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Abstract
The current report has focused on the significance of human-AI collaboration in refining services within the UK hospitality industry. The report has been segregated into multiple segments including introduction, literature review, method, analysis and recommendations. Relevant aim and objectives in introduction along with appropriate themes have been elaborated within literature review. The method section has articulated that the adoption of secondary qualitative Data collection without and thematic analysis. While the analysis section has highlighted the utilisation of PESTLE framework to promote the proposed collaboration in Crown Hotel Bawtry and Rossington Hall. Appropriate recommendations have been described to improve the proposed collaboration.
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[bookmark: _4yez6plib5zu][bookmark: _Toc219917545]1.1 Overview of AI and Human Intelligence
Artificial Intelligence (AI) is defined to be technologies that can be passively used as artificial human cognition to carry out their functions like pattern recognition, decision-making and natural language processing (Siemens et al. 2022). Human intelligence introduces empathy, innovativeness and personal engagement to people not found in technology (Abbas et al. 2023). Artificial intelligence and human intelligence are transforming hospitality industry service design, face-to-face interactions with customers and operations, and hotels must find a way to strike equilibrium between the benefits of efficiency and the authentic human experience.
[bookmark: _3axddab9j90y][bookmark: _Toc219917546]1.2 Introductions to Hospitality Industry and the role played by AI and Human Intelligence in it
Hospitality industry in the UK has been revived following the pandemic and the technological aspect has helped to deliver services and experiences to the guests faster. The classical service offerings such as The Crown, Bawtry and Rossington Hall can be exemplified as those environments under which the online instruments have been challenging the activities as well as which can be employed to enhance the activities. About half of the hoteliers believe that they will use AI to profile and market their guests and 58% believe that AI will make the biggest impact in less than 5 years (Lindner, 2025). This leads to the greater strategic importance of the combination of the technological innovation and human service-oriented values.
[bookmark: _akpjd7wb5t96][bookmark: _Toc219917547]1.3 Aim and Objectives
Aim
This contemporary research aims to evaluate the balance between Artificial Intelligence and human collaboration within the hotel and hospitality sector and its impact on the guest experience and customer expectations.
Objectives
· To examine how AI may be applied in hotel guest operations.
· To investigate the impacts of AI on service provision and customer anticipations.
· To analyse how AI-human cooperation can influence the experience of a guest.
· To suggest measures that can bring equilibrium between the effectiveness of AI and human interaction.
[bookmark: _ikc3qvt25shp][bookmark: _Toc219917548]2. Literature Review
[bookmark: _umkfrf8rr3ex][bookmark: _Toc219917549]2.1 AI Adoption in Guest-Facing Hospitality Operations
AI finds applications in customer-facing hospitality services, including bots, self-service kiosks, face recognition check-in, and virtual concierge (Roy and Pagaldiviti, 2023). These technologies are considered as good means of enhancing effectiveness, alleviating waiting time, and uniformity of service delivery between touchpoints. The AI also aids the hotels in case of labour shortages and provides 24/7 support (Morosan and Bowen, 2022). The widespread implementation of AI poses a threat to the personalised service which is used to describe hospitality. Robots might face challenges in following emotions, cultural indicators, as well as complex requests of the visitor, and it may negatively affect the way the services are perceived (Ivanov and Webster, 2019). This comparison shows that despite the use of AI being able to augment the operational performance, the use of AI can still be adopted.
[bookmark: _v0lf991mzxri][bookmark: _Toc219917550]2.2 AI Impact of services and customer anticipations
The AI-based systems have transformed the service delivery process process, enabling organisations to react to requirements more promptly, provide content and choices anticipatively and proactively, and utilise data to justify their choices (Inavolu, 2024). A large number of guests have become more concerned with speed, convenience, and connection to the Web, relating the use of the technology to the new standards of service. Conversely, it is feared that more automation is pushing customer expectations so high that they are not realistic (Elliott, 2024). In case AI systems are not functional, the level of dissatisfaction may be acute because of the anticipation of perfect digital assistance. Also, artificial communication to some guests seems impersonal, especially at high-contact service industries (Chkoniya, 2021). These contradictory opinions mean that AI has put pressure to revise expectations on pro-efficiency guests and posed threats of disappointment that arise when the technological delivery under reliable expectations falls short of high expectations.
