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Abstract
AI is a significant solution for the improvement of guest experiences with implementations of hospitality services. The aim of this study is to build knowledge on AI implementation in the Hilton Hotel for improving hospitality services. This objective includes the identification of applications, benefits, challenges, and strategic solutions for AI implementation in the Hilton Hotel, focusing on improving hospitality service and improving guest experience through human collaboration. The Secondary qualitative data has been analysed in this research through the use of Thematic analysis techniques to reach findings. Based on findings, security issues and lack of experience impact the quality of AI-driven hospitality service in the Hilton Hotel that is managed by using encryption technology. The application includes Chatbots for improving guest experiences with the integration of hospitality services in the Hilton Hotel. 
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[bookmark: _heading=h.2a9cpioh95c4]1. Introduction
[bookmark: _heading=h.4q39zqfqqrmn]1.1 Background
Technology advancements lead to integrating hospitality services to ensure customer satisfaction with less effort. In these aspects, Hilton Hotel has used an AI-based virtual assistant, as well as the Be My Eyes app, for improving hospitality service (Hilton, 2024). The security issues in the Hilton Hotel impacts on trust of customers in the tech-based service. For instance, Data breaches of 363,000 accounts indicate security issues in the Hilton Hotel during the representation of tech-based hospitality service that affects customer involvement (BBC, 2017). This research focuses on determining strategic solutions for implementing hospitality service and enhancing customers' investments through AI adoption in the Hilton Hotel. 
[bookmark: _heading=h.u5ean9lmvplp]1.2 Aim and Objectives
Aim
The aim of this research is to analyse the impacts of Artificial Intelligence and human collaboration in the hospitality industry, with identification of challenges and implementation process on the Hilton Hotel. 
Objectives
· To identify different applications of Artificial Intelligence for integrating hospitality services in the Hilton Hotel
· To assess the benefits of using Artificial Intelligence in collaboration with humans for improving hospitality service in the Hilton Hotel
· To analyse challenges in using AI in collaboration with humans for the improvement of hospitality service at Holton Hotel 
· To recommend a strategic solution for reducing challenges for AI implementation in collaboration with humans in the hospitality industry at the Hilton Hotel 
[bookmark: _heading=h.i3qs21l96uuo]2. Literature Review
[bookmark: _heading=h.spb57ooft5fk]2.1 Application of AI in hospitality service
AI-based solutions concerning virtual reality, Chatbots, voice assistants, and augmented reality lead to an integrated hospitality service and guests' experiences through enriched requirements. In this aspect, the hotel industry focuses on using AI solutions for improving customer service and meeting requirements by assisting employees. Sousa, Cardoso, and Dias (2024), mentioned that nearly 85% hotel areas prefer to use AI for the implementation of tourism services to meet the requirements of guests. Wang et al. (2025), Ivanov and Webster (2019), and Dixit (2020), stated that the use of robotics as AI-driven solutions contributes to minimising efforts and integrates the quality of hospitality service with the representation of an employee-centric approach. Simultaneously, Gajić et al. (2024), Kukanja (2024) and Costa and Costa (2022), observed that the AI-based solution, including robots and Chatbots helps to enhance the ability to deliver quality hospitality service based on guest experiences. Therefore, significant applications of AI in the hospitality service include robotic, VR, AI, chatbots, and voice assistants. 
[bookmark: _heading=h.jdcv79rrhe3o]2.2 Benefits of using AI in hospitality service
The implementation of machine-based interaction and integration with human touch helps to improve the quality of hospitality service by using AI. Zahidi, Kaluvilla, and Mulla (2024), To and Yu (2025), and Chkoniya (2021), opined that AI influences revolutionary transformation of hospitality service through managing customer interaction and automation to ensure the financial growth of the business. In the other way, Alhelal, Alshiha, and Al-Romeedy (2025), stated that the efficiency of employees to deliver high-quality hospitality service concerning digital readiness aligns with customers' requirements and interests. Pericleous, Liasidou, and Dyankov (2025), researched that 25% employees in the hotel and hospitality industry are concerned with using AI-driven solutions concerning robotics for managing the working process and ensuring guest satisfaction by burning relations between AI and human effort. This contributes to reaching current trends with the engagements of accessibility and availability of tech-driven hospitality service due to using AI, focusing on improvements of guest satisfaction. Thus, significant benefits of using AI includes reduction of employee effort and an increase in the quality of hospitality service for enhancing guest satisfaction. 
