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The travel and hospitality sector is failing to 
realize the benefits of artificial intelligence 
(AI) despite clear opportunities in areas such 
as price optimization, energy optimization, 
and fraud identification. This is in spite of AI 
and machine learning (ML) accounting for the 
largest share of technology investments in 
the global sector from 2018 to 2024, and that 
AI is now a strategic priority. 

For its AI Business Value Radar, Infosys 
surveyed 3,798 business leaders globally. 
Of these, 250 were from the travel and 
hospitality industry. The research found 
that travel and hospitality ranks below the 

industry average on its viability score, which 
is the likelihood that its AI deployments will 
achieve all business objectives (Figure 1).

The travel and hospitality sector needs to 
boost its capabilities to consistently realize 
business value from AI. On average, 51% of 
AI use cases among industries surveyed are 
generating business value. However, in travel 
and hospitality, this number is well below the 
industry average at only 36% (Figure 2). One-
fifth of the travel and hospitality companies 
are only in the proof of concept (POC) stage 
of AI implementation, with similar numbers in 
the planning stage.

EXECUTIVE SUMMARY

https://www.statista.com/topics/12390/artificial-intelligence-ai-use-in-hospitality/#:~:text=Artificial%20intelligence%20(AI)%20has%20been,pricing%20strategies%20and%20forecast%20demand.
https://www.infosys.com/iki/research/ai-business-value-radar2025.html
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This was a self-selecting sample, in that respondents only provided details for the top five use case categories in which their business is already 
interested. This is why 70% of the Al initiatives were reported as past the deployment phase. Typically, we would expect far more projects that had 
failed, been cancelled, or are still in pilots, for what is such an early stage and experimental technology.

Deployed, achieving most or all objectives

Deployed, achieving some objectives

Canceled after deployment

Deployed, not generating business value

Canceled before deployment

Created proof-of-concept or pilot

Planning

No plans to implement

Travel and hospitality OverallStage of use case deployment

Percentage of group

13%

23%

8%

6%
9%

7%
5%

20%

17%

9%

10%

4%
7%

11%

32%

19% Travel and hospitality
(36% generate business value)
Overall average (51%)

Public sector
Manufacturing

Retail
Automotive

Travel and hospitality
Healthcare

Consumer packaged goods
Financial  services

Logistics
Energy, mining, and utilities

Insurance
Telecommunications

High tech
Life sciences

Professional services

Industry

1.18
1.17

1.13
1.09

1.05
1.01
1.00
0.99
0.98

0.94
0.92

0.90
0.89

0.87
0.81

A viability score above 1 indicates a use case type is more likely to deliver business objectives, with a score less than 1 being less likely. The viability 
score is the weighted average of deployments achieving some or all business objectives compared to the total deployments of the use case type. 

Viability

Viability 0.80 1.20

Figure 1. Travel and hospitality lags other sectors on AI value

Figure 2. Only a third of AI use cases generate business value

Source: Infosys Knowledge Institute

Source: Infosys Knowledge Institute
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APPLICATIONS OF AI 
ACROSS TRAVEL AND 

HOSPITALITY

The Infosys research uncovered several 
examples of AI success in the travel 
and hospitality industry, showing how 
organizations are translating AI investments 
into tangible business value.

IT, operations, and facilities is the top use 
case category within which the travel and 
hospitality companies surveyed are pursuing 
AI, followed by marketing and customer 
service (Figure 3). Request for proposal (RFP) 
management for large hotel events, staff 
planning, and security management use 
cases require relatively less transformation 
to existing data architecture and operating 
models to generate business value. The 
reason for needing less transformation lies 

in the nature of these use cases and the 
maturity of existing capabilities in the sector 
itself. Travel and hospitality businesses work 
with multiple vendors and have been using 
AI for the past couple of years to manage 
bids and RFPs across vendors and to assess 
their feasibility. In the last six to eight months, 
the use has been more widespread. As these 
operational optimization use cases are built 
on already available data and processes, they 
are delivering value without requiring major 
change or investment.

