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Political Factors
Compliance with GDPR laws and regulations
Government support for digital innovation
Strength: Enhances customer confidence

Limitation: Compliance with regulations raises complexity

conomic Factors al Factors

Digital technologies increasing visitor happiness and

Operational cost pressures

Reduced long-term costs. loyalty (Bastola et al., 2025).

Strength: Enhances service quality Strength: Increases brand differentiation and

Limitation: High initial investment can be costly contemporary suavene

Limitation: Constant upgrades and resource burden
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Technological Factors
Cloud computing, machine learning, Al and IoT
Rapid Technological Obsolescence (Liu, 2024).

Innovation Diffusion Theory, adoption levels differ in organisations

Strength: Increases brand differentiation

Limitation: Fast rate of tech evolution demands

Environmental Factors
Energy-efficient technologies through digital systems (Immadisetty,
2024).
Green Consumerism
Strength: Facilitates CSR

Limitation: Need investment in infrastructure

BA International hotel management iGentcmporary Themes in the Hotel and
Hospitality Sector (BMIH6001)

Legal Factor
legal management of digital transactions (George, 2024).

safeguarding guest information (Pipyros and Liasidou, 2025).
Strength: Strength preserves brand image and fosters trust

Limitation: Increasing legal complexity





image9.png
Artificial Intelligence (AI) will continue to greatly influence the future of work in the hospitality industry in partnership
with humans.

Theoretically, the TAM, Innovation Diffusion Theory and Dynamic Capabilities suggest that successful Al integration relies
on virtous linking of digital systems and human capabilities.

The PESTEL analysis illuminates the multidimensional external factors that affect Al in the hospitality sector.
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» For successful Al integration in hospitality, hybrid service models are necessary, where AI and human beings work
together, Al performing routine tasks whereas humans providing emotional hospitality, cultural sympathy
and personalised encounters.

» Moreover, strong cybersecurity policies need to be in place for the protection of the guest data and to comply with global
digital standards (Khadka, 2025).

» Technology deployment also needs to be inclusive serving differences in digital literacy for both employees and visitors.

A Irter ontemporary Themes in the Hotel and
90 ¢ & < Hospitality Sector (BMIH6001)





image11.png




image12.png
Reference List

3astola, A., Wang, H., Boroujeni, S.P.H., Brinkley, J., Moshayedi, A.J. and Razi, A., 2025. Driving Towards Inclusion: A Systematic
AT-pow sibility Enhancements for People with Disability in Autonomous Vehicles. JEEE A

Busulwa, R., 2020. Hosp

s 7. Routledge
da Silva, A. and Cardoso, A.J.M., 2024. Redefining Coopetition Through Service-Dominant Logic: A Path to Innovation and Value Co.
Cr t1
George, A.S., 2024. Consequences of Enterprise Cloud Migration on Institutional Information Technc vledge. Partner
Universal Ir ve Research Publication, 2(2), pp.38-55
Hussein, H., Albadry, O.M., Mathew, V., Al-Romeedy, B.S., Alsetoohy, O., Abou Kamar, M. and Khairy, H.A., 2024. Digital | rship
nd tainable competitive advantage: leveraging green absorptive capability and eco-innovation in tourism and hospitality
businesses. Sustainab

Uy

emporary Themes in the Hotel and

Hospitality Sector (BMIH6001)





image13.png
Reference List (Contd.

Immadisetty, A., 2024. SUSTAINABLE INNOVATION IN DIGITAL TECHNOLOGIES: A SYSTEMATIC REVIEW OF ENERGY-
EFFICIENT COMPUTING AND CIRCULAR DESIGN PRACTICES. INTERNATIONAL JOURNAL OF COMPUTER ENGINEERING
AND TECHNOLOGY, 15(06), pp.1056-1066.

Ivanov, S., & Webster, C. (Eds.). 2019. Robots, artificial intelligence, and service automation in travel, tourism and hospitality (1st ed.).

Emerald Publishing.

Jayawardena, C., Ahmad, A., Valeri, M. and Jaharadak, A.A., 2023. Technology acceptance antecedents in digital transformation in

hospitality industry. International Journal of Hospitality Management, 108, p.103350.

Kali, C. and Daviglus, M., 2024. Sustainable Growth through Technological Disruptions: Federal Reserve Policies and Economic Impact.

5. Khadka, K., 2025. Cybersecurity Challenges and Solutions in the Digital Transformation of Hospitality. Available at SSRN 5219742.