[bookmark: _heading=h.dlvqlaz6623d]2.3 Current challenges for using AI in hospitality service 
The increasing range of security issues and cyberattacks in AI-driven hospitality services impacts guest experiences and trust. As per the view of Pericleous, Liasidou, and Dyankov (2025) and Wynn and Lam (2023), the security issues have been faced by the guests and employees in the hospitality industry due to using AI for combining services and meeting the requirements. This reflects the challenges regarding privacy concerns for using AI in hospitality services and providing guest experiences. Simultaneously, Wang et al. (2025) and Panditharathna et al. (2024), the security issues with the increase of cyberattacks due to AI implementation impact trust and experiences of guests and affect organisational productivity. Thus, current issues of AI-driven hospitality services include an increasing range of cyberattacks, disruption of security, and privacy concerns for employees and guests. 
[bookmark: _heading=h.614i9jfpld0d]2.4 Solution for resolving challenges of AI implementation 
 The use of AI-powered cybersecurity solutions helps to overcome current challenges in AI integration in the hospitality industry. Karadayi-Usta (2024), Makivić et al. (2024) and Cooper and Hall (2023), mentioned that AI-powered cybersecurity solutions include detection, response, and prevention of security issues and cyber threats, focusing on the integration of the security system in the hotel and hospitality service. Karadayi-Usta (2024) and Batabyal and Das (2019), further stated that the integration of encryption technology in the payment system ensures a security measure with the minimal possibility of hacking and cyber threats, aligning with the GDPR. This reflects the use of an integrated AI -powered security system and encryption technology required for the improvement of the hospitality services with security. 
[bookmark: _heading=h.6e5y9kpe3e2m]2.5 Theoretical underpinning
Diffusion of Innovation Theory indicates the requirements of technology integration by analysing the current situation and user interests, focusing on the enhancements of overall performance. Zondo and Ndoro (2023), stated that technology development with the consideration of compatibility, integrity, and complexity of the target population leads to success based on the principle of Diffusion of Innovation Theory. In this regard, the implementation of AI technology in the hospitality service, with the consideration of security and reducing employee complexity, may contribute to improving overall performance with guest satisfaction. Moreover, the consideration of compatibility and applicability of AI solutions is considered a significant aspect for iterative hospitality service, improving guest experiences and organisational success of the Hilton Hotel. 
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Figure 1: Diffusion of Innovation Theory
(Source: Zondo and Ndoro, 2023)
[bookmark: _heading=h.7oj6zgpsne4r]2.6 Literature gaps 
The chosen articles have not explored real-time scenarios regarding AI implementation in hospitality services in the hotel industry. Moreover, the lack of illustration on the AI implementation in the Hilton Hotel has caused a dearth of knowledge. Alhelal, Alshiha, and Al-Romeedy (2025), and Wang et al. (2025), have indicated the requirements of in-depth illustration on AI implementation in the specific organisational context by using real time instance, ensuring clarity. Based on these aspects, this research focuses on covering those areas and integrating this subject matter regarding AI implementation and human collaboration in the Hilton Hotel. 
[bookmark: _heading=h.j6fe2235q0ld]3. Method
[bookmark: _heading=h.xotmew6hdvg5]3.1 Data collection method
Secondary qualitative data has been collected through conducting a review of previously researched-based articles related to AI implementation across the Hilton Hotel. Secondary qualitative data provide an opportunity for in-depth interpretation of the concept for clarity (Cheong et al., 2023). This research has gathered information from news articles, Magazines, Industry reports, companies, and government websites. This research has gathered articles in the context of the Hilton Hotel through social media by considering the authenticity, accessibility, and availability without subscription. The specific criteria of used articles in this research have included the assessments of relevance to providing and managing hospitality services in the Hilton Hotel. This research has collected articles and information by assessing the author’s name, publication date from 2020 or onwards, and publication language in English. 
[bookmark: _heading=h.hxf8hruyf13b]3.2 Data analysis technique
The thematic analysis technique has been used to interpret, collect data, and analyse facts by developing themes for secondary qualitative data analysis. Thematic analysis techniques provide insights and help to develop concepts by in-depth illustration of key variables related to the research topic through developing objective-specific teams and generating code (Naeem et al., 2023). Moreover, this analysis technique has helped to analyse the current scenario in the Houston Hotel, including challenges and benefits after using AI-based solutions in hospitality service. Therefore, the diverse perspectives of authors during thematic analysis have helped to identify the strategic solution for the implementation of hospitality services by using AI in the Hilton Hotel. 