The reason for prioritizing AI in IT, operations, 
and facilities could be that these functions 
offer the most immediate and quantifiable 
business value. The industry operates on 
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thin margins and high fixed costs, so even 
small efficiency gains can significantly 
improve profitability. The travel and 
hospitality sector also prioritizes minimizing 
disruptions — ad hoc or planned — while 
continuously improving processes such as 
check-ins, customer service on websites, and 
maintenance operations wherever possible. 
Currently, several of these are not automated. 
Strengthening IT, operations, and facilities 

Source: Infosys Knowledge Institute

becomes a key focus, alongside AI application 
to enhance efficiency and resilience across 
these areas. 

IT functions also benefit from AI through 
improved system monitoring, cybersecurity, 
demand forecasting, and integration across 
legacy platforms in large hospitality and 
travel organizations. These use cases are often 
easier to pilot, scale, and measure compared 

Figure 3. Popularity and viability of functional use case categories

Functional category

Selection rate

The selection rate is the percentage of respondents indicating their company is pursuing Al within a category. A viability score above 1 indicates a 
use case type is more likely to deliver business objectives, with a score less than 1 being less likely. The viability score is the weighted average of 
deployments achieving some or all business objectives compared to the total deployments of the use case type.

IT, operations, and facilities

Marketing

Customer service

Cybersecurity and resilience

Fraud risk and compliance

Sales and revenue

Software development

Finance

Workforce

Content intelligence

Supply chain

Manufacturing

Product development

Sustainability

48%

38%

14%

12%

12%

12%

11%

11%
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7%
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5%
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to customer-facing initiatives, potentially 
making them attractive starting points for AI 
investment.

For a large global car rental company, Infosys 
carried out a phased migration to move all 
applications and workloads from Hewlett 
Packard Enterprise (HPE) NonStop — a 
series of servers designed for environments 
that require continuous availability and 
resilience to hardware or software failures 
— to the AWS cloud. Applications such as 
batch processing, reporting, and real-time 
online services were handled with a tailored 
approach.

A key part of the program was modernizing 
the core business logic by converting it 
from COBOL, a legacy but still widely used 
programming language, into Spring Boot, 
a Java-based framework built on the Spring 
ecosystem that makes it easier to develop 
production-ready applications — in line with 
the client’s enterprise standards. 

Infosys first completed a detailed assessment 
of all applications and their dependencies 
to create a solid migration plan. Infosys used 
its ILEAD platform and Microsoft Copilot, 
and an AI-first reengineering and forward 
engineering approach to execute the 
development in this modernization program.  

Operations generate vast amounts of 
structured data from reservations, pricing, 
inventory, maintenance, and workforce 
management, making them well-suited for 
AI-driven automation and optimization. For 
a tier-one US-based airline, Infosys built an 
AI- and generative AI-based tool that uses 

historical data from ServiceNow and Jira, 
together with knowledgebase documents 
to generate recommended solutions for any 
new incidents reported by its employees. 
The tool reduced triaging time by 75% and 
delivered time savings of up to 77 hours per 
month.

AI enables predictive maintenance of facilities, 
smarter energy management, optimized 
staff scheduling, and real-time disruption 
management, which reduce costs and 
improve reliability. InterContinental Hotels 
Group (IHG) uses AI to monitor systems such 
as air conditioning and elevators, enabling 
predictive maintenance that prevents failures, 
lowers operational costs, and improves guest 
satisfaction. Hilton Tokyo Bay uses AI to 
predict amenity restocking needs and identify 
appliance maintenance requirements.

Marketing follows as the next major use case 
because AI can enhance revenue generation 
through personalized recommendations, 
dynamic pricing, and targeted promotions 
based on traveler behavior and preferences. 
Customer service ranks after marketing 
because, while AI-powered chatbots and 
virtual assistants improve response times and 
reduce call center load, these applications 
require designing to develop brand-aligned 
virtual assistants with different personalities 
that aim to foster meaningful interactions 
with guests and  maintain service quality 
and brand trust. As a result, companies 
could be typically focusing first on internal 
efficiency before expanding AI into customer 
engagement. 

