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FOREWORD

CHTA Technology Taskiorce

The CHTA Technology Task Force is an initiative spearheaded by the Caribbean Hotel
and Tourism Association designed to guide and support the integration of technology,
especially emerging solutions like Artificial Intelligence, into the Caribbean hospitality
sector. This task force is composed of regional experts and industry leaders who work
collaboratively to address technology-related challenges, dispel misconceptions
about digital innovations, and promote best practices among hoteliers.

Technology Taskforce:

Nicola Madden-Greig (Founder)
Group Director of Marketing & Sales, Courtleigh Hospitality Group
Immediate Past President, CHTA

Sanovnik Destang (Inaugural Chair)
Executive Director, Bay Gardens Resorts
President 2024 - 2026, CHTA

Fitzroy Walker (Chair)
Corporate Director of Finance, Sandals Resorts International

Christus Gill (Co-Chair)
IT Manager, Zoetry Marigot Bay St. Lucia

Brian Brooms
Group IT Manager, Mango Bay Resorts

Kashmie Ali
VP of Global Brand Operations, Sailrock Resort

Lisa Hamilton
President, USVI Hotel & Tourism Association

William Tysoe
IT Manager, Harmony Suites

Yatsuri Marshall
General Manager, Bay Gardens Marina Haven




FOREWORD

Purpose of this Guidebook

Artificial Intelligence is no longer a distant concept or a buzzword confined to tech
conferences. It's here, impacting how we travel, how we do business, and how we
deliver hospitality experiences. From Al-powered chatbots responding to guest
inquiries at 2:00 a.m. to smart tools that reduce energy consumption or personalize a
guest’s journey before they even arrive, Al is quietly but rapidly transforming the
hospitality landscape.

In just the last year, we've seen a surge in adoption. Global hotel brands are integrating
Al into their operations. Caribbean resorts are experimenting with virtual concierges,
and Al-driven marketing to reach travelers in more meaningful ways. Yet while the
momentum is undeniable, the pace of change can feel overwhelming, even for
seasoned IT professionals. That's where this guidebook comes in.

Spearheaded by the Caribbean Hotel and Tourism Association’s Technology Task
Force, and authored by Christus Gill with Al support, this updated edition builds on the
original Artificial Intelligence Transformation Guide for Caribbean Tourism, released in
2024. That first version introduced stakeholders to Al's potential in the Caribbean. This
edition captures the latest advances, including the rise of generative Al, evolving
global regulations, and real-world examples from the region. Our aim is to help
Caribbean tourism professionals sift through the flood of Al information and focus on
practical, high-impact use cases that offer real value to our industry.

Despite our efforts to ensure the accuracy of the content, the speed at which Al is
advancing means some information may become outdated quickly. As such, we
strongly encourage consulting with qualified technology experts who can evaluate
your specific business needs and challenges before making any Al-related
investments. This guide is intended to educate and inspire, not to replace the expertise
of dedicated IT consultants. Our members can utilize our partnership with Hospitality
Advisory Firm, GAIN (Growth Advisors International Network) for that purpose.

More importantly, this guidebook is tailored for Caribbean hoteliers, tourism
professionals, and business owners facing challenges like limited resources, high staff
turnover, and the need to preserve our cultural identity in a digital world. We don't just
need Al tools. We need Al solutions that are relevant, cost-effective, responsible, and
aligned with the spirit of Caribbean hospitality.

Whether you're just beginning to explore Al or looking to scale your current efforts, this
guidebook is designed to meet you where you are. It will help you demystify the
technology, identify where Al can make the biggest impact, and adopt it in a way that
empowers your team and enhances your guest experience, not replaces it. Because
ultimately, Al isn't about replacing our people, it's about freeing them to do what they
do best: deliver warm, authentic, Caribbean hospitality.
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CHTA & GAIN Partnership

Growth Advisors International Network (GAIN), a leading global advisory firm
specializing in hospitality technology and innovation, and the Caribbean Hotel and
Tourism Association (CHTA), the region’s leading hospitality association, proudly
announce a strategic partnership designed to empower the Caribbean hospitality
industry with transformative technology, education insights, and innovation-focused
programming.

