                                                 [image: A logo with text on it

Description automatically generated]
Academic Discipline of Hospitality and Tourism                                   
                                Management
      BA (Hons) International Hotel Management
Module Title: Contemporary Themes in the Hotel     
                     and Hospitality Sector
                  Module code: BMIH6001
                               LEVEL 6

Assignment One: Conference Research Paper

Student Name: Syed Jahangir Bakth
Student ID: 2026520
Word Count: 2712




Examining the role of artificial intelligence in the hospitality                        industry
 
Abstract 
Artificial Intelligence is bringing great changes of the hospitality and tourism industry on operational efficiency, personalized experiences of guests, and resource management. The real power of the Internet of things lies in its ability to streamline the booking process, improve customer interaction and keep revenue flowing. The advantages of integrating AI such as efficiency and enhancement of operations are many, but this does not address the fact that privacy, job displacement, and high implementation costs are some challenges.
It is a report consisting of a literature review and PEST analysis to look through various macro factors affecting the adoption of AI. Results show that pretty much anyone could benefit from AI-driven personalization in the hotel industry such as increasing guest satisfaction and loyalty and reducing operational disruptions with predictive maintenance. But since data security issues and workforce familiarization needs will require strategic interventions.
To promote sustainable AI adoption, the report recommends investing in workforce upskilling, raising cybersecurity measures, incorporating AI in crisis management, and industry collaboration, as well as educating the guests on the benefits of AI. The key to service quality leveraging AI is a balanced approach (AI automation by human engagement). With the evolution of the industry, hospitality and tourism will become proactive in dealing with and maximizing AI’s potential since it’s an advanced technology to be used.












Introduction
Artificial Intelligence (AI) can be explained as the simulation of human intelligence processes by machines, primarily computer systems which have the ability of learning, reasoning, and self-correction (Chan et al., 2022). AI has come to the tourism and hospitality sector because it can improve operational efficiency, personalise guest experience, as well as optimise resource management.
AI technologies used in the business like chatbots, engines of recommendations, and the prediction of processes, help the business to provide customer-specific services, short booking, and understand customers’ needs. For example, AI-enabled chatbots have been able to deal with up to 80 per cent of usual customer inquiries in the travel sector hence the response times were increased, and customer satisfaction has also been boosted (Gitnux, 2024).
What is more, using AI for personalization leads to an additional 20% increase in customers returning to travel agencies with repeat bookings (Gitnux, 2024). In this industry becoming more competitive, adopting AI solutions becomes imperative for businesses with the notion of catering to evolving consumer expectations and competing with others.
For this report, we concentrate on the contemporary use of AI in the hotel and tourism industry in general from the guest experience view.















