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The hotel and hospitality industry has been actively adopting digital transformation, focusing on the infusion of Artificial Intelligence (AI). According to Kumawat et al. (2024), despite the proven necessity and enhancements within businesses in the Hotel and hospitality industry caused by AI integration, employees are showing resistance to the changes. Additionally, many businesses are failing to benefit from the advantages of AI as they are failing to find the right balance between AI and human collaboration (Rather, 2024). Business owners and policymakers need to realise that the efficiencies of AI can only improve business operations and enhance customer expectations if employees are well aware of its usability and the seamless collaboration between AI and humans. The hospitality industry in the UK is a significant economic contributor. From the ancient era, this industry has offered people in the UK with livelihoods and is currently flourishing through the influence of digitalisation. Being a major employer with around 2.6 million jobs offered in 2025, the industry employees are naturally resistant to AI; however, this resistance can restrict the efficiencies of the changes (Statista, 2025). 
The chosen contemporary theme for the conference research paper is Artificial Intelligence and human collaboration. This theme is prevalent within the hotel and hospitality industry to automate repetitive tasks while enhancing staff focus on personalised and complex services. The paper aims to analyse the integration of AI within the hotel and hospitality industry and identify the balance between human touch and technology to ensure customer expectations are met effectively with the help of relevant frameworks such as PESTEL, PEAS and so on.
[bookmark: _Toc212756426]Literature review
Balance between AI and human collaboration to meet customer expectations in the hotel and hospitality industry
Research by the GOV.UK (2022) showed that businesses in the hospitality sector have a huge level of repetitive tasks. Implementing digital technologies and tools such as AI offers businesses increased efficiency in routine tasks such as managing operations, offering personalised services, answering common questions and others. According to Wu, Zhang and Zhang (2025), the collaboration of AI and humans is a hybrid approach that helps businesses meet customer expectations more efficiently. However, businesses must learn the right balance of this collaboration as employees in the hospitality sector are often resistant to changes, especially ones that have the ability to reduce their workload. The thought process of employees and lower-class staff in the hospitality sector is not entirely false, as mentioned by Kapur and Williams (2025), as they stated that many hotels have reduced their staff due to the integration of advanced technologies. AI is one of those technologies that has the ability to take jobs from employees if employees do not learn to use these technologies properly. However, a business will always benefit more from incorporating AI, aiming to help enhance human capabilities and not replace them. A study by Zahidi, Kaluvilla and Mulla (2024) showed that 7 out of 10 businesses in the hospitality industry have benefited from implementing AI tools to assist their staff and enhance human capability. For example, automating routine tasks by deploying AI chatbots to answer frequently asked questions, offer instant responses and process simple requests has allowed humans to focus on more important tasks, such as attending to employees in person to offer more personal and personalised services (Lucas et al., 2025). AI also helps streamline operations such as managing housekeeping schedules. Managing room service orders using service robots and forecasting demand. 
Impacts of AI and human collaboration in the hospitality industry
AI and human collaboration have a multifaceted impact on businesses in the hospitality industry. On one hand, if the collaboration is effective with no resistance, it helps businesses enhance efficiency using automated tasks such as data analysis and check-ins, which leads to improved guest experiences through proactive services and personalised recommendations (Khlusevich, Inversini and Schegg, 2024). Collaboration between humans and AI allows businesses to focus on high-value and high-priority tasks. However, this collaboration requires close monitoring along with careful management to successfully address job displacement along the need for skill development. Along with these, Wu, Zhang and Zhang (2025) added that businesses also need to navigate challenges associated with AI integration, such as potential depersonalisation and data privacy. A study by Shi, Hao and Yuan (2025) showed that AI integration within hotels can ensure improved operational performance if humans collaborate seamlessly with the technology. Seamless human and AI collaboration brings several benefits, including enhanced efficiency due to automating repetitive tasks, enhancing guest experiences by recommending personalised services, increasing operational performance using AI-driven robots to assist with tasks and improved security with AI facial recognition tools. Despite the many advantages, Akinnagbe (2024) mentioned that AI and human collaboration can negatively affect businesses in this industry if the balance between the collaboration is not right. Challenges that most businesses face to ensure the right balance between AI and human collaboration are the fear of job displacement, which restricts employees to learn AI, over-reliance on AI by humans can depersonalise services, ethical and technological challenges, and a lack of employee adaptation. Research by Khlusevich, Inversini and Schegg (2024) stated that the most positive result of the collaboration between humans and AI is the transformation effect, where the collaboration brings a new dynamic, using AI as a tool to empower humans and not replace them. 