This optimized collaboration unites GAIN's deep expertise in hospitality technology
and property transformation with CHTA's unmatched regional membership network
and commitment to advancing the Caribbean hotel and tourism sector. Together, the
partners will deliver a suite of high-impact initiatives aimed at assisting Caribbean
hoteliers and tourism professionals thrive in an increasingly competitive and
technology driven landscape.

“Our partnership with GAIN comes at a pivotal time as technology continues to
reshape the hospitality industry,” said Sanovnik Destang, President of CHTA. “This
collaboration enables us to bring timely education, expert insights, and real-world
innovation strategies to our members, helping them navigate the complexities of
digital transformation and build more resilient, future-ready businesses.”

The partnership will deliver:

A membership webinar series focused on topics like Al in hospitality, guest journey
tech, revenue optimization, and sustainability.

Optimized tech advisory sessions to guide CHTA members in digital strategy,
system selection, and innovation planning.

Expanded visibility and sponsorship opportunities at the Caribbean Hospitality
Industry Exchange Forum (CHIEF), including GAIN's vendor sponsorship support
and dedicated speaker stage presentations.

Curated solutions and exclusive business models for CHTA membership
properties, from leading hospitality technology vendors.

Joint marketing and communications, social media promotions, video features, and
on-site visibility at key CHTA industry events

“GAIN is honored to partner with CHTA, an organization that represents the backbone
of the Caribbean’s vibrant hospitality community,” said Michael Cohen, Managing
Partner at GAIN. “Together, we're committed to advising the region’s hoteliers on
harnessing technology and innovation to elevate the guest experience, improve
operational efficiency, and drive sustainable growth.”

This partnership reinforces both organizations’ dedication to fostering a culture of
innovation and excellence throughout the Caribbean hospitality sector.
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CHAPTER 1

What is Al?

Image generated by ChatGPT 40

What is Artificial Intelligence?

Artificial Intelligence, or Al, is a term that gets thrown around a lot. But what does it
really mean, especially for those of us in the business of warm welcomes,
unforgettable stays, and island hospitality?

At its core, Artificial Intelligence refers to computer systems that can perform tasks
that usually require human intelligence, like understanding language, making
decisions, recognizing patterns, or even creating content. These systems learn from
data, improve over time, and can often make predictions or take actions based on
what they've learned.

Think of Al as a digital assistant with superpowers: it can analyze thousands of guest
reviews in seconds, suggest the best room to upsell based on past bookings, or even
write email replies in multiple languages, all faster than any person could.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 4
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Breaking Down the Basics: Al, NLP, ML, DL, and GenAl

Al is an umbrella term. Underneath it are
several types and subfields, each with their
own role to play in hospitality:

Artificial
Intelligence

Natural Language Processing (NLP): This
allows Al to understand, interpret, and respond
in human language; what powers chatbots,
voice assistants, and sentiment analysis tools.
When a guest types, “I'd love a quiet room
away from the elevator,” NLP helps the system
understand that request and respond Generative
appropriately. Al

Machine Learning (ML): The engine behind
Al. It allows systems to learn from data and
improve over time without being explicitly programmed. For example, a revenue
management system that adjusts room rates based on demand and seasonality is
likely using machine learning.

Deep Learning (DL): A subset of ML that simulates the complex decision-making
power of the human brain.

Generative Al (GenAl): The new kid on the block, GenAl, doesn't just analyze data, it
creates. This includes writing text, generating images, producing audio, or even
building personalized itineraries. Tools like ChatGPT, Google Gemini, and Midjourney
are all examples of generative Al in action.

Real-World Examples in Hospitality

To bring this to life, here are some common examples of Al in hospitality:

» Guest Service: A chatbot on your website that answers FAQs 24/7 in English,
Spanish, or French.

» Marketing: Al-driven tools that segment your guests and send targeted
promotions at the right time.

« Operations: Smart systems that predict maintenance needs before something
breaks.

