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Abstract
The report has demonstrated the challenge of loss of human-level interaction in service delivery within the hospitality sector due to the incorporation of digital tools. For this purpose, the report has explored the rapid adoption of digital tools in the hospitality sector and the manner in which it threatens human interaction.
Study scope
The report has analysed the challenges associated with artificial intelligence incorporation in human touch loss within the hospitality sector. Based on these identified challenges, effective interventions have been evaluated for efficient service delivery.
Key Findings
· Artificial intelligence incorporation is predicted to rise in a robust manner in the future within the global hospitality industry.
· In order to address the issue of human touch loss, a technology-centric workforce has to be trained in the hospitality industry.
Recommendations
· Organisations need to implement balanced scorecard metrics
· Businesses can incorporate data privacy regulations for integrating technology without risking jobs.
Challenges 
· Funding is required to skill staff
· Adaptability among customers for integrated service delivery 
Conclusion
The integration of human interaction with technology enhances performance optimisation and service delivery within the hospitality sector.
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[bookmark: _Toc211501511]1.1 Overview of the chosen contemporary issue 
The global hospitality industry operates with the key focus of creating exceptional customer experience through sustainability initiatives and ethical leadership (Ford and Sturman, 2020). For incorporating sustainable management of the hospitality sector, especially after the post-pandemic period, concepts of 'digital hospitality' have gained prominence (Costa and Costa, 2022). However, the rise in 'digital hospitality' has often led to the issue of decreased human touch. In this regard, the report will underscore the challenge in balancing 'human touch' and advanced technology in addressing customer satisfaction in the global hospitality industry.
[bookmark: _Toc211501512]1.2 Relevance of the chosen issue in the hotel and hospitality sector
The contemporary hospitality industry is characterised by advanced innovation and regenerative trends (Sharma, Singh and Tyagi, 2024). However, there are concerns regarding a decrease in human touch from the hospitality sector due to the adoption of technological solutions. Studies highlight that customers prefer human interactions despite concerns about the pandemic. Although 'tech touch' tourism has become relevant, there are issues regarding the absence of 'human warmth' and 'interactive relationships' in technology-driven hospitality operations (Lei et al., 2025). Therefore, the issue of loss of balance between human touch and technological information is relevant for evaluating the future scope of global hospitality management.
[bookmark: _Toc211501513]2. Literature Review 
[bookmark: _Toc211501514]2.1 Analysis of artificial intelligence adoption in the hospitality industry 
Artificial intelligence has witnessed an increased adoption in the global hospitality industry to enhance service delivery and customer satisfaction. The artificial intelligence-based global tourism market has reached 2526.31million GBP in 2024 and is predicted to reach 10,387.45 million GBP by 2030. It accounts for a rise in CAGR by 26.7% between 2025 and 2030 (Grandviewresearch.com, 2025). For instance, in 2024, the Ministry of Transport collaborated with Huawei for optimising infrastructure and improving real-time operational visibility in the hospitality sector. In terms of technology-related solutions, the hospitality sector gained 64.1% revenue share in 2024.
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Figure 1: Graph depicting the adoption of 'artificial intelligence' in the global tourism market
(Source: Grandviewresearch.com, 2025).
On the other hand, in the context of the UK, the rate of artificial intelligence adoption is highest in the legal sector, followed by hospitality and health, which has a lower adoption rate of 11.5%. In this sector, artificial intelligence adoption is focused on 'machine learning' and advanced data management. Health care service delivery within the hospitality sector is estimated to witness the highest job gains in the next 20 years due to the incorporation of artificial intelligence and advanced digital tools.
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Figure 2: Rate of artificial intelligence adoption in the UK hospitality sector relative to other businesses
(Source: Forbes.com, 2025)
[bookmark: _Toc211501515]2.2 Positive and negative implications of artificial intelligence adoption in the hospitality industry 
Adoption of artificial intelligence in the global hospitality sector is predicted to boost efficient management, organisation and facilitation of operational reform. In this regard, Ruel and Njoku (2021) state that technology-induced hotel and tourism operations strengthen customer satisfaction and reliance regarding request customisation, making reservations and purchasing hospitality-based products. In contrast, Zvaigzne et al. (2025) argue that artificial intelligence adoption has certain negative consequences on the global hospitality industry. The prominent consequence is loss of human-centric interactions between the customer and the service that often degrades customer trust and liability on the specific service.