Literature Review
AI-driven chatbots, predictive analytics, and smart room automation are becoming increasingly common among hotels adopting them to not only improve services but also reduce staffing recruitment costs. However, advancements in such areas as privacy concerns, job displacement and a decrease in human interaction are still prevalent. This review evaluates how AI has affected guest interactions, personalization, efficiency of operations, and the challenges as well as gaps for further research.
Guest interactions are now revolutionized with AI-driven chatbots and virtual concierges which provide real-time support, cut down the labour cost and are further efficient. A prime example of Bowen and Morosan (2018) offers to the reader Hilton’s AI-powered concierge "Connie" personalized recommendations and replies to guest inquiries. Similarly, Japan’s Henn-na Hotel was the first to lead the adoption of AI, installing robotic receptionists at the entry and for customer service. These innovations in operation efficiency have enabled better results but they are also a cause for concern promoting a nearly disappearing human touch in the hospitality industry. Lin, Chi, and Gursoy (2019) use the framework called Artificially Intelligent Device Use Acceptance (AIDUA) and found that guests found AI convenient, yet unwanted artificial social interaction.
Machine learning algorithms are able to analyse guest preferences and behaviour patterns in those who come to the hotel thereby increasing the level of personalization. Malone (2024) indicates that using voice commands, guests can control room lighting, temperature, and entertainment preferences in AI-driven smart rooms, all with the aid of Amazon Alexa. Using these models, Marriott International has personalized room settings to guest preferences to increase satisfaction and loyalty. Likewise, AI helps Hilton Hotels recommend local attractions and dining they can go to using their AI-powered concierge services (Pritilata & Smita, 2024). Although it does lead to hyper-personalisation, AI introduces privacy issues, and hotels need to show compliance with data protection rules such as GDPR in order to avoid data breaches (Malone, 2024).
Apart from guest interactions and personalisation, AI helps eliminate routine tasks security, and predictive maintenance. According to Acharya and Mahapatra (2024), AI enables hotels to monitor equipment performance and predict maintenance needs thereby reducing unexplained breakdowns. In the case of luxury hotels where you cannot mess up at all, this is particularly useful. In this paper, AL-SMADI, AL-HYARI, and WESHAH (2023) present an example of luxury hotels in Amman, Jordan where AI-powered chatbots and virtual assistants help cut down on the staff work, make it easier and more effective for operations and, same time, content the guest. Facial recognition technology for fraud detection and hotel guest monitoring, and AI-driven security measures, such as developing fingerprints, vein patterns and face shapes, further enhance the hotel’s safety (Acharya & Mahapatra, 2024). However, as Limna (2023) explains, ethical and privacy issues arise with such technologies, which need to be managed.
Though AI certainly brings tons of beneficial uses out of the gate, AI adoption has some challenges to contend with due to fear of job displacement and unadvisable integration. As detailed by Lin, Chi, and Gursoy (2019), guests and employees often are uneasy about seeing AI perform traditional hospitality roles. As AI improves efficiency, there could be a less favourable result on customer satisfaction, given that hospitality depends on human involvement (Limna, 2023). According to Acharya and Mahapatra (2024), efficiency and personalisation can be maintained by balancing the automation provided by AI-driven automation and human service. AL-HYARI, AL-SMADI and WESHAH (2023) claim that AI must serve as an extension, not as a replacement, of human resources to sustain the characteristics of hospitality.
Roy and Samal (2020) go further to explain how AI has influenced hospitality in predictive analytics, chatbots as well as IoT integration. AI driving a hotel’s management system can build a mechanism for hotels to analyse guest demographic data as well as their buying behaviour for dynamic pricing and targeted marketing. AI enables smart hotels to use check-in kiosks, robotic concierge services and smart room automation both to improve service delivery as well as carry out hotel operational efficiency. Such is, Arapou and Kapiki (2023) point out the beginning of smart hotels that combine AI, IoT and virtual assistants to maximise guest satisfaction. They include features like those powered with AI-like recommendations, real-world customer service and sustainable smart rooms to enhance the service within the hospitality realm. While both studies recognize challenges including high implementation costs and depersonalisation of guest interaction, there are no changes made to scale back these challenges.
Existing literature offers a great deal of information about the role of AI in hospitality, but it does not fill the significant gaps. While the discussion on technological advancement and efficiency gain is prevalent in most studies there is little focus on guest satisfaction in the long term at the emotional engagement with AI-driven service. In fact, concerns related to data privacy and security are recognized, but few studies have presented practical avenues to take when it comes to AI adoption. Additionally, there is still no empirical work on how different parts of the market (budget hotels vs. luxury resorts) or demographics for example (junior engineer vs. executive) affect guests’ expectations when they use AI. Future research investigates ways of integrating AI while human interaction is still present and into the ethical multi-dimension of AI-driven decision-making in hospitality.
Hospitality is still touched by AI in terms of enhancing interaction with guests, personalising services, and increasing the operational efficiency of the hotels. While such issues are still problems. To keep the benefits of AI while guaranteeing that the individual guests have meaningful experiences, a balanced approach between AI and humans is necessary. Further research on hospitality could involve the adoption of ethical AI as well as long-term strategies of engagement with the guests.