» Personalization: Email campaigns that recommend activities based on a guest's
booking history or preferences.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 5
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High Tech & High Touch

In a region where personal service is our greatest asset, Al may sound like a cold or
distant concept. But in truth, it's the opposite. When used well, Al helps our teams
spend less time on repetitive tasks and more time doing what they do best, delivering
heartfelt hospitality. It's about "high tech to enable high touch."

You don't need to become a tech expert to benefit from Al, you just need to
understand what it can do, where it fits into your operations, and how it can enhance
the guest journey from dream to departure.

The Difference Between Al, Automation & Analytics
Understanding What's What; And Why It Matters for Your Hotel or Resort

In the fast-moving world of hospitality technology, terms like Al, automation, and
analytics are often used interchangeably. But while they're all powerful tools, they're
not the same, and knowing the difference is key to making smart investments and
setting realistic expectations. Let's break it down:

Automation: Getting Tasks Done Faster and Smarter

Automation is about using technology to perform repetitive or rule-based tasks
without human intervention. It follows clear instructions and doesn't “think”, it just
does. Think of it as a digital assistant that follows a recipe every time.

Hospitality Example:
« Automatically sending a confirmation email after a guest books a room.
« Setting housekeeping schedules based on room turnover.

Key Trait:
Automation follows predefined rules. It's efficient, but not adaptive.

Analytics: Turning Data Into Insight

Analytics is the process of analyzing historical data to understand what's happened,
why it happened, or what might happen next. It helps you make informed decisions
based on facts, trends, and metrics.

Hospitality Example:
+ Reviewing booking trends over the past year to decide on seasonal promotions.
« Analyzing guest satisfaction scores to identify service gaps.

Key Trait:
Analytics is human-driven insight from data. It doesn’t take action on its own.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 6
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Artificial Intelligence: Learning, Adapting, and Improving

Artificial Intelligence (Al) takes things a step further. Unlike automation or
analytics, Al can learn from data, recognize patterns, and make decisions or

predictions, often in real time. It goes beyond following rules; it adapts and evolves
with use.

Hospitality Example:

- Achatbot that improves its responses over time by learning from previous guest
interactions.

« A dynamic pricing engine that adjusts room rates based on demand, competition,
and guest behavior.

Concept What it Does Driven By Learns or Adapts?
Automation | Repeats routine tasks Rules & triggers X No
Analytics Shows what’s happened &why | Data &reports X No
Al Makes predictions & decisions | Data & algorithms Yves

Table comparing Automation, Analytics & Al

Why This Distinction Matters in Caribbean Hospitality
In our region, where budgets are often tight and teams wear many hats,
understanding these differences can help hoteliers prioritize investments.

For example:
- Ifyour goal is efficiency, start with automation.
- Ifyou want to understand trends, invest in analytics.

- Ifyou're ready to personalize at scale or optimize pricing in real time, Al is
your next step.

Each has a role. The magic happens when they work together, analytics gives you
insight, automation saves you time, and Al helps you make smarter, faster decisions.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 7
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Briel History ol Al
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Artificial Intelligence might feel like a modern marvel, but its roots stretch back nearly
a century. While today we're using Al to recommend the best beachfront suite or
predict occupancy trends, the journey began with a much simpler, and more
philosophical question: Can machines think?

That's the question posed by British mathematician and codebreaker Alan Turing in
1950, laying the groundwork for what would eventually become Artificial Intelligence.

The Early Days: Theory and Tinkering

« 1956 - The Birth of Al: The term Atrtificial Intelligence was officially coined at the
Dartmouth Conference, where early computer scientists dreamed of creating
"thinking machines."

+ 1960s-1980s - Rule-Based Al: Early programs could solve math problems or play
basic games by following pre-set rules. Exciting, but limited.

« 1997 - IBM's Deep Blue: Al shocked the world when it defeated world chess
champion Garry Kasparov. Computers were officially thinking several moves
ahead.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 8
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Al Gets Smarter: The Age of Data and Learning

2010s - Machine Learning Takes Over: Thanks to the explosion of internet data
and more powerful processors, Al systems began to “learn” from information, not
just follow commands. Think: YouTube recommending videos or Google
predicting your search.