Ensuring effective AI and human collaboration to enhance organisational efficiency and streamline operations
Limna (2023) stated in the study that businesses in the hospitality industry must focus on ensuring and building effective collaboration between humans and AI to gain the utmost results from the tools and technologies. The study further mentioned that to ensure efficient human and AI collaborations, businesses must focus on implementing strategic AI adaptation, establishing clear governance, investing in training employees and using an ethical framework to avoid risks like data theft and over-dependency. Strategic implementation and foundation of data is one of the most used ways to ensure effective collaboration between humans and AI, as stated by Kim et al. (2024). This strategy's implementation starts by identifying inefficiencies within a business and selecting AI solutions that can be implemented to support employees and deliver measurable value. Research by Hajal and Yeoman (2024) presented that building a strong infrastructure is at the core of ensuring effective AI integration, which indicates that high-quality data is primary to ensure improved AI performance. However, a study by Khlusevich, Inversini and Schegg (2024) done in several hotels in the UK and their usability showed that hotels that held training sessions to train employees about AI usability have gained 37% more organisational efficiency compared to those that did not offer any training. Zahidi, Kaluvilla and Mulla (2024) mentioned in their research that AI efficiency can streamline operations only when employees know how to effectively work with AI. 
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To ensure research is successful, a researcher must implement appropriate data collection procedures, analytical techniques and necessary tools (Batabyal and Das, 2019). This secondary research implemented different methods to ensure the success of the research. 
Data collection procedure
This secondary research used qualitative data, and to collect these data, the researcher implemented a secondary data collection procedure. Within this process, the main focus was to identify sources with qualitative data (Coe et al., 2021). The secondary sources used for the collection process are articles, journals, books and official websites of businesses in the hospitality industry and government reports. All sources have been ensured to be credible, authentic, relevant accurate using the CRAAP analysis. 
The keywords used to select sources and relevant data are AI, human, AI and human, collaboration, hotels, restaurants, hospitality industry and others. 
Analytical techniques
To analyse the collected qualitative data, the researcher used content analysis. Content analysis is a data analysis technique that systematically analyses visuals, audio or textual data to identify themes, trends and patterns (Moyser and Wagstaffe, 2025). For this research topic, this analysis technique has effectively supported the process by interpreting relevant themes, understanding the intent of the data and identifying patterns among different data to understand the underlying context. 
Tools or framework
To further support the analysis and present it within the report, the PESTLE analysis framework has been implemented, as it helped the researcher to identify the impacts of external factors on AI and human collaboration and their effect on customer experiences, streamlining operations and enhancing efficiency. 
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[bookmark: _Hlk212468816]Policies developed by the government can influence the adaptation process of AI by hotels and other businesses in the industry. Offering incentives to businesses to integrate technology investments has encouraged businesses in the hospitality industry to lean towards integrating AI in the system (Limna, 2023). However, government regulations imposed to ensure data privacy when using AI have increased awareness within businesses on the ways they have been implementing AI within the system. This links with the political factor of the PEAS framework, as the initiatives taken by the government directly influence the behaviour of organisations such as Marriott International (Coe et al., 2021). This helped businesses shape the balance between human roles and AI more efficiently (Minor, McLoughlin and Carlisle, 2024). However, due to the diversity of international labour laws and trade agreements, along with data privacy policies, it has affected cross-border service delivery. This dynamic factor influenced organisations to impose training for employees to help them work with AI-driven operational models globally with efficiency (Ford and Sturman, 2020). 
[bookmark: _Hlk212468600]Economic
[bookmark: _Hlk212468797][bookmark: _Hlk212468617]Many hotels and restaurants are implementing AI to automate repetitive tasks with the intention of reducing operational costs and increasing competitiveness and productivity. However, at the initial levels of implementing AI can be highly expensive for businesses. Small businesses in the hospitality industry often do not have proper technological infrastructure to support effective integration of AI (Wu, Zhang and Zhang, 2025). This restricts businesses from ensuring proper AI integration, which causes technical errors and increases operational costs. Additionally, AI often leads to job displacement as operating AI requires significant skills are necessary, and resistance to change often restricts old employees from making such changes (Costa and Costa, 2022). These displacements affect the economy by increasing unemployment rates and hence increasing inflation and decreasing income rates. On the other hand, economic instability within the country can lead to increased pricing of AI integration, which can restrict the usability of AI and also businesses tend not to offer proper training to employees due to a lack of investments (Skubis, 2024). This is supported by the economic dimension of the PEAS framework, which indicates pressure from both micro and macro levels of AI and human collaboration adoption. This significantly affects the balance between AI and human collaboration. Businesses such as Marriott International have the opportunity and investments to implement AI tools and train employees, which has ensured better performance. 