That said, more than 80% of respondents 

https://www.infosys.com/services/application-modernization/offerings/application-development-platform.html
https://www.ey.com/en_us/insights/hospitality/ai-in-hospitality-enhancing-hotel-guest-experiences
https://www.zendesk.com/in/blog/ai-in-hospitality/
https://www.eself.ai/blog/ai-in-hospitality-industry-uses-and-benefits-of-ai-in-hotels/
https://www.eself.ai/blog/ai-in-hospitality-industry-uses-and-benefits-of-ai-in-hotels/
https://www.intercleanshow.com/news/data/ai-powered-housekeeping-innovations-in-the-hospitality-sector
https://www.infosys.com/iki/research/travel-industry-outlook2025.html
https://www.mckinsey.com/industries/travel/our-insights/how-agentic-ai-could-transform-travel
https://www.netsuite.com/portal/resource/articles/business-strategy/ai-hospitality.shtml
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of a hospitality industry survey anticipate 
AI-driven changes in prebooking and guest 
communications, leading to smoother, more 
personalized interactions. The airline industry 
is striving to eliminate intermediaries like 
travel agents and become more self-sufficient 
in interacting with customers on their own 

platform — right from first booking to the 
last mile. Customers are increasingly seeking 
ancillary services such as seat selection, 
additional baggage, and priority check-in 
and boarding that enhance convenience, 
comfort, and personalization, typically for an 
additional fee. Airlines are keen to leverage AI 

Source: Infosys Knowledge Institute

Figure 4. Sustainability leads functional use cases

Functional category

Viability is the weighted likelihood of success, where 1 is the average success rate.
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https://resources.canarytechnologies.com/rs/753-LTW-752/images/Canary_AI_in_Hospitality_Report_Final-v1-q1fy25.pdf?version=0
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to better offer, personalize, and manage these 
ancillaries for their customers to strengthen 
customer loyalty and repeatability. Lufthansa 
Group’s AI initiatives include a concierge-style 
service for personalized recommendations 
and AI-powered support that handles over 
100,000 customer queries each year.

Sustainability, fraud risk and compliance, and 
software development use cases  are most 
viable — likely to generate business value 
— however, they are less popular (Figure 4). 
AI helps optimize energy use by forecasting 
demand, managing heating and cooling 
systems, scheduling EV charging, and refining 
aircraft routes for better fuel efficiency. Flair 
Airlines adopted an AI-powered, data-driven 
solution to optimize flight paths, reduce fuel 
consumption, and support pilots in making 
better fuel-efficiency decisions, including 
improved anticipation of taxi times, historical 
shortcuts, and descent strategies.

Although sustainability is a key area of 
concern for the travel industry, as the impact 
of air travel and tourism comes under 
increased scrutiny, initiatives in sustainability 
and compliance are sometimes driven by 
mandates rather than competitive advantage. 
Consequently, despite strong potential value, 
the travel and hospitality industry has tended 
to focus on more visible, near-term AI use 
cases. While travel and hospitality businesses 
recognize the importance of sustainability, 
fraud risk and compliance, and software 

development — and many have initiated 
efforts in these areas — the focus often 
diminishes as these priorities take a backseat 
to core areas such as IT and operations.

Model context protocol (MCP) has emerged 
as an enabler for AI-driven transformation 
across airlines. Airlines rely on a mix of legacy 
reservation platforms, crew and operations 
systems, weather services, and pricing 
engines, which often creates integration 
challenges. MCP introduces a universal, 
model-agnostic interface that enables AI 
agents to connect to and work across these 
systems smoothly. 

For airlines, it helps with autonomous 
rebooking, baggage tracing, disruption 
recovery, intelligent operations support, 
and personalized customer engagement, 
reducing staff burden while elevating 
service quality. It enables airlines to serve AI-
powered travel shopping agent systems that 
autonomously search, compare, and book 
fares, reducing reliance on global distribution 
systems and online travel agencies 
intermediaries. It has been proven to reduce 
operational costs. 

As MCP allows AI assistants to connect with 
enterprise systems and external services, it 
also brings new cybersecurity risks. A custom 
enterprise platform can help by adding 
multiple layers of security to support safe 
MCP adoption.