2011 - IBM Watson wins Jeopardy!: This wasn't just trivia. It showed Al could
process language, context, and nuance.

2018 - Al Art Hits the Auction Block: A painting created by an Al system called
Edmond de Belamy sold for over $400,000, sparking debate about creativity and
machines.

2020s - Al for Everyone (Including Hoteliers)

2022 - ChatGPT goes viral: Generative Al enters the mainstream. Suddenly,
anyone, including small hotel teams, could generate content, answer guest
inquiries, or create itineraries with just a few prompts.

2023-2024 - Al in Daily Operations: From check-in kiosks and voice assistants
to predictive maintenance systems, Al becomes not just impressive, but practical,
especially for the travel and hospitality industry.

Is Al a Passing Trend?

Understanding where Al comes from helps us see where it's going, and why now is
the time to lean in. What once required supercomputers and massive budgets is now
available through affordable cloud-based tools, even for small independent hotels
and villas.

And just like how Wi-Fi went from “nice to have” to “non-negotiable,” Al is becoming
the next foundational layer of guest experience and operational efficiency.

Key Takeaway:

Alisn't a passing tech trend. It's the product of decades of research, breakthroughs,
and real-world application. Today, it's more accessible, affordable, and impactful than
ever before, especially for hospitality leaders ready to innovate without losing the
warmth of our Caribbean hospitality.

CARIBBEAN HOTEL & TOURISM ASSOCIATION Q



CHAPTER 3

Al Myths vs Reality

Al Image generated by ChatGPT 40 model

Cutting Through the Noise - What Al Is (and Isn't) in Hospitality

Artificial Intelligence is having a “main character” moment. From viral headlines to
science fiction blockbusters, it's easy to see why so many people are unsure, or even
uneasy, about what Al really means for the future of work, travel, and human
connection.

But here's the truth: Al isn't here to replace your team or strip away the warmth of
Caribbean hospitality. It's here to enhance what you already do best.

Let's set the record straight by tackling some of the most common myths we hear in
the industry:

Myth 1: Al Will Take Away Jobs

Reality: Al is most effective when it supports human workers, not replaces them.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 10
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In hospitality, human touch is everything. Al handles routine, repetitive tasks like
answering FAQs or sorting data, freeing up your staff to focus on what really matters:
building relationships, solving problems, and delivering unforgettable service.

. Think of Al as your digital team member; always on, never tired, and here to help your
people shine, not disappear.

Myth 2: Al Is Too Expensive for Small or Independent Hotels

Reality: Many Al tools today are affordable, cloud-based, and even free to start.
Whether it's a multilingual chatbot on your website, an Al-powered email assistant, or
dynamic pricing tools, there are solutions scaled for properties of all sizes. It's about
starting smart, not big.

. Infact, Al may help smaller hotels level the playing field against bigger brands by
improving efficiency and guest personalization.

Myth 3: Al Is Only for Tech-Savvy Businesses

Reality: If you can use email or WhatsApp, you can use Al. Today's tools are built for
real people, not programmers. Many platforms now offer no-code or user-friendly
interfaces, and training is minimal. Plus, Al can even help generate content, write
messages, and organize your work.

. Alisn’t about learning to code. It's about learning how to ask the right questions (a skill
called “prompt engineering”).

Myth 4: Al Doesn’'t Understand Caribbean Culture

Reality: Al reflects the data it's trained on; which means we can teach it our stories,
language, and flavor. Some Caribbean tourism professionals are already
experimenting with training Al on local recipes, folklore, and dialects to provide more
authentic experiences. The key is using your own content, tone, and creativity to
guide the technology.

Generated with Imagen 3

. Al doesn't replace our culture. In fact, it can help amplify it.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 1
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Myth 5: Al Is Dangerous or Unethical by Nature

Reality: Like any tool, Al is only as ethical as how it's used. Yes, there are valid
concerns about data privacy, misinformation, or bias. That's why responsible use,
proper staff training, and clear policies are essential. We cover this in detail in later
chapters.

