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Abstract
The aim of this study is to explore how Artificial Intelligence (AI) and human collaboration can enhance hotel complaint handling and guest experience while maintaining the personalised service central to hospitality. The current hospitality sector is using AI to enhance the efficiency of its services without losing the human touch, which is vital in the customer satisfaction process. Chatbots, automated CRM systems, sentiment analysis, and other AI tools can engage in sorting out complaints and respond to them fast and provide solutions based on data. These technologies provide quicker reactions, lessen the workload of the staff, and allow them to maintain a steady communication process. Nevertheless, grievances usually entail emotional and situational undertones, which need human reasoning, understanding, and judgment. Human employees are also essential in addressing complex problems, pacifying a stressed customer, and meeting customer expectations.
The proposed study is based on a secondary type of research in which the PESTLE and STAR models are utilised to evaluate the operational, technological, economic, and social impacts of AI integration. The results show that the moderate path, i.e., AI can deal with less serious cases, whereas humans have to resolve more complicated or sensitive issues, is more efficient in providing services, gaining the trust of customers, and increasing loyalty. Effective implementation requires ethical AI practices, employee training, effective protocols, and an organisational culture that is supportive. Overall, AI-human interaction will enable hotels to maximise efficiency and quality of services without sacrificing human-centred experiences that have characterised the hospitality industry. The human employees must not be displaced by AI, but instead, technology must enhance the human touch.

Introduction
The modern hotel and hospitality industry is becoming increasingly susceptible to rapid technological advancement, particularly the growing integration of Artificial Intelligence (AI) with human service provision (Filimonau et al., 2025). This conference paper is written under the theme “Artificial Intelligence and Human Collaboration”. The selected topic is “Artificial Intelligence and Human Collaboration Effects on Hotel Complaint Handling and Guest Experience.” Under this theme, the research focuses on hotel complaint management and guest experience, which are fundamental aspects of service operations that determine service quality, customer satisfaction, and brand loyalty. 
In a highly competitive hospitality industry, expectations for prompt, accurate, and personalised service continue to rise (Anderson, 2025). To support complaint resolution, AI-driven solutions such as chatbots, automated feedback systems, sentiment analysis, and CRM systems are increasingly adopted. Despite these advancements, hospitality remains a people-centred industry where empathy, emotional intelligence, and situational judgement provided by human employees remain essential. Therefore, the interaction between AI technologies and human staff is crucial for effective service recovery and positive guest experiences (Song et al., 2023). This paper analyses the implications of AI-human collaboration in hotel complaint management and guest experience using existing literature and analytical frameworks to assess its influence on modern hospitality operations.
Literature Review
Importance of Complaint Management in Hospitality
Complaint management is a critical component of service recovery in the hotel and hospitality industry, as it directly influences guest satisfaction, trust, and long-term loyalty (Sukhu et al., 2023). Given the people-oriented and service-intensive nature of hospitality operations, service failures such as booking errors, slow responses, or unmet expectations are inevitable. Consequently, complaint management has evolved from a reactive operational activity to a strategic process that contributes to brand reputation and competitive advantage. Efficient handling of complaints ensures that dissatisfied guests are attended to promptly, preventing negative reviews and potential revenue loss (Masorgo et al., 2022).  The literature highlights that hotels that implement structured complaint management strategies are better positioned to maintain high levels of customer satisfaction, retain guests, and foster long-term loyalty. Thus, complaint management is not merely an administrative task but a key driver of operational success in modern hospitality (Akarsu et al., 2022). The rising complexity of guest expectations and service delivery challenges has necessitated technological interventions, especially the integration of Artificial Intelligence (AI), to optimise the process.
Artificial Intelligence in Complaint Handling
The adoption of AI has transformed how hotels manage guest complaints, allowing faster responses and a more organised approach (Al-Hyari et al., 2023). AI-powered technologies, such as chatbots, automated feedback systems, and Customer Relationship Management (CRM) systems, facilitate real-time recognition, classification, and routing of complaints to relevant departments. Sentiment analysis enables hotels to detect emotional tones in guest feedback, identifying dissatisfaction at an early stage and preventing escalation (Lee et al., 2026). AI applications enhance operational efficiency, reduce waiting times, and alleviate pressure on human employees (Uche Ojika et al., 2024). However, the literature cautions against over-reliance on automation, as standard AI responses cannot fully address emotional dissatisfaction, frustration, or disappointment, which are integral to complaint encounters. Singh, (2024) note that effective service recovery requires emotional intelligence, empathy, and personalised judgment qualities inherently human. While AI ensures consistency and speed, its effectiveness in complaint management is maximised when combined with human oversight, highlighting the need for a hybrid approach that integrates technological efficiency with human-centred service, particularly in complex or emotionally sensitive service failure situations.