Prominent hospitality sector businesses have benefited from rapid AI adoption. For instance, Hilton in the UK incorporates artificial intelligence applications for providing 'hyper-personalised' guest experiences to improve operational efficiencies (Klover.ai, 2025). It is predicted that through such intervention, Hilton will witness a 5%-8% revenue increase in future (Klover.ai, 2025). On the other hand, prominent hotels in the UK are exposed to the risk of data breaches due to artificial intelligence adoption. For instance, Marriott Hotels were fined 18.4 million Euros for a major data breach in 2020 that affected 7 million guests (BBC, 2025). Thus, in spite of the scope, there are certain negative implications of technology adoption in the hospitality sector.
[bookmark: _Toc211501516]2.3 Evaluation of the issue of loss in 'human touch' in the hospitality industry 
Despite the profound influence of artificial intelligence adoption on the hospitality sector, it results in certain negative consequences. The first issue is ‘technological stress’ that often disrupts the efficient operation of the hospitality business. Moreover, Yasin et al. (2021) opine that increased adoption of artificial intelligence in the hospitality industry leads to 'overdependencies' in technology, leading to uncertainty of the 'human role' in service delivery. Therefore, in contrast to the common belief of job implication, loss of human touch often results in increased job complexity and overload. The risk of job uncertainty and overload hampers the quality and speed of service delivery in the hospitality sector in the long run.
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Figure 3: Negative impacts of artificial intelligence on hospital sector operations
(Source: Yasin et al., 2021)
Contrary to the above understanding, according to Parkash, Ngoruh and Chhabra (2022), technological intervention in the hotel industry impacts 'real-time' communication and coordination between customers and service delivery authorities. Although technological tools such as cloud-based 'PMS' allow better communication among hotel chains, they often restrict the role of 'word-of-mouth' service to enhance customer satisfaction in the hospitality sector. Therefore, loss of human touch often limits the scope of enhanced customer satisfaction within the hospitality industry.
[bookmark: _Toc211501517]2.4 Strategic interventions to maintain balance between technology incorporation and 'human touch' in the hospitality industry 
With respect to the above-identified challenge of loss of 'human touch' in the hospitality sector, certain strategic interventions may be adopted. For this purpose, an integration is needed between technology, human capability and ethical consideration for responsible incorporation of artificial intelligence in service delivery (Martini, Bellisario and Coletti, 2024). The hospitality sector may consider the incorporation of artificial intelligence as an internal tool to strengthen the operational capability of staff instead of replacing them with digital tools. 
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Figure 4: Integration between technology adoption and leveraging human capabilities 
(Source: Martini, Bellisario and Coletti, 2024)
For this purpose, businesses in the hospitality sector may adopt an integrated technology suite for centralising customer data. This will enable better anticipation capability of the hospitality teams (Clegg, Skyttermoen and Vaagaasar, 2021). For instance, HTL Hotel chains focus on a transversal approach for integrating technology and staff capability (Hospitalitynet.org, 2025). The 'HTL Experience Centre' addresses the issue of human staff replacement by adopting artificial intelligence in delivering personalised service and facilitating the organisation in the work performed by the hotel staff.
[bookmark: _Toc211501518]3. Method 
[bookmark: _Toc211501519]3.1 Data Collection Procedures 
Data collection from secondary sources has been considered appropriate for conducting the study on the hospitality sector. The rationale behind considering secondary sources lies in their advantage of time and cost optimisation in integrating information related to the study area. Moreover, secondary sources enhance the scope of subjective interpretation of a specific issue (Mazhar et al., 2021). In regard to the study of the hospitality sector, consideration of secondary sources will enable a broader evaluation of the manner of integrating human-centric labour and technology for efficient service delivery.
[bookmark: _Toc211501520]3.2 Analytical techniques 
Qualitative analysis will be considered suitable for this study for the purpose of collecting and disseminating data into relevant themes to accomplish the study objectives. In this regard, qualitative analysis involves the collection and interpretation of information collected from relevant sources and categorising the data into significant themes for alignment with the study objectives.
[bookmark: _Toc211501521]3.3 Relevant frameworks 
Use of relevant frameworks provides a suitable roadmap for conducting a study in a simplified manner. In this respect, the frameworks of the technological acceptance model and behavioural reasoning have been applied for understanding the scope of the balance between artificial intelligence and the maintenance of human touch in service delivery within the hospitality sector.
[bookmark: _Toc211501522]4. Analysis of the identified theme 
[bookmark: _Toc211501523]4.1 Theme impact analysis with PESTLE framework 
	PESTLE factors
	In relation to the UK
	Impact on the hospitality sector