Methodology 
The research was conducted using qualitative design whereby secondary data analysis is employed to determine the impact of Artificial Intelligence (AI) in the tourism and hospitality industry. The findings section represents the study of AI based on a structured literature review with the help of a PEST (Political, Economic, Social and Technological) analysis to analyse the implications of AI.
To conduct the literature review, eight peer-reviewed journals were selected based on how often these journals cite, the quality of the journal, the current relevance to the topic, the credibility of the publisher, and the credentials of the authors. The study is based on these sources, and this means that they provide the foundations for the study.
To ensure the reliability of the data sourced in the findings section, data is from government websites, industry reports, and other reputable platforms like the European Union’s reports and Forbes. Content analysis is one of the ways of studying key themes and trends, and there are analytical techniques. PEST acts as a way of describing the influence of AI over various macro environment factors in a structured, replicable manner. It serves to improve transparency and enable crossover validation by referencing correct data sources.




Theme impact Analysis of Artificial Intelligence in Hospitality and Tourism

Pest Analysis
PEST analysis, which looks at the political, economic, social and technological factors influencing a business or organisation, is a crucial framework in marketing and strategic management. 


Political
The political landscape that is emerging in the hospitality industry for the adoption of AI. The government is increasingly supporting AI through funds and policies on digital transformation. For instance, the European Union’s AI strategy pledges to invest €20 billion a year by 2030 to promote the ethical development of AI to promote trust in AI-based hospitality services (EU Report, 2025). However, regulations are quite strict, such as the GDPR. Fines up to €20 million or 4% of its global annual turnover whichever is higher discourage small players from adopting AI (Shaip, 2024). Hotels adopt AI chatbots as one of the industry responses to customer service while ensuring data protection law compliance. For instance, AI virtual assistants are used by Accor Hotels to handle bookings but, as Khanachivskyi (2024) notes, it is not easy to innovate and bring down costs because of the complexity of regulations.
Economic
A potential shift in the economic dynamics of the hospitality industry thanks to AI. According to a 2022 report by McKinsey (McKinsey & Company, 2025), AI can help reduce operational costs by up to 20-25% by automating routines such as booking management, inventory control, and customer service. Furthermore, AI-driven dynamic pricing tools, like what Marriott uses, increase revenue upwards of 5-10% on room rates by improving them based on demand (Elphick, 2025). However, there is a hurdle for small and medium-scale enterprises (SMEs) because of a high initial investment in AI technology, from 50,000 to 500,000 (Medium, 2024). This ‘problem’ gets even harder when economic downturns, such as the COVID-19 pandemic, are exacerbated by businesses' need to stay afloat instead of innovating. Hilton and Hyatt, for instance, have poured money into AI, whereas SMEs look elsewhere for revenue management,
such as rented services like Revinate (O’Neill, 2024). Consequently, such an economic disparity creates an uneven playing hit, where AI is adopted at a wider scale within the industry.
Social
The social implications of adding AI to the Hospitality industry are very profound. Guests can be recommended personalised stays, have virtually downloaded and travel concierges, and check in (or out) smoothly. As an example, Edward, the AI-powered chatbot of Edwardian Hotels, addresses 70–80% of guest inquiries to increase response time and decrease dissatisfaction (Sahota, 2025). Yet, doubts remain about job displacement and less contact with humans. The report by the 2020 World Economic Forum predicts that AI could displace 85 million jobs in similar across the globe by 2025 and the frontline role of hospitality could be particularly hit (Anadolu, 2025). Industry responses are the ‘upskilling’ of people to work alongside AI machines with an emphasis on using its powers to supplement, not supplant human interaction. One such example is Marriott’s “TakeCare” program, a training program that uses AI tools to further help their employees provide a more comfortable stay experience to their guests. Yet the human touch is still a real issue to balance with the technology.
Technological
The surged technological advancement behind AI’s integration in hospitality. Advanced data analytics, predictive maintenance and such innovative services as voice control for the rooms are the responsibility of AI. I.e. In the context of Amazon’s Alexa for Hospitality, Amazon’s Alexa for Hospitality helps guests control room features via voice command, improving convenience (Revfine, 2025). However, updating is a continuous need at a rapid pace of technology change, which can be expensive and resource intensive. For another, cybersecurity is very important for AI systems, as they can be attacked. As IBM reports back in 2023, the average cost of a data breach in the hospitality industry stands at $3.36 million, which speaks for itself regarding the risks of AI adoption (Tunggal, 2023). Industry responses involve spending on such cybersecurity measures and collaborating with tech companies to keep track of the latest techniques through their mutual credits. According to for instance InterContinental Hotels Group (IHG), partners with Cisco to secure AI systems. While all these steps have been taken, change pace and security risks are significant limitations (Cisco, 2025).
By analysing all PEST components, the challenges of adopting AI in Hospitality are less compared to opportunities. Regulatory, economic, and social barriers exist; however, AI is a transformative force on the grounds of cost saving, improving guest experiences, and operational efficiency. To make it sustainable, important challenges to be addressed include data privacy, workforce adaptation and cybersecurity.




