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I
NTRODUCTION
•
Incorporation of artificial intelligence 
has facilitated better task delivery and 
service 
optimisation
 
in business 
operations.
•
In the specific context of the hospitality 
sector, the incorporation of artificial 
intelligence has evolved. 
•
It has witnessed a phase of early 
disruption to relative maturity within the 
past few years.


OVERVIEW OF 
THE IDENTIFIED 
ISSUE
•
The purpose of integrating artificial 
intelligence in operations in the 
hospitality sector is to provide an 
exceptional customer experience.
•
Moreover, it is associated with the 
maintenance of business ethics (Ford 
and Sturman,2020).
•
In this regard, the report intends to 
identify the issue of loss of human 
touch in hospitality sector service 
delivery and ways to address the 
issue.


LITERATURE 
REVIEW 
•
Incorporation of artificial intelligence has huge 
potential in the development of the hospitality 
sector.
•
It is predicted that the global tourism market 
will reach a total market value of £10,387.4 5 
million in 2030 with the incorporation of 
artificial intelligence (Grandviewresearch.com, 
2025).
•
It is for this reason that the hospitality sector 
across the world has adopted artificial 
intelligence for 
optimising
 
its business 
efficiency.

L
ITERATURE 
REVIEW 
•
It is predicted that there will be a 
CAGR increase of nearly 26.7%.
•
The rise will be due to the 
utilisation
 
of artificial intelligence in service 
delivery(Grandviewresearch.com, 
2025).
•
This huge potential for market growth 
due to the incorporation artificial 
intelligence, results in robust 
technology
-
centric service delivery.
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L
ITERATURE REVIEW
•
Overreliance on technology and loss 
of human interactions leads to a 
decline in work quality of work.
•
The major issue of a lack of balance 
between digital tools and human 
interactions is increased task 
complexity and job insecurity.
•
This may lead to a rise in complexity 
in service delivery within the 
hospitality sector.


L
ITERATURE 
REVIEW 
(
CONTINUED
)
•
 
Therefore,
 
strategic
 
interventions
 
should
 
be
 
implemented
 
to
 
integrate
 
technology,
 
human
 
workforce
 
and
 
ethical
 
business
 
considerations
 
(
Martini,
 
Bellisario
 
and
 
Coletti,
 
2024
)
.
•
 
This
 
may
 
involve
 
adequate
 
training
 
and
 
upskilling
 
of
 
staff
 
for
 
better
 
implementation
 
of
 
technological
 
tools
 
in
 
efficient
 
service
 
delivery
.


APPLICATION OF RELEVANT 
[image: ]THEORETICAL CONCEPTSSCIENTIFIC MANAGEMENT THEORY
· The hospitality industry has adopted technological interventions aligned with scientific management.
· Optimisation of business performance is linked to effective training and collaborative management.
· In this regard, the scientific management theory of Taylor emphasises integrated workflows and economic efficiency as key aspects in organisational management (Dar, 2022).
[image: ]application, the scientific management framework can support the integration of human touch and innovation.
· It may lead to the leveraging of the positive impacts of technological tools.APPLICATION OF RELEVANT THEORETICAL 
CONCEPTS
-
SCIENTIFIC MANAGEMENT THEORY
•
In reference to the hospitality sector 

· It may further help reduce workload for the hospitality sector.
APPLICATION OF 
RELEVANT THEORETICAL 
CONCEPTS-SYSTEMS 
[image: ]MANAGEMENT THEORY
· Incorporation of artificial intelligence in the hospitality sector may lead to task complexity.
· Therefore, the hospitality sector should foster favourable attitudes and beliefs towards service digitisation. 
· The application of the system theoretical framework will enhance the performance of the global hospitality industry. 
[image: ]SUMMARY OF KEY 
POINTS FROM PESTLE ANALYSIS
· The UK has an overall political stability score of 0.51, which creates a 90% confidence rate among the citizens (Theglobaleconomy.com, 2025).
· The per capita income in the UK has averaged 23927.54 GBP between 1960 and 2024 (Tradingeconomics.com, 2025).
· The UK has a 7.0% gender pay gap till April 2024 (Ons.gov.uk, 2025).
· The technology sector in UK businesses contributes to 124 billion GBP in GVA of the UK (Assets.publishing.service.gov.uk, 2025).
· UK businesses are required to comply with environmental regulations such as the Environment Act of 2021 (Legislation.gov.uk, 2025).

IMPACT OF THE CHOSEN 
CONTEMPORARY ISSUE THEME ON 
THE HOSPITALITY SECTOR
•
The impact of artificial 
intelligence adoption on the 
hospitality sector.
•
In a survey, 26% of staff in this 
sector believe that technology 
tools can lead to cost 
optimisation (McKinsey.com, 
2025).
•
36
% felt that it would lead to 
better customisation in service 
delivery (McKinsey.com, 2025).
•
However, artificial intelligence 
will have the risk of high 
employee turnover within the 
hospitality sector (Xu 
et al.,
 
2025).

	CONCLUSION	[image: ]
· The hospitality sector has potential in leveraging operational outcomes by integrating advanced technology and human-centric work.
· However, the incorporation of advanced technological tools, such as artificial intelligence, should be integrated with ethical business practices. 
· The integration of human touch and technological tools should focus on optimising service delivery and minimisation of data breach risks and job loss.

RECOMMENDATIONS
•
Staff can be trained in 
using AI
-
based tools that 
can help in enhancing 
efficiency.
•
Hotels and hospitality 
businesses can 
implement a human
-
centric workforce trained 
through advanced 
workforce programmes 
(
Bondy, 
2021).


RECOMMENDATIONS
•
Hotels and hospitality businesses can 
focus on implementing a human
-
centric workforce which is trained 
through advanced workforce 
development programmes.
•
The hospitality industry can also 
leverage Emotional Intelligence (EI) 
for the human touch in the hospitality 
operations. 
•
The companies can focus on training 
employees in EI competencies such 
as self
-
management, self
-
awareness, 
social awareness and relationship 
management.
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