programs.
It is necessary to do further study in order to address ethical concerns around data security, privacy, and consent, given the extent to which customization is dependent on visitor data. The hospitality industry's use of guest data for customization has not been the subject of a significant amount of study on the moral implications of this practice.
The purpose of this study is to fill in these research gaps and contribute to the existing body of knowledge on personalization and guest loyalty in the hospitality industry. The findings of this study will provide Hilton UK and other hospitality businesses with information that is beneficial to them.

[bookmark: _Toc172733946]Research Methodology
[bookmark: _Toc172733947]Research Design
Using a mixed-methods approach, this study will combine quantitative and qualitative research approaches in order to completely evaluate how customization influences guest loyalty in the Hilton Honors program. Additionally, this study will analyze how Hilton UK may enhance customer experiences by employing AI-powered customization. An in-depth understanding of the complex relationship that exists in the hospitality industry between artificial intelligence (AI), personalization, and customer loyalty may be obtained via the use of this mixed-methods approach.
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Quantitative Research
· Survey: There will be a survey administered to a representative sample of Hilton Honors members in the United Kingdom, with the purpose of gathering information about their perspectives on customization, involvement in loyalty programs, and overall happiness.
· Secondary Data Analysis: For the purpose of providing insights into the impact of loyalty programs and trends in personalization, we will conduct a quantitative study of secondary data, which includes data from the Hilton Honors program, studies conducted by the industry, and research conducted by academic institutions.
Sample
The participants in the research are members of the Hilton Honors program in the United Kingdom. A method known as stratified random sampling will be used in order to ensure that different customer demographics, such as age, gender, loyalty tier, and booking frequency, are well represented in the sample. The sample size for the survey will be determined via the use of power analysis in order to ensure that there is sufficient statistical power presented.

[bookmark: _Toc172733949]Data Analysis
The findings of the survey will be evaluated using statistical analysis techniques, such as regression analysis, correlation analysis, and descriptive statistics, in order to ascertain the relationships that exist between the variables.

[bookmark: _Toc172733950]Ethical Considerations
For the purpose of obtaining ethical approval, the relevant ethics committee will be contacted. It is expected that every participant would provide their informed consent, and the anonymity of the participants will be strictly preserved. A secure preservation of the data will be carried out in accordance with the regulations that govern the protection of data.
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The purpose of this research is to give a complete knowledge of the influence that customisation has on guest loyalty within the Hilton Honors program and to provide significant insights for enhancing customer experiences via the use of personalisation driven by artificial intelligence. However, due to the fact that the study is concentrated on the hospitality business in the United Kingdom and the Hilton Honors program, it is possible that the results cannot be generalised to other varieties of research.
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[bookmark: _Toc172733953]Conclusions 
The purpose of this research is to investigate the impact that personalization has on the loyalty of guests who participate in the Hilton Honors program in the United Kingdom hospitality industry at Hilton. The purpose of this study is to determine the effectiveness of existing personalization strategies, the potential of AI-driven personalization for improving guest experiences, and the ways in which Hilton UK can use guest data to develop a loyalty program structure that is more data-driven and powered by AI, with the goal of increasing customer satisfaction, engagement, and overall revenue. This research makes use of a mixed-methods strategy, which includes conducting surveys, analyzing secondary data, and taking ethical issues into account. As a consequence of these findings, our understanding of customer loyalty and customization in the hospitality sector will be expanded, and Hilton UK will get valuable information that will support the enhancement of their incentive program.
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