https://mindy-support.com/news-post/how-the-worlds-10-largest-airlines-are-using-ai-to-soar-ahead-according-to-flightradar24/
https://mindy-support.com/news-post/how-the-worlds-10-largest-airlines-are-using-ai-to-soar-ahead-according-to-flightradar24/
https://www.infosys.com/iki/research/travel-industry-outlook2025.html
https://www.aircraftit.com/articles/case-study-ai-powered-solutions-as-the-key-to-operational-efficiency-and-sustainability-at-flair-airlines/
https://www.aircraftit.com/articles/case-study-ai-powered-solutions-as-the-key-to-operational-efficiency-and-sustainability-at-flair-airlines/
https://www.infosys.com/iki/research/travel-industry-outlook2025.html
https://www.infosys.com/iki/research/travel-industry-outlook2025.html
https://insightnext.tech/content/case-studies/case-study-airline-mcp-agentic-ai.html
https://insightnext.tech/content/case-studies/case-study-airline-mcp-agentic-ai.html
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Although travel and hospitality has its fair 
share of applications of AI, it has experienced 
a slower pace of technology adoption 
compared to other industries. Limited 
technology expertise among industry 
professionals constrains the resources 
available to support transformation initiatives, 
exacerbating this challenge. 

High AI implementation costs lead many 
businesses in this sector to prioritize 
core operational technologies, including 
booking and reservation systems, property 
management systems, point-of-sale 
platforms, and foundational customer 
relationship management and revenue 
management tools, over advanced AI 
capabilities. 

As a result, other sectors are further 
ahead on the technology as well as the AI 
implementation curve. This is likely to change 

for travel and hospitality businesses once 
they start seeing more value from their AI 
implementations.

Infosys research has identified that preparing 
workforces for AI is a critical factor for 
successful implementation. Respondents to 
the survey were grouped into four archetypes 
based on which of the following definitions 
matched their employee engagement with 
AI: 

•	 Watchers: Organizations with minimal 
engagement with employees on AI, 
and limited or no training, education, or 
change management initiatives.

•	 Explorers: Companies taking initial 
steps to address AI with limited change 
management practices; employees 
have minimal involvement or support in 
understanding AI’s role.

CORE CHALLENGES
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•	 Pathfinders: Organizations with regular 
training and educational programs on AI 
and growing employee engagement.

•	 Trailblazers: Companies fully engaged 
in continuous AI training, education, and 
change management, with employees 
fully supported in understanding and 
adapting to AI.

Infosys research found that travel and 
hospitality has been slower and more 
cautious than other sectors about adopting 
AI, with 59% classified as explorers (Figure 
5). They have limited change management 

practices, and staff have minimal involvement 
or support in understanding AI’s role. 

Even the most advanced AI solutions fail to 
deliver value if employees don’t understand, 
trust, or use them. Strengthening change 
management and employee adoption 
strategies is critical for organizations seeking 
to advance from exploratory AI efforts to 
leading positions in AI maturity. By investing 
in structured change management and 
actively engaging employees, companies 
can overcome these challenges and progress 
in their journey from early AI exploration to 
becoming pathfinders and trailblazers.

Figure 5. Mostly explorers in travel and hospitality

Source: Infosys Knowledge Institute

7%
16%

29%
31%

59%

35%

5%
17%

Trailblazers

Pathfinders

Explorers

Watchers

Workforce readiness
archtypes

Travel and hospitality Overall

https://www.infosys.com/iki/perspectives/balance-people-technology-ai-success.html
https://www.infosys.com/iki/perspectives/balance-people-technology-ai-success.html
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THE GAP BETWEEN 
AMBITION AND 

EXECUTION

Engage the workforce early 

In travel and hospitality, employees such as 
hotel staff, cabin crew, ground operations 
teams, and contact center agents are the 
closest employees to guests and to daily 
operations, making their involvement critical 
to successful AI adoption. Engaging these 
employees early in the development process 
well before any AI solutions are deployed 
helps to ensure that technology aligns with 
workflows, service standards, and guest 
expectations. 

Additionally, building AI use cases with the 
early engagement of these frontline teams 
allows organizations to capture practical 
insights on peak periods, service bottlenecks, 
and guest pain points. Incorporating frontline 
feedback during design and testing reduces 
resistance, improves usability, and ensures 
that new AI tools enhance, rather than 

disrupt, service delivery and operational 
efficiency.

Upskill employees to use AI effectively 

For travel and hospitality businesses, AI 
delivers value only when employees know 
how to interpret and act on its insights. 
Operations teams should be trained to use AI 
outputs for dynamic workforce scheduling, 
predictive maintenance, and energy 
optimization across hotels, airports, and 
transport assets. 