Conclusion and Recommendations
Conclusion
Artificial Intelligence (AI) integration in the hospitality and tourism industry is devoid of unimaginable chances, including operational effectiveness, better guest experiences, and ingenious service delivery. Though these challenges need to be addressed to ensure sustainable adoption, such as workforce adaptation, data security, and tremendous implementation costs, they do not detract from the later adoption and success the tools have so far experienced.
Recommendations

Invest in Workforce Training and Upskilling
Since both job displacement and lack of skilled human-workforce experience a dual challenge for the hospitality industry, workforce training must be a priority. According to Ford & Sturman (2020), programs such as the Marriott ‘TakeCare’ initiative where staff are trained to use AI tools should be expanded across the industry. Not only does upskilling employees improve operational efficiency, but it also prevents the human touch from being stripped away as an integral part of hospitality. One example is that the AI-based chatbots are trained for routine inquiries and front desk employees are trained to use these chatbots instead of engaging with the customers as the average level of service quality would improve overall (Ivanov and Webster, 2019). 

Enhance Crisis Management Through AI
The hospitality industry is affected greatly by pandemics or natural disasters, so AI plays a very important role in predicting and managing crises. Finally, AI-powered analytics can forecast demand fluctuations and thereby help predict the pricing, staffing, and inventory which the hotel can adjust proactively (Sharma et al. 2024). Take, for example, the use of AI-driven tools during the pandemic COVID 19 could have assisted hotels in making predictions as to reservation cancellations and optimising resource allocation. Integrating AI into the strategic background of crisis management will make the industry resilient and enable quicker recovery from such disruptions, as stated by Batabyal and Das (2019).
Strengthen Cybersecurity Measures
With AI systems of growing prevalence is the likelihood of cyberattacks. Security should be taken very seriously from people in hotels, with invested advanced encryption and multi-factor authentication. The expertise of tech firms working in collaboration with InterContinental Hotels Group (IHG) and Cisco, among others, can help to secure the AI, as per, Ivanov & Webster (2019). Not only does data security ensure guests’ data stays in good shape, but it also instils confidence in the use of AI in services. Santos and Silva (2019), the authors emphasize the role of cybersecurity in digital transformation, stressing that a breach can severely affect the brand reputation and guest loyalty.

Foster Collaboration Between Industry Stakeholders
They (AI adoption) will require collaboration between hotels, technology providers and governments. This means that for example, hotels can partner with tech firms to extend access to cutting-edge AI solutions while ensuring compliance with regulations that they face such as GDPR (Batabyal and Das, 2019). In such a case, policymakers will have to create frameworks that encourage innovations and protect consumer rights. These collaborations may be used to support the development of scalable, secure, and ethical AI solutions that are suitable for the specific needs of the hospitality sector (Clegg, Skyttermoen, and Vaagaasar, 2021). 
Promote Guest Education and Engagement
Reducing the amount of resistance to technology can be achieved by educating guests on how AI benefits, like faster check-in, personal recommendations and even better service level efficiencies. AI should be integrated into the hotels without any negative consequences for the guests in terms of their privacy and without any exclusion in human interaction in the hotels (Cooper & Hall, 2019). For instance, clearing their doubts on how AI-driven chatbots deal with the data can help reduce privacy concerns. Also, interactive AI experiences that can make the guests engaged, including voice-activated room controls can be used as a demonstration of the value of technology in making their stay better (Costa and Costa, 2022).
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