	Political
	· Political stability score of 0.51 (Theglobaleconomy.com, 2025).
· Indicating a stable political structure.
· Likelihood of lower political violence and terrorism, Theglobaleconomy.com, (2025).
· 90% confidence rate among UK-based people regarding the political environment under the current Government (Tradingeconomics.com, 2025a).
	Medium

	Economic
	· Current GDP of the United Kingdom is 2.78 trillion pounds GBP as of 2024 (Statista.com, 2025). 
· The average per capita income of the UK is 23,927.54 GBP between 1960 and 2024 (Tradingeconomics.com, 2025b).
· Cost of living in the UK ranges between 651.75 GBP and 772.96 GBP in 2025 (Foyerglobalhealth.com, 2025).
	High 

	Social
	· The gender pay gap among UK-based employees is 7.0% in April 2024 (Ons.gov.uk, 2025).
· The UK ranks 22nd out of 153 nations in the gender justice index (Amnesty.org.uk, 2025).
· High income inequality.
· Prominent fall in income for the bottom 10% of the UK population (Commonslibrary.parliament.uk, 2025).
	Medium

	Technology
	· Technology-related businesses contribute to 124 billion GBP in Gross Value Added (GVA) of the UK in 2023 (Assets.publishing.service.gov.uk, 2025).
· Specifically, London has 67% of artificial intelligence adoption rate (Productivity.ac.uk, 2025).
· Most preferred nation for technology-oriented business.
	High

	Legal
	· Requirement of business compliance with the Companies Act, 2006 (Legislation.gov.uk, 2025a).
· Requirement of adhering to the regulation of corporate tax, capital gains related regulations.
· Adherence of UK-based businesses to contract regulation and consumer rights laws. 
	Medium 

	Environmental
	· Compliance with the regulations under the Environment Act of 2021 (Legislation.gov.uk, 2025b).
· Compliance with Environmental regulations of 2004.
· Abiding by the Net Zero target and reduction in carbon emissions.
	High 