Revenue and marketing teams need to 
understand AI-driven pricing and demand 
forecasts, while managers must learn when 
to rely on AI recommendations and when 
human judgment is required. Upskilling 
programs should focus on practical, role-
based learning rather than technical 
complexity, enabling employees to trust AI as 

https://www.infosys.com/iki/research/travel-industry-outlook2025.html
https://www.infosys.com/iki/perspectives/future-roles-ai-first-organization.html
https://www.infosys.com/iki/perspectives/future-human-centric-workplace.html
https://www.infosys.com/iki/perspectives/future-human-centric-workplace.html
https://worldaviationfestival.com/blog/airlines/reskilling-for-the-ai-era-how-gen-ai-is-changing-the-industry-landscape/
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a decision-support tool that enhances service 
quality, efficiency, and guest satisfaction.

Develop an AI foundry and factory 

Travel and hospitality companies can 
accelerate AI adoption by establishing an AI 
foundry and AI factory model. The AI foundry 
helps identify, prototype, and test high-value 
use cases such as dynamic pricing, demand 
forecasting, energy management, fraud 
detection, and guest personalization. 

Once proven, the AI factory turns these into 
tools that can be standardized, industrialized, 
and scaled across properties, routes, or 
regions. By narrowing focus to between 
three and five high-impact use cases, 
organizations can move beyond fragmented 
experimentation and achieve enterprisewide 
impact. This structured approach ensures 
faster time to value while building reusable 
capabilities across the business.

Evangelize AI success stories to build trust  

Highlighting real examples — such as 
improved occupancy through smarter 
pricing, reduced energy costs in hotels, 
faster guest issue resolution, or lower fraud 

losses — makes AI relevant to everyday 
work. Communicating these wins through 
town halls, internal platforms, and leadership 
messaging reinforces how AI supports 
employees rather than replacing them. 
When staff see clear outcomes tied to service 
quality, cost savings, or workload reduction, 
they are more likely to trust AI, adopt new 
tools, and actively contribute ideas for future 
innovation.

Establish a centralized AI task force 

A centralized AI task force is critical for travel 
and hospitality organizations to manage AI 
responsibly and at scale. This group should 
define governance frameworks, ethical 
guidelines related to responsible AI, data 
standards, and decision-making processes 
related to AI use across brands, regions, 
and functions. Clear policies help address 
risks around guest data privacy, regulatory 
compliance, and algorithmic bias while 
ensuring consistency in AI deployment. 
The task force also aligns AI initiatives with 
business strategy, prioritizes investments, and 
monitors outcomes. With strong governance 
in place, companies can scale AI confidently 
while maintaining trust, accountability, and 
operational discipline.

https://www.infosys.com/iki/research/top10-ai-imperatives-2025.html
https://www.deloitte.com/uk/en/Industries/consumer/blogs/embracing-the-future-ais-transformative-role-in-hospitality.html
https://www.deloitte.com/uk/en/Industries/consumer/blogs/embracing-the-future-ais-transformative-role-in-hospitality.html
https://www.infosys.com/iki/perspectives/responsible-ai-foster-workplace.html
https://www.infosys.com/iki/perspectives/responsible-ai-foster-workplace.html
https://hospitality.economictimes.indiatimes.com/news/speaking-heads/how-ai-is-redefining-hospitality-and-why-we-need-policies-to-guide-it/118925567


Knowledge Institute

16  |  AI in travel and hospitality: Business Value Radar 2026 External Document © 2026 Infosys Limited 

CONCLUSION

The future of AI in travel and hospitality will 
be defined less by technology availability and 
more by an organization’s ability to embed 
intelligence into everyday decision-making 
and service delivery. 

As competitive pressures intensify and guest 
expectations continue to rise, companies 
will need to move beyond incremental 
experimentation, treat AI as a business-
wide capability, and recognize people as 
critical enablers of value creation. They must 
ensure to align leadership intent, workforce 
readiness, and operational priorities 
to translate AI potential into sustained 
performance improvements.

Companies will need to create an 

environment where employees are 
empowered to work alongside AI, 
governance structures provide clarity and 
confidence, and innovation is disciplined yet 
scalable. This requires a deliberate shift from 
fragmented pilots to repeatable models that 
can be deployed across brands, geographies, 
and functions. Organizations must foster trust 
both in the technology and in the change 
process by making outcomes visible and 
relevant to employees’ daily roles. 