. Alisn’t a threat when implemented thoughtfully and responsibly.

Key Takeaway:

Al'is not magic, scary, or reserved for global hotel chains. It's a practical tool, already
delivering value in Caribbean hotels, guesthouses, and resorts today. And just like any
technology, the real power lies not in the tool itself, but in how we choose to use it.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 12
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Projected Economic Impact of Al
From Global Growth to Island Opportunity: Why Al is More Than Just a Tech Trend

Artificial Intelligence isn't just shaping the future of work, it's reshaping the global
economy. With trillions of dollars in projected growth and powerful implications for
industries like hospitality, Al is increasingly being seen as a key driver of productivity,
innovation, and competitiveness.

So what does this mean for the Caribbean tourism sector? Let's start with the big
picture.

The Global Outlook: Trillions in Transformation

According to recent forecasts by PwC, Goldman Sachs, and the World Economic
Forum:

Al is projected to add more than $15 trillion to global GDP by 2030.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 13
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«  Upto40% of jobs globally may be impacted or reshaped by Al.

« Alis expected to contribute up to 26% GDP growth in some local economies,
especially where digital transformation is embraced early.

This growth won't be driven by one industry alone. Al is enhancing healthcare,
logistics, manufacturing, finance, and yes, tourism and hospitality.

. For context: S15 trillion is nearly equivalent to the combined GDP of China and Germany.

Caribbean Context: What It Means for Regional Tourism

Photo of Cruise Ships in the Bahamas by Fernando Jorge

While the Caribbean may not see the same level of economic disruption or
productivity gains as larger, tech-heavy economies, Al still offers significant potential
to improve outcomes across the region. Here's how:

Improved Efficiency = Higher Profit Margins

Labor shortages, rising energy costs, and operational inefficiencies can eat into
profitability. Al can help automate tasks like inventory forecasting, guest
communications, and scheduling, cutting waste and boosting margins.

Enhanced Guest Experience = Repeat Business

Al-driven personalization and service optimization can turn good experiences into
unforgettable ones, increasing direct bookings and long-term loyalty.

New Business Models = Economic Resilience

As Al powers new service offerings, like virtual concierge apps, immersive pre-arrival
experiences, or hybrid work-travel packages, hoteliers can diversify their revenue
streams and reduce dependence on seasonal peaks.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 14
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Upskilled Workforce = Local Empowerment

Investing in Al tools that support your team (not replace them) leads to a more
confident, productive, and digitally savvy workforce, strengthening the region'’s
human capital.

. Alwon't eliminate the need for people. It will elevate the need for people with the right
skills.

Mind the Gap: Risks of Inaction

Just as Al creates opportunity, it also risks widening the digital divide, especially in
regions where infrastructure, training, or regulatory readiness are lacking. Without
proactive planning, the Caribbean could face:

- Aslower pace of productivity gains

- Talent migration to more Al-integrated economies

« Increased dependency on external platforms or partners

That's why it's critical for Caribbean tourism businesses and policymakers to act now,
by investing in digital readiness, fostering innovation, and ensuring Al adoption is
inclusive and responsible.

Key Takeaway:

Alisn’t just a technology. It's an economic engine. For Caribbean tourism, it offers a
rare opportunity to boost efficiency, resilience, and competitiveness, without
sacrificing what makes our region special. By taking bold, informed steps today, the
region can shape a future that's not just Al-ready, but Al-powered and people-
centered.

CARIBBEAN HOTEL & TOURISM ASSOCIATION 15
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AI and hospitality:
enhancing sustainability

The use of artificial intelligence in the
hospitality industry is no longer a
possibility but is now a reality. In fact,
by analyzing current trends and

conducting some studies we can
expect Al adoption in hotels to
increase 60% per year over the next
decade. So, whether you like it or not,
Al is here to stay.