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[bookmark: _Hlk212468639][bookmark: _Hlk212468632][bookmark: _Hlk212468765]In the current time, the demand for personalised services within the hospitality industry is increasing. Offering personalised services and meeting customer expectations are difficult without proper integration of AI. The collaboration between humans and AI can ensure effective personalised services, along with offering instant services. Although AI offers efficiency, customers often crave human touch within hospitality services. A study by Kim et al. (2024) showed that customers in the hospitality industry are still not completely comfortable interacting and making financial deals with technologies such as AI chatbots and others. This is where human collaboration is essential (To and Billy, 2025). This is also reflected by the social aspect of the PEAS framework, which indicates that social factors such as culture, societal attitude, and behavioural acceptance shape the collaboration of humans and AI. Businesses that have cracked the code to integrate AI within employee tasks are getting better customer satisfaction rates and meeting customer expectations more efficiently. Businesses like Premier Inn are adopting AI and training employees to ensure customer expectations are met. 
[bookmark: _Hlk212468645]Technology
[bookmark: _Hlk212468745][bookmark: _Hlk212468669]Technology is ruling every sector, and specifically hotels and restaurants, as these businesses are implementing AI to automate routine tasks such as room service, check-ins, check-outs, identifying higher-value guests to offer personalised services and others (Hajal and Yeoman, 2024). This integration of AI has allowed businesses to ensure operational efficiency and also streamline operations to gain better performance. Additionally, when AI and human collaboration can be achieved successfully, hospitality industry businesses can improve personalisation through prediction (Hajal and Yeoman, 2024). AI is used to analyse data and offer predictions based on customer data and understanding the needs of employees, which can curate customised services to offer guests seamless experiences. Hyatt International implements AI to not only make check-ins and check-outs effective but also to monitor customer presence in the rooms to schedule room services at effective times. The administrative implementation of PEAS can be connected, which indicates the implication of advanced technologies such as AI-regulated operational policy chances, administrative planning and managerial control at all times (Limna, 2023). 
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[bookmark: _Hlk212468685]As the data privacy laws are getting stricter, such as GDPR, it has been affecting the ways businesses in the hospitality industry store, collect and use customer data to make personalised recommendations and customise services (Coe et al., 2021). Additionally, regulations around job displacements, worker rights, and labour rights are influencing the way hotels implement AI without any legal issues or social disruptions (Sharma, Singh, and Tyagi, 2024). To avoid legal issues, Premier Inn implemented a dedicated team to ensure data protection and make sure the business is in compliance with the laws. The legal aspect is also related to the administrative component of the PEAS framework, as governmental and managerial compliance falls under administrative responsibilities. 
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[bookmark: _Hlk212468702]Using AI, hotels and restaurants are now able to optimise energy consumption, monitor resources and manage waste, which contributes to operational efficiency (Corte et al., 2025). Using AI, businesses can predict and prevent any system failures and ensure streamlined operations. This helps businesses provide repair services on time and reduce wasted energy consumption. The environmental factor is supported by both social and administrative aspects of PEAS, as environmental sustainability is both an administrative and corporate social responsibility of companies such as Marriott (Dogru et al., 2023). 
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Conclusively, AI and human collaboration are key to ensuring successful operation within the businesses in the hospitality industry. The literature review showed that businesses in this sector are adopting diverse AI systems to enhance their services; however, without proper employee training, businesses can fail to gain success. The PESTLE analysis presented that external factors are not only influenced by AI and human collaboration, but the success of the collaboration and the effective implementation of it by businesses in the hospitality sector is also affected by the external factors. 
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AI and human collaboration can bring forth many advantages and opportunities for businesses in the hospitality industry, including developing a tiered AI service model, enhancing employee roles, improving streamlined operations and others (Wang, 2024). To further enhance the effectiveness of this collaboration, some recommendations have been presented below. 
Evolving human skills and roles: businesses must focus on augmenting AI within the system and with employee tasks, and not replacing them (Alharbi et al., 2025). Positing AI to complete routine and data-heavy tasks can help staff get more time to focus on improving their services and interacting with customers. This also allows employees to focus on building strategic and emotional skills such as emotional intelligence, communication and creativity, which helps them build positive relationships with customers and increase the return customer rate. 
Enhancing operations and guest experiences: Hotels and restaurants can implement a tiered AI service model to offer customers more options to customise their services (Coe et al., 2021). To deepen personalisation, businesses can also implement AI analytics and train employees to effectively use the data. 
Fostering a collaborative environment: Employees should be encouraged to work with AI rather than against it (Dogru et al., 2023). Businesses must ensure that human workflow, operational software and AI systems are all seamlessly integrated to ensure smooth communication and meet customer expectations effectively. 
Integrate AI with existing values: Hotels and other businesses in this sector should integrate AI within the values of the business to ensure ethical use of this technology (Wang, Yan and Santoso, 2025. It is easy to misuse the gist of AI or to get overdependent on it to avoid these challenges; businesses must ensure employees are well aware of the negative impacts of AI and work with AI to enhance their performance and not to make AI do each of the tasks (Khlusevich, Inversini and Schegg, 2024). Monitoring the use of AI in organisations is also essential, which managers must emphasise. 
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