6. Khadka, K., 2025. Cybersecurity Challenges and Solutions in the Digital Transformation of Hospitality. Available at SSRN 5219742.

7. Kulkarni, P., Pradeep, B., Yusuf, R., Alexander, H. and ElSayed, H., 2024. Enhancing occupant comfort and building sustainability: lessons

from an internet of things-based study on centrally controlled indoor Shared spaces in Hot Climatic conditions. Sensors, 24(5), p.1406.

emporary Themes in the Hotel and

piey 0
90 s &« Hospitality Sector (BMIH6001)





image14.png
Reference List (Contd.)

Nariswari, A. and Vargo, S.L., 2024. Service-Dominant Logic: Theoretical Foundations and Directions. In Humanism in Marketing:

Responsible Leadership and the Human-to-Human Approach (pp. 153-186). Cham: Springer Nature Switzerland.

Oko-Odion, C. and Angela, O., 2025. Risk management frameworks for financial institutions in a rapidly changing economic

landscape. Int J Sci Res Arch, 14(1), pp.1182-1204.

Pipyros, K. and Liasidou, S., 2025. A new cybersecurity risk assessment framework for the hospitality industry: techniques and

methods for enhanced data protection and threat mitigation. Worldwide Hospitality and Tourism Themes.

Pitelis, C.N., Teece, D.J. and Yang, H., 2024. Dynamic capabilities and MNE global strategy: A systematic literature review-based
novel conceptual framework. Journal of Management Studies, 61(7), pp.3295-3326.

Prayag, G., Jiang, Y., Chowdhury, M., Hossain, M.I. and Akter, N., 2024. Building dynamic capabilities and organizational resilience
in tourism firms during COVID-19: A staged approach. Journal of Travel Research, 63(3), pp.713-740.

Taherdoost, H., 2018. A review of technology acceptance and adoption models and theories. Procedia manufacturing, 22, pp.960-967.

Zade, A.A.R.O.H.I. and Sethi, S.U.R.ILN.D.E.R., 2024. Transforming hospitality: the digital revolution in post-pandemic hotel
management. International Journal of Cultural Studies and Social Sciences, 20(2), pp.42-51





image1.jpeg
» The hospitality industry is evolving to meet new consumer patterns (Jayawardena ef al., 2023).

» Technology uptake is now a crucial strategy for hotels to adapt to the new environment.

> This study investigates the future of work in the hotel industry by understanding the joint task force of Artificial Intelligence

(AI) and human workers, as per (Bolotenko, 2020).
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Human-AlI collaboration is being increasingly promoted as a dual-service
model.
According to Nariswari and Vargo (2024), the Service-Dominant Logic theory
also contributes significantly to the history of the development of serving
through technology.
The Innovation Diffusion idea, which explains how inventions spread over time
among a population, is another relevant idea (Mbatha, 2024).
» Innovation Diffusion theory explains how inventions spread among a
population (Prayag et al. 2024).
» Al brings efficiency to transactions while humans contribute

emotional richness and service flexibility.
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Literature Review (Cont.)

» Theoretical Foundations of Al Integration in Hospitality

» 1. Technology Acceptance Model (TAM):

» Davis (1989) introduced TAM to explain user acceptance of technology.

* In hospitality, perceived usefulness (e.g., efficiency) and ease of use
(e.g., guest-facing Al kiosks) are vital for adoption (Mastour et al., 2025).

* Recent studies suggest TAM extensions (e.g., TAM2, UTAUT) better
capture the human-Al collaboration complexity (Taherdoost, 2018).

« 2. Service-Dominant Logic (S-D Logic):

» Promotes value co-creation between human and Al resources (Nariswari
and Vargo, 2024).

= Reframes’/Alnotjustas aitoolbutas aicoltabsorative “actor” in the
service network.
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Literature Review (Cont.)

* Empirical Evidence on Human-Al Synergy
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» Organisational Readiness and Workforce Transformation

» 1. Skills Gap and Training Needs:

» Li (2024) emphasizes the need for “reskilling” hospitality workers
to collaborate with Al systems.

* Human workers need competencies in data interpretation,
emotional intelligence, and tech interaction.

» 2. Organisational Culture and Leadership:

* Busulwa (2020): Successful digital transformation requires
visionary leadership and change management.

« Resistance from staif due tofear of redundancy is a major barrier
(Zade and Sethi, 2024).
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