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ABSTRACT

Incorporating Artificial Intelligence in the hotel business has also present-
ed new opportunities for promoting diversity and inclusion. This chapter
analyzes the role of Al-based tools and techniques in making the workforce
more diverse, improving the experience of inclusive hospitality, and pro-
moting fair treatment in hospitality functions. Al helps promote personnel
knowledge about inclusiveness and cultural sentiments by offering virtual
and tailor-made learning opportunities. The chapter discusses the pitfalls

DOI: 10.4018/979-8-3373-1077-0.ch001

Copyright © 2026, IGI Global Scientific Publishing. Copying or distributing in print or electronic forms without written permission of IGI Global Scientific Publishing is prohibited. Use of this chapter to
train generative artificial intelligence (AI) technologies is expressly prohibited. The publisher reserves all rights to license its use for generative Al training and machine learning model development.

1



and ethical issues of applying Al for diversity and inclusiveness purposes,
including concerns overthe algorithms'reliability and problems regarding
the privacy of information used. Instances of confirmed cases where the
Al-driven inclusivity strategies worked successfully among different hos-
pitality businesses are discussed in detail. On conscious cross-pollination
of ideas, this chapter demonstrates how hospitality leadership can and
should take advantage of Al as instrumental in enabling employee and
guest diversity and inclusion.

INTRODUCTION

However, the issue is that several industries have now recognised Al as
a disruptive force in their respective areas of work. The travel industry is
among those promoting diversity and inclusion efforts. The hotel indus-
try can utilise Al as a powerful mechanism for addressing a multitude of
broad social and operational challenges, as it can handle large datasets of
information and generate real-time insights. Al has been identified as one
of the key valuable enablers to serve initiatives addressing bias removal,
visitor experience enrichment, and accessibility improvement. This is
significant because companies in this industry are shifting their focus
from creating a homogeneous environment to one that is more diverse.
This also corresponds with the broader trend towards a more diverse and
equitable industry, which acknowledges that diversity can contribute.
The fact that the business and guest experience impact sustainability 1s
why businesses in the hotel sector have become successful in embracing
diversity and inclusion around the world. From this standpoint, in accor-
dance with the United Nations World Tourism Organisation (UNWTO),
tourism and hospitality are fundamental in respecting the characteristics of
community involvement, mitigating economic disparities, and promoting
cultural enrichment. In the past few years, Al-based tools and solutions
have become one of the assets that hospitality companies can utilise to
enhance their effectiveness in these efforts. Well-established evidence
to tackle unconscious biases, for instance, during the recruitment and
selection of staff, such as personalised services made to fit individuals
and populations with a diverse array of needs, including people with
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