By closing the gap between aspiration and 
execution, travel and hospitality companies 
can realize AI benefits — resilience, efficiency, 
and differentiated guest experiences — and 
position themselves to lead rather than follow 
in an increasingly AI-driven industry.
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APPENDIX A: USE CASES 
Based on interviews with subject matter 
experts and desk research, we collated 55 use 
case types across 14 categories (Figure A1). 
We similarly collated 77 industry-specific use 
case types across 15 industry sectors (Figure 

A2). All these use case types are themselves 
at a level of abstraction higher than a specific 
use case, to make the survey manageable — 
but they are also relevant for all respondents. 
The survey asked respondents to select up 
to five functional categories out of 14 (Figure 
A1), where their companies are pursuing AI 
initiatives.

Figure A1. Functional categories and their use case types

Source: Infosys Knowledge Institute

Capability Use case type Capability Use case type

1. Content
intelligence

• Generate content
• Manage content
• Analyze content
• Content performance

8. Fraud, risk,
and compliance

• Fraud detection and prevention
• Risk modelling and analytics
• Compliance

2. Customer
service

• Improve/support customer service agents
• Automated self-service/AI assistants
• Customer service performance and analysis
• Personalized customer service

9. Software
development

• Legacy code migration and modernization
• Developer code assistant
• Automating code development
• Testing code/QA

3. Cybersecurity
and resilience

• Threat and anomaly detection
• Enterprise resilience monitoring

10. Sustainability • Supply chain transparency
• Energy optimization
• Material reuse, circular economy/products

4. Marketing • Customer segmentation
• Optimizing marketing strategy
• Marketing asset creation
• Personalized marketing

11. Workforce • Performance management
• Talent acquisition and management
• Assist employee work�ow
• Personalized onboarding and employee

experience
• Workforce management and scheduling

5. Sales and
revenue

• Find cross-sell/up-sell opportunities
• Churn prevention
• Optimizing sales strategy
• Supporting sales executives
• E-commerce product recommendations

12. Procurement
and supply chain

• Supplier risk assessment
• Supply chain optimization
• Supply chain forecasting
• Procurement and contract management
• Protecting the bid process

6. IT, operations,
and facilities

• Asset management
• AI-orchestrated processes
• Smart buildings/smart warehouse

automation
• Incident management and ticketing

13. Manufacturing • Smart, connected factory
• Preventive maintenance for assets
• Quality assurance with autonomous

decision-making (defect detection)
• Safety, security, and risk assessment
• Demand forecasting and inventory

7. Product
development

• Product design and innovation
• Product testing
• Personalized product development

14. Finance • Invoice and payment processing
• Expense management
• Cash�ow forecasting/optimization
• Automated �nancial reporting
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Respondents provided details on these 
categories, which were the top five that their 
company is already interested in. As such, 
this is a self-selecting sample. In Figure 1, for 
example, we would typically expect far more 
projects that had failed, been canceled, or 
been in pilots for what is an early stage and 
experimental technology. Each category 
had between two and six common use case 
types (for example, product recommendation 
use cases in the sales and retail category). 
For each use case type within a category, 
respondents were asked about the stage 
of implementation of their initiative(s). 
Options for this question were: No plans to 
implement; planning; created POC or pilot; 
canceled before deployment; deployed, not 
generating business value; canceled after 

deployment; deployed, generating some 
business value; deployed, achieving most or 
all objectives. Respondents were then asked 
about the amount of spending for that use 
case type to date (from any start date). This 
was followed by questions about the amount 
of operational or business model change 
as well as the amount of change in data 
structures and technical architecture needed 
for each use case type.

Finally, respondents were asked about the 
proportion of their user base that accepted 
and used the AI tool deployed (if any) for 
each use case type. The same series of 
questions was asked for industry-specific use 
case types for the industry of the respondent 
(Figure A2).
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Figure A2. Industry-specific use case types

8. Life sciences • Drug discovery
• Clinical trials
• Image and voice processing and diagnosis
• Regulatory and submissions
• Personalized and digital medicine

Industry Industry-speci�c use case Industry Industry-speci�c use case

1. Automotive • Autonomous driving agents
• Immersive vehicle infotainment with

voice assistant
• AI-powered navigation systems with �eet

management
• Vehicle diagnostics and predictive maintenance
• Vehicle usage analysis for usage-based insurance