Role of Human Interaction in Guest Experience
Human interaction remains a critical determinant of guest experience in complaint management. Guests evaluate service recovery not only based on outcomes but also on the manner in which complaints are addressed (Ali et al., 2022). Personalised communication, sincere apologies, and empathetic engagement foster trust and loyalty, even after service failures. Front-line staff and managers possess contextual and emotional intelligence, enabling them to tailor responses to the specific needs of individual guests (Shameem et al., 2023). Human judgment allows flexibility in decision-making, such as offering compensation, upgrades, or bespoke solutions that AI systems cannot inherently provide. However, human-led complaint handling has limitations, including inconsistencies, delays during peak periods, and employee stress resulting from continuous emotional labour. The literature emphasises that human intervention is most effective when supported by structured processes and technological tools. By reducing routine workloads through AI, employees can focus on complex, emotionally sensitive cases requiring personalised attention, ensuring service recovery is both efficient and empathetic.
AI–Human Collaboration in Complaint Management
Recent studies highlight the benefits of a collaborative approach between AI systems and human employees in complaint handling. Instead of replacing personnel, AI is seen as an empowering tool that enhances human performance by providing data-driven insights and operational efficiency (Kumar et al., 2024). In practice, AI manages initial interactions, gathers information, and classifies complaints, while humans handle subsequent stages requiring empathy, discretion, and personalised service. AI-human collaboration increases consistency, reduces response times, and maintains the authenticity of service experiences (Babar et al., 2025). For instance, AI can analyse past complaint data and suggest optimal recovery actions, which managers can then tailor to individual guests. Effective implementation requires organisational culture alignment, employee training, and technological acceptance. Staff must trust AI outputs and develop skills to interpret and act on AI-generated insights. Failure to integrate AI properly may lead to resistance, poor service quality, and diminished guest satisfaction (Chopra et al., 2024). Overall, the literature supports that a hybrid model combining AI efficiency and human emotional intelligence enhances complaint management, improves customer experience, and positions hotels competitively in the modern hospitality landscape.
Method 
The research approach adopted in this study is the secondary research methodology, which is suitable in the analysis of the current themes in the hotel and hospitality industry under the BMIH6001 module. Secondary research allows one to conduct a systematic review of the current academic literature, industry reports, government publications, and hospitality-related statistical information, which is freely available. This method will enable the study to critically examine the role of Artificial Intelligence (AI) and human collaboration in hotel complaint management and guest experience without necessarily having to collect primary data.
The study uses analytical frameworks in addition to literature synthesis to explain how the chosen theme has influenced the hospitality industry. To analyse the political, economic, social, technological, legal, and environmental factors that affect the adoption of AI and human cooperation on an industry basis, the PESTLE framework is used. Moreover, the interaction between AI and human employees in practical hotel complaints handling cases is also analysed with the help of the STAR analysis, and its results and practical implementation are considered. The combination of second-order research and instruments of analysis is a guarantee of a well-structured, evidence-based, and industry-relevant analysis of the chosen current theme.
Theme Impact Analysis
PESTLE Analysis: AI–Human Collaboration in Hotel Complaint Handling
Political Factors
Tourism and hospitality governments are increasingly encouraging digital transformation to enhance their competitiveness and efficiency in service delivery  (Buhalis et al., 2022). Measures that facilitate smart tourism and digital innovation promote the use of AI-based solutions by hotels, such as automated systems to handle complaints. According to Market.us (2024), the global AI in tourism market is expected to grow at a CAGR of 35% from 2024 to 2033. Meanwhile, the focus on consumer protection by political forces demands that hotels be transparent and accountable in how they use AI to interact with guests.
Economic Factors
The AI usage in the hospitality industry has a high chance of success due to the economic climate, which is experiencing an increase in the costs of operations and labour shortages (Limna, 2023). In the case of complaint‑handling systems with the help of AI, the response time is minimised, productivity is maximised, and the costs of service recovery are reduced. Hotels that implement AI chatbots and automated CRM services also enjoy quicker resolution of complaints, with guest satisfaction scores increasing, which is positively reflected in retention and income (Rahman and Khan, 2023). Nonetheless, implementation costs and maintenance of the system are still an obstacle, especially for small and independent hotels, which validates the necessity of collaboration between humans and AI systems instead of complete automation.
Social Factors
The expectations of guests have changed a lot. The new generation of hotel customers’ demands instant replies, personal attention, and smooth contact over virtual platforms (Çeltek, 2023). AI systems can satisfy these expectations due to 24/7 availability and regular responses. However, problem management connected to complaint handling can involve emotional dissatisfaction where guests appreciate empathy, understanding, and human judgment. Social attitudes thus support the significance of human presence alongside AI, especially in service recovery instances that influence the overall guest experience.
Technological Factors
The greatest force of change in this theme is technological improvements. Chatbots, sentiment analysis, and machine learning are examples of AI technologies that help hotels to study the feedback provided by their guests and identify their dissatisfaction tendencies and prioritise complaints effectively (Dwivedi et al., 2025). AI can analyze high amounts of data more rapidly than human workers, aiding in the process of making decisions and service recovery. Nevertheless, no technology could substitute the emotional intelligence of the hospitality sphere, so it is necessary to cooperate with trained employees.