[bookmark: _iyr1nh2wlz9m][bookmark: _Toc219917551]2.3 Impact of Human–AI Collaboration on Guest Experience
Human-AI collaboration is usually considered to be a hybrid model that involves efficiency using technology with emotional intelligence and providing personalised care (Ferrada and Camarinha-Matos, 2024). Artificial intelligence is capable of working on mundane issues, whereas employees will be able to take care of relationships and concentrate on the individual needs of guests (Tan et al. 2025). Nevertheless, there is another side of the story that bad collaboration design may treat the guests in a perplexing manner; especially when the duties related to services are redirected between humans and machines. Ineffective handovers or lack of accountability can lead to derailing of services and diminishing trust. Excessive reliance on AI can deteriorate the ability of employees to interact effectively with each other in the long term (Morandini et al. 2023). These negative perspectives indicate that productive human-AI cooperation can lead to better guest experience, but it can only happen when the roles are identified and positions are controlled.
[bookmark: _jv1f6vjj9xec][bookmark: _Toc219917552]2.4 Strategic Approaches to Balancing AI and Human Touch
AI is a key strategic element that can be employed to maintain the quality of service in the hospitality sphere in conjunction with human interaction (Sardesai et al. 2024). Such equilibrium will allow hotels to create more efficiency and save emotions and individual service. This plan helps in offering differentiated services based on guest categories as well as service situations. On the other hand, this balance would be complex and expensive especially to smaller or independent hotels with limited resources. The perceived benefits can be overridden in cases of misapplication of investment in technology, training and system maintenance (Rajgopal and Yadav, 2025). Moreover, brand identity can be eroded by poor implementation. These opposing theses state that the balance between AI and human touch needs to be guided by a definite strategy, sufficient resources and consistent positioning of the service.
[bookmark: _rhqy6cyf6p6a][bookmark: _Toc219917553]2.5 Theoretical Underpinnings
The two theoretical frameworks that will support the research are the Technology Acceptance Model (TAM) and the SERVQUAL model. TAM offers a logical account of the impact of perceived usefulness and perceived ease of use on accepting the use of technology systems by different people (Wang et al. 2025). This can give a solid foundation on the observance of the responses to the Artificial Intelligence in service settings. On the other hand, SERVQUAL bases its assessment of service quality on such dimensions as reliability, responsiveness, assurance, empathy and tangibles (Setiono and Hidayat, 2022). Thus, it prioritises the experiential and relationship-focused dimensions of hospitality. In this research project, TAM assists in analysing the acceptance rates and expectations of AI-enabled services among the guests. SERVQUAL helps determine the impact of human-AI partnership on the perceived quality of the offered services. 
[bookmark: _bzcaw9qn8y0g][bookmark: _Toc219917554]2.6 Literature Gap
Roy and Pagaldiviti (2023), provide a focus on efficiency and underexplore the emotions of guests. Tan et al. (2025), put emphasis on service risks without placing them in the context of analysis of an organisation. Rajgopal and Yadav (2025), pay much attention to technology adoption but do not consider the employees. Such gaps restrict the knowledge of human-AI service dynamics integration. Thematic analysis will help to solve this by synthesising technologies, employee and guest perspectives.
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3.1 Research approach and design 
In terms of evaluating the contribution of advanced technologies such as artificial intelligence on refining guest experience and streamlining business operations within Crown Bawtry Rossington Hall and other hotels, qualitative research approach has been considered. Through descriptive design, a thorough understanding of the positive and negative impact of AI tools on meeting consumer expectations in the hospitality sector can be developed. Moreover, with a qualitative approach, in-depth research has been possible on the benefits of human collaboration and artificial intelligence in the mentioned sector.