Now, as a hotelier you have two options: you either
resist it and keep your operations outdated or
embrace it and discover everything that this new
technology can do to help you deliver better
experiences to your guests. Truth be told, Al can
impact your business in countless ways, but this time
we will focus on a major topic that is very relevant for
your visitors: sustainability.

Sustainability powered by Al

The right use of Al can have a powerful and lasting
impact in promoting sustainability in the hospitality
industry. Al-powered systems can help hotels
minimize energy consumption, reduce waste, and
adopt eco-friendly practices without compromising
guest comfort, and for some people ecological
orientation hotels are a differential factor when
choosing where to stay.

Page 1| © 2025 C&W Business. All Rights Reserved.

g/ Smart energy management

Al-driven smart systems can track real-time energy
consumption by using loT sensors displayed
throughout the property and analyze occupancy
patterns to adjust water usage, heating, cooling, and
lighting automatically.

By reducing unnecessary energy use, hotels lower
their carbon footprint while also decreasing
operational costs. An example of smart energy
management in action can be seen in Iberostar hotels.
Here they use Al-powered systems to lower energy
costs by 20% while maintaining guest comfort.




5 Smart lighting systems

With the help of motion sensors this technology can
reduce energy waste so that when a room or corridor
is unoccupied, it automatically dims or switches off
lights.

The system can even reduce artificial lighting in areas
with sufficient natural light thanks to the daylight
tracking feature.

The well-known Marriott Hotels use Al-integrated
lighting systems in guest rooms and common areas in
order to significantly cut electricity waste.

AI-Optimized HVAC system

Another great example of sustainability powered by
Al can be found in Al-Optimized HVAC (Heating,
Ventilation, and Air Conditioning) systems.

This enhancement learns from guest behaviors and
integrates weather forecasts to adjust room
temperatures accordingly.

This results in a significant decrease in unnecessary
energy consumption without affecting the guest
experience.

Four Seasons hotels use Al-powered smart
thermostats are used to adjust temperatures
dynamically based on real-time occupancy data.

Elevate your hotel experience today!

%’; 4 C&WBusiness

Tell your guests

With Guest Chat you can promote and inform your
potential guests about the different sustainable
initiatives from your hotel.

This simple action can attract travelers eager to stay in
eco-friendly accommodations, drive more
reservations, and build an eco-conscious brand
reputation.

There are many benefits from adopting sustainable
measures in your hotel with the help of Al, but
sustainability is just the tip of the iceberg! Though
there are many other ways in which adopting these
technologies can improve guest services, applying
environmentally friendly solutions will help you
optimize your resource management and, if you do
things right, you can even get eco-certifications like
LEED or Green Key.

Embracing Al-driven solutions is not just an
environmental responsibility but a smart business
strategy that drives long-term profitability and guest

loyalty.

Contact us to bring the power of Guest Chat to you propery

and revolutionise how you engage with your guests.

@0 wearebusinesscaribbean | cwcbusiness.com
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Become A
CHTA Member

Thank you for engaging with this sample version of our guidebook.
The full guidebook, which covers practical applications,
implementation strategies, ethical considerations, and emerging
trends, is available exclusively to members of the Caribbean Hotel
and Tourism Association (CHTA). To unlock the full guide and access
additional resources designed to support your digital transformation
journey, we invite you to become a CHTA member today.

membership@caribbeanhotelandtourism.com
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About CHTA

We are the leading voice of the Caribbean
hospitality and tourism private sector.

The Caribbean Hotel and Tourism Association (CHTA) is the Caribbean’s leading
association representing the interests of national hotel and tourism associations.
For more than 60 years, CHTA has been the backbone of the Caribbean hospitality
industry. Working with some 1,000 hotel and allied members, and 32 National
Hotel Associations, CHTA is shaping the Caribbean'’s future and helping members
to grow their businesses. Whether helping to navigate critical issues in sales and
marketing, sustainability, legislative issues, emerging technologies, climate
change, data and intelligence or, looking for avenues and ideas to better market
and manage businesses, CHTA is helping members on issues which matter most.

Membership Questions?
Contact membership@caribbeanhotelandtourism.com
(305) 443-3040
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