Legal Factors
Hotels should adhere to data protection and privacy laws in terms of using AI-based systems (Mohd et al., 2022). The personal data that guests may complain about is frequently personal, and hotels need to make sure that AI tools do not violate the regulations of the legal framework, including data protection regulations and ethical AI use. The responsibility of law ultimately rests with the organisation itself and its employees, which supports the necessity of human control over AI –driven processes of handling complaints.
Environmental Factors
There are indirect environmental positive impacts of AI adoption. Digital complaint-handling systems decrease paper consumption and administrative wastage and help to expand sustainability goals (Shuja et al., 2023). Effective responses to complaints also lead to the minimisation of repeat failures, a factor that leads to the efficiency of resources and sustainability of operations in hotels.
STAR Analysis: AI–Human Collaboration in Hotel Complaint Handling.
Situation
The hotel industry is characterised by a high rate of complaints by visitors with regard to lateness in service provision, the quality of rooms, booking mistakes and the responsiveness of the staff (Zoghi, 2025). Such complaints are made in a very competitive world where online reviews and social media exaggerate the dissatisfaction of guests, and proper management of complaints is critical in handling the reputation.
Task
Hotels are required to be very fast and accurate in complaints and to ensure that they offer a personalised and sensitive guest experience (Mandić et al. 2023). They should strike a balance between efficiency in their operations and emotional connection, where complaints are addressed in such a way that regains the trust and satisfaction of the guests
Action
The most frequent AI technologies used by many hotels include chatbots and automated CRM systems that can handle the initial phases of complaint management. The AI solutions recognise complaints in real-time, classify problems, and route or offer standard answers to the involved departments. Sentiment analysis applications identify complaints that are emotionally charged to be handled by humans. Complex cases that involve empathy, negotiation and personalised solutions are then addressed using human employees, especially front-line managers and guest relations staff.
Result
The staffing model is effective because it leads to a better response time to complaints, higher satisfaction with the guests, and higher human resource efficiency (Mandić et al., 2023). The AI will minimise the workload by routine so that the employees can concentrate on the quality of service recovery instead of the administrative work. This mixed paradigm enhances loyalty and brand image due to the combination of technology and the emotional intelligence of a human being
Conclusion 
The combination of artificial intelligence and human interaction in the complaint management of hotels boosts the effectiveness of service, satisfaction of customers, and performance. AI technologies optimise the workflows of regular complaints, enhance the speed of response, and offer data-driven insights, whereas human workers offer the empathy, emotional intelligence, and contextual judgement to offer personalised service recovery. Effective teamwork between AI and personnel will enhance brand loyalty, guest loyalty and hotel competitiveness in a service-oriented business. Nonetheless, this method is effective based on organisational culture, employee training, and strategic alignment between the adoption of technology and the management of human resources, ensuring continuous improvement, resilience, and sustainable service excellence in dynamic hospitality environments.
Recommendations 
According to the above literature review and the analysis of political, economic, social, technological, legal, and operational factors impacting the hotel complaint handling, several recommendations are given towards the improvement of the effect of AI-human collaboration in the hotel service recovery.
· To begin with, Hotels must have AI-powered solutions, including chatbots and automated customer relationship management systems, that should be deployed by hotels at the first phase of managing complaints so that they can be properly recognised at once and correctly classified into categories based on the problems of guests. As it has been stated above, the timely response will decrease the level of dissatisfaction and avoid escalation. The implementation process should be gradual, and the first and high-volume channels of complaints (online platforms and mobile applications) should be implemented and supervised by IT and guest relations teams.
· Secondly, when it comes to addressing emotionally sensitive and complex complaints, human employees must be left in control, as there is a considerable focus in the literature on empathy and emotional intelligence in service recovery. To reinforce this, hotels must offer specific training programmes that will help front-line employees and managers to understand the AI-generated insights and implement them in direct contact with the guests in an individualised fashion.
· Thirdly, hotels ought to develop formalised rules of complaint-handling, in which the roles of AI systems and human employees are clearly defined. These processes must also have escalation channels, which would facilitate smooth transitions of automated processes to human oversight when needed. This well-laid-out practice boosts regularity and flexibility in service provision.
· Moreover, the performance indicators, including response time, resolution rate, and guest satisfaction scores, should be used to estimate the quality of AI-human cooperation on a regular basis. The feedback on these measures must be used to cause constant enhancement of technology implementation as well as employee training.
· Lastly, ethical AI governance practices need to be implemented in hotels with a focus on privacy of data, transparency, and compliance. Good communication with guests about the use of AI in complaint management will build trust and enhance the responsible and guest-focused service recovery model of the organisation.
Following these recommendations, hotels will be able to balance the advantages of both AI and human employees, ensuring efficient, responsive, and consistent complaint resolution. This is a win-win strategy that enhances the experience of guests as well as operational efficiency and competitive edge in the contemporary hospitality sector.
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