9. Logistics • Delivery route optimization
• Returns management
• Automated warehousing
• Capacity management
• Autonomous delivery vehicles
• Predictive maintenance

2. Consumer
packaged
goods

• Price pack architecture
• Recipe creation
• Loyalty programs
• Visual merchandising
• Smart and sustainable packaging
• AI-driven new product launch execution

10. Manufacturing • Streamlined product development and design
• Parts procurement and contract management
• Smart, automated factory with preventive

maintenance
• Digital supply chain and logistics
• Quality assurance with autonomous

decision-making

3. Energy,
mining, and
utilities

• Environmental impact modeling
• Carbon capture, utilization, and storage (CCUS)
• Energy trading
• Building electri�cation
• Predictive maintenance
• Exploration

11. Retail • Physical retail experience
• E-commerce retail experience
• Sta� scheduling
• Virtual try-on
• Consumer research
• Returns management

4. Financial
services

• Reconciliations
• Dispute prediction
• KYC
• Pretrade analytics
• Trade �nance

12. Travel and
hospitality

• Disruption management of �ights
• O�er bundling
• Sta� planning
• Security management
• RFP management for large hotel events

5. Healthcare • Radiology
• Patient triage
• Personalized treatment and care
• AI-enhanced telemedicine

13. Telecommunications • Network life cycle management
(planning/design/optimization/slicing)

• Smart network operations (includes predictive
maintenance, self-healing, an digital twins)

• Network security
• Wireless channel modeling
• Customer onboarding or registration

6. High tech • Silicon design
• Process optimization for better yield
• Self-optimizing data centers
• Digital twins of complex systems

14. Professional
services

• Sta� utilization
• Market/client research and strategic planning
• Project/case management
• Client advisory services
• Ethics, compliance, and reporting

7. Insurance • Application approval, policy management,
and renewals

• Claims processing
• Risk assessment and underwriting
• Telemetry 

15. Public sector • Decision management 
• Personalized bene�ts counseling
• Eligibility determination
• Case management
• Regulatory compliance
• Accessibility

Source: Infosys Knowledge Institute
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APPENDIX B: RESEARCH APPROACH

Expert analysis and interviews
Interviewed AI experts to formulate and validate which AI use cases and use case types are most 
salient to each category or industry, and to gain additional insights into the findings.

Survey
Surveyed 3,798 senior executives (250 in travel and hospitality), representing more than 3,200 
companies (216 in travel and hospitality), between December 2024 and January 2025 about AI 
use cases being pursued at their companies. Respondents represent businesses with more than 
$1 billion in annual revenue across 14 industries in the US, Canada, UK, France, Germany, 
Nordics, Australia, and New Zealand. We also included public sector organizations with budgets 
of $1 billion or more from the US and Canada.

See Appendix A for specific survey methodology for use case types.

Model
Created scores for viability (based on probability of success), required transformation, and 
acceptance of AI tools for each use case type. Viability scores were weighted to favor use cases 
that had achieved most or all business objectives. Each of the three scores is normalized relative 
to a mean of 1 for more meaningful visualization. Adjusted average spending is the spending 
adjusted for company size (those with larger revenues tend to spend more on use cases and 
those with smaller revenues tend to spend less), where 1 represents the average spending per 
implementation ($1.96 million).

Source: Infosys Knowledge Institute
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Analysis and production

Infosys Topaz is an AI-first set of services, solutions, and platforms using generative AI 
technologies. It amplifies the potential of humans, enterprises, and communities to create value. 
With 12,000-plus AI assets, more than150 pre-trained AI models, and more than 10 AI platforms 
steered by AI-first specialists and data strategists, and a responsible-by-design approach, Infosys 
Topaz helps enterprises accelerate growth, unlock efficiencies at scale, and build connected 
ecosystems. Connect with us at infosystopaz@infosys.com.

mailto:infosystopaz%40infosys.com?subject=
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About Infosys Knowledge Institute

The Infosys Knowledge Institute helps industry leaders develop a deeper understanding of business and 
technology trends through compelling thought leadership. Our researchers and subject matter experts 
provide a fact base that aids decision-making on critical business and technology issues.

To view our research, visit Infosys Knowledge Institute at infosys.com/IKI or email us at iki@infosys.com.

http://infosys.com/IKI
mailto:iki%40infosys.com?subject=
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