[bookmark: _heading=h.rumeqsajy5c1]4. Theme impact analysis
[bookmark: _heading=h.fxhjtyp6os4q]4.1 Data analysis 
[bookmark: _heading=h.7qekk5zge70y]4.1.1 Applications of Artificial Intelligence for integrating hospitality services in the Hilton Hotel: Chatbot and smart rooms
	Factors
	Descriptions
	Opportunities and Threats

	Political
	· International trade restrictions create supply chain issue of hotel industry (Blengini, 2025)
	Threats

	Economic
	· Reduction of inflation 11.1% create cost pressure in the hotel industry (Rice, 2024)
	Threats

	Social
	· Changed behaviours influence technology advancement in the hotel industry (Hotelogix, 2022)
	Opportunity

	Technological
	· Nearly 11% business focuses on AI investment in hotel and hospitality services (Statista, 2024)
	Opportunity


Table 1: PEST analysis
Based on PEST analysis, the Hilton Hotel focuses on AI implementation for enriching the changed behaviours of customers and tech trends in the hotel and hospitality industry.   Hilton Hotel is concerned with using Chatbots as an integrated AI solution to improve hospitality services and enhance guest experiences. The use of Chatbots helps to determine the perspectives of guests to deliver quality services with less effort as a significant outcome of AI implication for Hilton Hotel (Hilton, 2020). AI implications concerning the application of Chatbots help to ensure guest satisfaction in the Hilton Hotel with the experience of smart rooms (Morch, 2024). This represents the use of Chatbots as a significant AI application of the Hilton hotel for improving guests' experiences through improvements in hospitality service. 
[bookmark: _heading=h.7m8iejy2y9oo]4.1.2 Benefits of using Artificial Intelligence in collaboration with humans for improving hospitality service in the Hilton Hotel: Improve in-room experiences and Quality service
AI implementation is beneficial for 24/7 accessibility of hospitality services among guests and leads to improved purchasing experiences due to the implementation of AI. The AI implication is useful for the improvement of hospitality service and guest experiences in the Hilton Hotel by providing high-quality services and reach requirements of customers (Sahota, 2024; Global Data, 2023). This indicates that the AI implication with human collaboration helps to improve in-room experiences with quality service in the Hilton Hotel to enhance guest satisfaction. 
[bookmark: _heading=h.c87hev1htua4]4.1.3 Challenges in using AI in collaboration with humans for the improvement of hospitality service at Holton Hotel: Security issues and Data breaches 
Current challenges in the AI implication in Hilton Hotel includes lack of expertise and security issues that impact the quality of hospitality services. The increasing data breaches lead to enhancing the possibility of security issues in Hilton hotels and impact service quality and customers' trust (The Cyber Express, 2023). Hilton Hotel has caused challenges reading breaches of 48.5GB of documents that indicate significant security issues (Okunytė, 2026). The security issues and data breaches are responsible for creating complexity in the integration of hospitality service by AI implementation and human collaboration in the Hilton Hotel. The AI implementation with human collaboration affected the hospitality service of the Hilton Hotel due to threats of data breaches and security issues. Therefore, security issues are faced by the Hilton Hotel when using AI solutions in the representation of high-quality hospitality service to improve guest experiences. 
[bookmark: _heading=h.2fktgz70ycwa]4.1.4 Strategic solution for reducing challenges for AI implementation in collaboration with humans in the hospitality industry at the Hilton Hotel: Encryption technology and revolutionised the security 
The strategic solution for the AI implementation and human collaboration in the hospitality service of the Hilton Hotel includes encryption technology and has revolutionised the security system concerning the integration of security measures. Encryption technology is strengthening security in AI-based solutions with the minimisation of the possibility of data breaches (Singh, 2025). Encryption technology revolutionised the security measures and resolved issues in AI developments, focusing on the improvement of business infrastructure and working processes (Agrawal, 2025). In this regard, the strategic solution for ensuring a reduction in AI implication and human collaboration in the Hilton Hotel includes using encryption technology to ensure trust of guests in the integrated hospitality service. Thus, the strategic solution for ensuring security in AI implementation is encryption technology and a revolutionised security system that may be used by Hilton Hotel for providing secure and safe hospitality services. 
[bookmark: _heading=h.6hxsb1gktv3m]4.2 Findings
Based on the above analysis, the use of Chatbots and smart rooms helps to integrate hospitality services and meet the demands of guests in the Hilton Hotel based on the preferences of employees. This reduction of effort and increasing quality of hospitality services reap significant benefits in using AI with human collaboration that leads to reaching guests' expectations. In these aspects, 24.7 accessibility of hospitality services for using AI influences the opportunity to enhance guest improvements and satisfaction in the Hilton hotel based on employee perspectives. Current challenges in the AI integration of the Hilton Hotel includes lack of expertise and security threats. The increasing range of security threats and inadequate representation of AI-driven hospitality services due to lack of expenses impacts guests' experiences and involvement in the Hilton hotel. As a result, the overall performance of the Hilton hotel was impacted by the complexity in the AI integration and human collaboration for providing hospitality service in the Hilton Hotel. Focusing on these issues, Hilton Hotel focuses on using integrated technology solutions, namely, encryption in the AI-driven hospitality service. Moreover, employee emphasis on ensuring security in the hospitality services and enhancing efficiency in AI exploration through using encryption technology to ensure guest satisfaction with organisational success through adequate human collaboration in the Hilton Hotel. 