Table 1: Impact analysis through the PESTLE framework
Analysis
Based on the above table, it has been understood that the macro environmental conditions in the UK are favourable for balancing artificial intelligence and 'human touch' for leveraging better service delivery in the hospitality sector. In this regard, the favourable political and technological factors have the potential to integrate technology-induced human workforce in the UK hospitality sector. Moreover, integration of artificial intelligence in the service delivery of the hospitality sector is favourable in respect of the favourable economic environment in the UK.
[bookmark: _Toc211501524]4.2 Impact of the contemporary theme on the hospitality and hotel industry 
The travel sector within the hospitality industry has been prominently impacted by the loss of human touch due to the incorporation of artificial intelligence. Based on a survey of 1000 travellers and 86 travel executives, it has been found that the travel industry will develop in future due to the transformative capabilities of artificial intelligence. The positive impacts of artificial intelligence will be on cost optimisation, as reported by 26% respondents, and 36% feel the hospitality sector will benefit from enhanced customer personalisation and quality outcome in service delivery (McKinsey.com, 2025). On the other hand, based on a study by Xu et al. (2025), it has been understood that integration of artificial intelligence within the hospitality industry increases the risk of high employee turnover. It reduces the scope of employment, especially for frontline workers. Therefore, the missed impacts of artificial intelligence adoption in the hospitality industry make it significant to establish a balance between human work and technology-driven outputs.
[bookmark: _Toc211501525]4.3 Reflection on the level of impact 
[bookmark: _Toc211501526]4.3.1 Strengths 
Based on the analysis of technology adoption's impact on the loss of human touch in the hospitality industry, it has been understood that there are certain positive aspects. For instance, I have understood that an increase in artificial intelligence applications may reduce the workload on employees, which can significantly address work-related health issues in the long run. Moreover, integrating technological incorporation in the hospitality sector may positively impact the optimisation of service delivery by staff for catering to the needs of customers. In addition, technological incorporation may create new job opportunities, for instance, in technical domains within the hospitality sector.
[bookmark: _Toc211501527]4.3.2 Limitations 
However, I have evaluated that there is a scope of prominent risks in the absence of appropriate linkage between technological tools and 'human touch' in service delivery. I have understood that customers often feel dissatisfied in the absence of warmth and human interaction and cooperation for catering to their demands. Moreover, from the organisational perspective, staff may be exposed to increased risk of job loss due to work done by artificial intelligence and its associated tools. Additionally, overreliance on artificial intelligence has the risk of increasing data breach risks for the customers.
[bookmark: _Toc211501528]5. Conclusion
In retrospect to the above discussion, it has been concluded that the hospitality sector can leverage its operational outcome by integrating advanced technology and enhancing 'human touch' in service delivery. It has been inferred that the incorporation of artificial intelligence has certain merits and demerits in the operation of the hospitality sector. The advantages involve streamlining of complex tasks and cost optimisation. On the other hand, risks involve the threat of job loss and data breach issues. However, integration of artificial intelligence and a human-centric workforce can address the risks and optimise service delivery in the hospitality sector.
[bookmark: _Toc211501529]6. Recommendations 
[bookmark: _Toc211501530]6.1 Investment in staff training 
Providing appropriate training to staff for adopting advanced technology optimises organisational performance and service delivery by staff (Jackson and Allen, 2024). In this regard, the hospitality sector may optimise funds, time and resources for providing advanced training to staff in incorporating artificial intelligence in the service delivery. The staff may be trained to use artificial intelligence tools such as ‘Integrate.io' or 'Talend' to customise rooms based on client preferences. Moreover, the utilisation of artificial intelligence tools can be focused on collecting and integrating data from customers for improving hotel and tourism services (Cooper and Hall, 2019). It will result in a reduction of time and costs, along with maximisation of customer satisfaction.
[bookmark: _Toc211501531]6.2 Strengthening technology-enhanced human-centric workflows 
A human-centric workforce trained in advanced technology enables seamless work with enhanced efficiency and optimisation of business operations (Bondy, 2021). Similarly, in respect of artificial intelligence adoption in the hospitality sector, a technologically inducted human-centric workforce may simplify complex and time-consuming tasks with better coordination and performance improvement. Software platforms such as 'X publisher' may be used by the hospitality industry to focus on task optimisation for people through user-friendly and intuitive technology collaboration.
[bookmark: _Toc211501532]6.3 Implementation of balance metrics
The contemporary tourism industry is characterised by trends and practices for promoting business dynamics (Batabyal and Das, 2019). In this context, for utilising the advantages of artificial intelligence in operational efficiency, the global hospitality industry may establish balanced scorecard metrics for integrating human-centric and technological service delivery. The use of balanced scorecard metrics will enable better monitoring of the performance of employees and the ethical use of digital tools. Moreover, the incorporation of balanced scorecard metrics positively benefits communication between the staff and customers for strengthening 'human touch' with advanced digital tools. Therefore, it enables the maintenance of consistency between organisational departments and allocated tasks.
[bookmark: _Toc211501533]6.4 Leveraging the emotional intelligence element in the hospitality sector staff
The functioning of the tourism sector is often inclined to interpret philosophical aspects of staff and customers (Tribe, 2009). In this regard, emotional intelligence plays a crucial role in the optimisation of service delivery. Emotional intelligence skills among staff of the hospitality sector facilitate leadership effectiveness and strengthen business dynamics by integrating technology adoption, such as artificial intelligence, and strengthening 'human touch' in developing service delivery within the hospitality sector. Leveraging emotional skills in service delivery develops trustworthiness among organisational staff and adaptability to the incorporation of artificial intelligence in service delivery in the hospitality sector.
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