[bookmark: _Toc219917556]3.2 Data collection method 
One of the biggest advantages of the secondary data collection method is it helps to access a broad range of authentic information (Mazhar et al. 2021). In terms of analysing the effectiveness of AI technology in introducing virtual options for different events such as breast health seminars and other local events in the Crown Bawtry, secondary data collection technique has been considered by accessing the official website of the mentioned hotel. Apart from that, scholarly articles from online libraries such as MDPI (Multidisciplinary Digital Publishing Institute), ScienceDirect and Google Scholar have been followed.
[bookmark: _Toc219917557]3.3 Analytical technique 
Thematic analysis has been prioritised for assessing the significance of human collaboration and artificial intelligence in the hospitality sector. In aiming to develop relevant themes related to the current research objectives, essential information from the PESTLE framework has been considered.
[bookmark: _Toc219917558]3.4 Analytical tool
PESTLE framework has been used as analytical tool to access essential information on the effectiveness of human-AI collaboration in the hospitality industry of the UK. With relevant information on Crown Bawtry and Rossington Hall from PESTLE analysis, literature gaps can be sufficed.
[bookmark: _11gdklffwi5b][bookmark: _Toc219917559]4. Theme impact analysis
The emergence of AI tools has created radical transformation in the hospitality and hotel sector. According to Awasthi (2022), AI tool has significantly transformed operational efficiency within hotels and restaurants by introducing AI-powered chatbots and other services. Nonetheless, Umasuthan et al. (2017) stated that personal interaction, emotional intelligence and empathy have remained essential to enhance guest satisfaction in people-centred industries such as hospitality. This has created an argument regarding the effectiveness of technological efficiency. In terms of conducting impact analysis, PESTLE framework has been utilised to explore the contribution of human-AI collaboration in Crown Bawtry, Rossington Hall and other hospitality organisations in the UK. 
Political factor: Over the years, political stability in the UK has remained moderate (The Guardian, 2024). Owing to this, different industries including hospitality have acquired the opportunity to focus on improving their services by modifying regulatory frameworks. Management of hotels and restaurants have integrated AI tools within specific areas including data protection and employment policy. However, Dogan et al. (2024) stated that AI automation might eradicate the essentiality of administrative roles which may result in conflict with employee protection policies. In organisations such as Crown Hotel Bawtry, AI has been used to improve services by introducing online check-in options and automatic reservations instead of replacing employees. This approach showcases the strength of mitigating potential political backlash although effectiveness of the mentioned strength is slow.
Economic factor: Research reveals that from 2022 to 2024, GDP per capita income in the UK has declined (Statista, 2026).
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Figure 1: Gross domestic product per capita in the United Kingdom from 1955 to 2024
(Source: Statista, 2026)
Therefore, to offer quality services at reasonable prices, Hotel authorities need to adopt dynamic pricing. With AI tool, organisations have not only decreased operational cost but have also enhanced revenue through demand forecasting. PwC report reveals that approximately 10% reduction has occurred within logistics costs after adopting AI based model (PwC, 2025). In the context of venues including Rossington Hall, AI tools have been used to optimise growing room rates along with evaluating guest performance to improve financial stability (Rossignton Hall, 2025). Nevertheless, it is found that the initial investment cost of AI implementation is extremely high, especially for certain organisations such as Rossington Hall. In terms of maintaining positive business performance, it is important for marriage halls such as Rossington Hall to ensure balance between luxurious services and ROI (return on investment). 
Social factor: The changed expectations among customers have made social factor the most influential one to ensure balance between human interaction and AI adoption in the hospitality sector. It is found that top UK hoteliers have invested lump sum capital in offering comfort and targeted discounts to attract guests (Statista, 2023). 
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Figure 2: Top investments and tools used by UK hoteliers to attract guests
(Source: Statista, 2023)
Maximum guests in Crown Hotel Bawtry prefer digital accessibility and convenience however they also consider personalised attention and warmth for quintessential services (Crown Hotel, 2025). Although AI has succeeded in enhancing service quality yet, human employees offer emotional engagement which is expected by every guest. In Crown Hotel Bawtry, guests prefer a community-oriented and conventional atmosphere. Though AI has made hotel booking more convenient through email communication and online booking. Nonetheless, without human intervention, it is difficult to manage frontline services. 