[bookmark: _heading=h.5pri4zkm2gej]5. Conclusion
The above research has helped to conclude that AI implementation through using Chatbots helps to improve hospitality service in the Hilton Hotel by understanding the requirements of guests. The employee efficiency and guest satisfaction are increased due to using AI in the hospitality service of the Hilton Hotel, concerning the improvement of organisational performance. Current challenges in the Hilton Hotel during AI implementation for hospitality service is lack of expertise and security issues that impact guest experiences. The use of encryption technology creates the opportunity to improve the AI integration process in the Hilton Hotel and enrich guest experiences, overcoming security issues. 
[bookmark: _heading=h.7h6wkcq4d6mb]6. Recommendations
Based on the above analysis, Hilton Hotel may focus on the use of integrated technology solutions, such as the Predictive maintenance system developed by AI, to meet the requirements of customers and improve overall service quality. Grieco, Caricato, and Margiotta (2025), researched that predictive maintenance system helps to improve the quality of hospitality services with the minimisation of errors to ensure guest satisfaction. Based on these aspects, Hilton Hotel may focus on reducing errors and removing current issues in the hospitality service by using a predictive maintenance system. This may contribute to reaching the expectations and requirements of guests with the improvements in quality and increasing employee efficiency. This represents the opportunity to increase the overall performance of the Hilton Hotel in providing high-quality hospitality service and meet the requirements of guests. Thus, Hilton Hotel may use a predictive maintenance system to address current business issues and enhance overall performance in the hospitality business. 
 In addition, providing adequate training and building a potential team will be a beneficial solution for the improvement of the hospitality services of the Hilton Hotel. An effective training and development process helps to build skills and understanding in using AI applications among employees. He, Morrison, and Zhang (2019), mentioned that employee training is beneficial for increasing overall efficiency and productivity of staff to deliver high-quality hospitality service. This may contribute to mining the possibility of data compromise and exchange, and enhance the presentation capability among staff for the hospitality service based on guest experiences. As a result, guest satisfaction improved with the implementation of an AI-driven hospitality service with security. In this context, a strategic solution for the AI implementation in the Hilton Hotel brings effective improvements in staff development by providing training and development opportunities. This may contribute to resolving issues regarding inaccuracy and security threats in the AI-driven hospitality services of the Hilton Hotel. 
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[bookmark: _heading=h.4jrgpe3eq5lm]Appendix: Thematic coding 
Objectives	Authors	Finding/ Keywords	Codes
Objective 1	(Hilton, 2020)	Chatbot integrate customers service in the Hilton hotel, focusing on AI-driven innovation 	Chatbot	AI-driven innovation	Personalised customer service	Smart rooms
	(Morch, 2024)	Chatbots personalised customer service with AI-driven transformation for smart rooms in hilton hotel 	
Objective 2	(Sahota, 2024)	AI implementation in Hilton hotels leads to an improvement in the in-room experiences of customers 	Improve in-room experiences	Quality service
	(Global Data, 2023)	Improve guest experience with quality service using AI	
Objective 3	(The Cyber Express, 2023)	Security issues for data breaches in the Hilton hotel 	Security issues	Data breaches	48.5GB of documents
	(Okunytė, 2026)	Breaches of 48.5GB of documents with security issues n Hilton Hotel 	
Objective 4	(Singh, 2025)	Encryption technology is strengthening security in AI-based solutions 	Encryption technology	Revolutionised the security
	(Agrawal, 2025)	Encryption technology revolutionised the security measures and resolved issues in AI developments 	


Codes 	Themes
Chatbot	AI-driven innovation	Personalised customer service	Smart rooms	Applications of Artificial Intelligence for integrating hospitality services in the Hilton Hotel: Chatbot and smart rooms
Improve in-room experiences	Quality service	Benefits of using Artificial Intelligence in collaboration with humans for improving hospitality service in the Hilton Hotel: Improve in-room experiences and Quality service
Security issues	Data breaches	48.5GB of documents	Challenges in using AI in collaboration with humans for the improvement of hospitality service at Holton Hotel: Security issues and Data breaches 
Encryption technology	Revolutionised the security	Strategic solution for reducing challenges for AI implementation in collaboration with humans in the hospitality industry at the Hilton Hotel: Encryption technology and revolutionised the security
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