Technology factor: In the UK hospitality industry, technological advancement is extremely high as the Government has committed to invest 3.5 billion GBP in the future of technology (GOV, 2023). Hotels and restaurants management have gained financial support to introduce different AI applications including CRM systems. For example, Rossington Hall manager can utilise AI-enabled CRM systems to track differences of guests for weddings in terms of developing tailored experiences. The primary strength of the human-AI collaboration depends on high efficiency of refining guest experiences. However, absence of emotional intelligence along with skill gaps to operate the integrated technology might be major limitations of this approach.
Legal factor: In the UK, the hospitality sector has complied with different data protection regulations including the Data Protection Act 2018 and UK GDPR (GOV, 2025). In terms of maintaining legal compliance, management of both Rossington Hall and Crown Hotel Bawtry have followed GDPR and other regulations which have facilitated those organisations to ensure transparency within the security system after implementing AI technology. One of the primary strengths of the proposed collaboration is that it helps to prove that AI is an effective compliance tracking tool. Nonetheless, the possibility of data breaches has remained a limitation of this collaboration which might result in tarnishing the reputation of the hospitality organisation. This indicates the necessity of promoting human implementation of AI governance.
Environmental factor: In the context of environmental factors, it can be stated that AI can promote sustainability through optimised utilisation of energy and reduction of waste. In the UK, specific policies have been introduced to promote waste management (GOV, 2024). Crown Hotel Bawtry and Rossington Hall have followed this policy while refining waste management through AI technology. The mentioned tool has also succeeded in decreasing carbon footprint, full feeling expectations of environmentally cautious guests. For small organisations such as Rossington Hall, the sustainability initiatives through AI tool might be appropriate in enhancing brand image among potential guests. However, the cost of introducing advanced AI tools for reducing electronic waste may be a limitation for the wedding venue.
[bookmark: _inut9rlqos7n][bookmark: _Toc219917560]5. Conclusion
Concluding the report, the above discussion has articulated the significance of human-AI collaboration in reshaping the hospitality industry of the UK. Throughout the discussion, improvement of personalization, sustainability and efficiency through AI tool along with the necessity of promoting emotional intelligence and empathy through human intervention, have been elaborated. Utilisation of PESTLE demonstrated that maximum hotels including Crown Hotel Bawtry and Rossington Hall have benefited from hybrid approaches where even employees manage frontline services and AI technology has refined operational efficiency. 
[bookmark: _kkqllbrqo3mx][bookmark: _Toc219917561]6. Recommendations
The report has clearly indicated that neither human input nor technological advancement can meet changing expectations of guests within the hospitality industry by itself. The discussion below will showcase the necessary advice that the UK hospitality sector should consider to improve its services by strengthening the collaboration between human and artificial intelligence.
Adopting hybrid model: the UK hospitality industry needs to define specific service roles where AI technology manages data-driven and repetitive tasks such as pricing and booking. Employees need to prioritise personalising interactions with guests. 
Investing adequate capital in digital skills and employee training: Agarwal et al. (2022) stated that skill shortage has remained one of the primary issues that every industry has encountered while following the trend of digital disruption. Therefore, constant and updated training programs need to be introduced to enhance digital literacy among existing and new employees within hotels and restaurants. This way, appropriate collaboration with AI technology without affecting human services can be possible. 
Strengthening data and ethical governance: Conspicuous policies should be implemented by the hotel management in terms of ensuring transparency and data protection within the security system. Strong regulations to comply with GDPR should be managed to eradicate the possibility of data privacy issues. 
Emphasising flexibility and guests’ choice: Hotels and restaurant management are recommended to consider personal choice of guests instead of following AI-driven personalisation. This way, comfort and satisfaction of both existing and new guests can be maintained by Crown Hotel Bawtry and Rossington Hall.
Developing alignment between AI integration and strong brand identity: In terms of strengthening brand identity among guests, it is important to modify AI integration procedures based on the current service styles of hotels and different guest profiles. In terms of following this suggestion, managers of hotels and restaurants need to integrate advanced technology that contain multiple features.
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