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Abstract 
Artificial intelligence (AI) is becoming a more popular tool in the hospitality industry to enhance efficiency in delivering services and addressing evolving customer demands. This research paper discusses the cooperation of AI and human workers in the front-of-house hotel services in addressing the expectations of guests. The paper reviews existing academic and industry literature through secondary qualitative research and investigates the use of AI applications, which include chatbots, self-check-in systems and digital concierge services. The results indicate that AI enhances speed, accuracy and personalisation of routine service duties whereas human workers are still needed in terms of emotional interaction, problem solving and recovery of services. The review indicates that customer satisfaction is the greatest when hotels are implementing hybrid forms of service that involve efficiency and technology together with human touch. The broader implications of AI in the hotel industry are evaluated using tools like PESTLE and STAR analysis. The paper comes to the conclusion that the successful cooperation of AI with human employees assists hotels to achieve the equilibrium between efficiency and custom service, which contributes to the enhancement of their customer satisfaction and confidence in the front-of-house hotel work.
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[bookmark: _Toc220590967]Introduction
The hospitality sector is going through a digital transformation at a very high rate, with organisations embracing new advanced technologies to improve efficiency and competitiveness in services (Nikopoulou et al., 2023). Artificial intelligence (AI) has emerged as a major source of this transformation, specifically in front-of-house hotel services, including check-in, concierge services and customer queries, where the quality of service has a direct influence on customer expectations and satisfaction. 
At the same time, the demand of customers in the hospitality industry has also been transformed (Davahli et al., 2020). Modern guests are more and more focused on speed, convenience, precision, and customised services, but in addition, they require emotional involvement, empathy, and effective human communication. This change has demonstrated the shortcomings of complete automation and the value of technological replacement with cooperative use between AI systems and the human employee. Thus, this paper analyses the theme of artificial intelligence and human cooperation in the front-of-house hotel services and its role in helping hotels to fulfil and manage customer expectations. It explores the way the efficiency offered by AI and the emotional intelligence of the human factor are complementary to each other in providing an improved overall guest experience.
Literature Review
Artificial Intelligence in the Hospitality Industry
Artificial Intelligence (AI) is the name of computer-based systems that can assume tasks traditionally carried out by the human brain and include learning, reasoning, problem-solving, and decision-making (Siemens et al., 2022). In the hospitality sector, AI defines a vast scope of technologies that are intended to increase operational efficiency, customer experience, and managerial decisions. According to Štilić et al. (2023), AI in the hospitality industry is the implementation of smart systems that have the ability to communicate with guests, analyse customer information, and automate the service processes throughout hotel operations.
Hotels become more actively engaged in using AI, including machine learning algorithms, natural language processing, facial recognition, and robotics to facilitate front- and back-of-house operations (Costa and Costa, 2022). The main factors that have led to the uptake of AI are the escalating labour expenses, long-term staffing shortage, and the growing need to satisfy the changing demand of guests and deliver rapid services that are smooth and customised. Moreover, the high competition levels in the hospitality industry have resulted in hotels leveraging AI as a competitive strategy to generate distinction in service delivery and customer satisfaction.
AI Applications in Front-of-House Hotel Services
Front-of-house operations are among the most apparent spheres of AI application as they interact directly with guests. Computer-assisted reservations, enquiries, and local recommendations, including chatbots and virtual concierges, are some of the most popular types of AI usage. Such systems enhance speed and consistency of response, as well as lessen the workload of frontline staff (Karaferis et al., 2025). Nevertheless, research suggests that chatbots might be unable to handle complex or emotionally sensitive interactions with guests, which constrains their performance in some service interactions. 
These systems improve the efficiency of operations by shortening waiting times and providing contactless service, which is especially relevant after the COVID-19 pandemic (Lee and Lee, 2021). In spite of these advantages, some guests view self-service technologies as impersonal, especially in luxury or relationship-based hotel segments. Customer relationship management (CRM) systems with AI support also allow hotels to analyse the data on guests, anticipate preferences, and provide customised services (Maoulainine and SOUAF, 2025). Although these technologies help with targeted marketing and personalised experiences, there are still concerns about data privacy, transparency, and excessive dependence on automated decisions.
The Role of Human Employees in Service Delivery
Human employees are still key to the delivery of hospitality services because the industry leans on emotional labour and interpersonal communication (Ngcobo et al., 2022). One of the key aspects of front-of-house jobs is emotional labour, the management of emotions to respond to organisational demands (Khetjenkarn and Agmapisarn, 2020). Empathy, warmth, and human interaction tend to be appreciated by guests when it comes to complex service experiences or problem solving scenarios. 
Human personnel are also imperative in the provision of personalised services that go beyond data-driven suggestions. Human capabilities excel AI systems in relationship-building, cultural sensitivity, and situational judgement (Ojo and Afolaranmi, 2024). Also, workers are crucial to service recovery and complaint response, and emotional intelligence and adaptability are crucial to recover customer satisfaction and loyalty. 
Customer Expectations and Perceptions
Emerging trends in consumption and technology have changed the nature of customer expectations in the hospitality industry (D’Souza and D’Souza, 2023). Modern customers are more often demanding quickness, convenience, and personalisation, especially when engaging in more frequent service exchanges like check-in and information requests (Ratnoday et al., 2025). These expectations can be met effectively through AI technologies, which simplify processes and will respond immediately.
Nevertheless, AI impressions of customers are mixed. Some guests value efficiency and novelty, but others are concerned about the loss of human interaction, the absence of trust, and the loss of authenticity (Chen et al., 2020). AI acceptance depends on demographic concerns like age, familiarity with technologies, and cultural orientation, as younger and technologically advanced consumers tend to be more accepting of AI (Gerlich, 2023). These data points out the necessity to provide hybrid service models where guests can decide on the type of communication they want: AI-driven or human-led.
Critical Evaluation and Research Gaps
Although there is an increasing scholarly interest in AI adoption in the hospitality sector, most of the literature follows the technology-focused approach, highlighting the benefits of increased efficiency and cost-saving without focusing much on human and relational aspects. There is a lack of focus on front-of-house collaboration models that combine AI abilities with human capabilities in an equal measure. Moreover, empirical studies specifically on the perception of AI by guests regarding collaboration with humans are limited. Available literature tends to analyze AI or human service delivery separately, as opposed to analyzing their synergies on customer experience. As a result, there is an obvious necessity of the frameworks combining technological efficiency with emotional intelligence and service quality. 
Method
[bookmark: _Toc219542382]Research Approach
The study follows the type of secondary qualitative research design because it is based on the existing academic and industry-based literature to analyze the application of (AI) and collaboration with humans in front-of-house hotel services. Secondary research takes place when there are already more than enough theoretical and empirical data on the topic (Cheong et al., 2023). The contemporary industry that can be synthesized and critically compared between research outcomes in various contexts 
Data Collection
Peer-reviewed academic journals, reports on the hospitality industry and reputable textbooks and professional publications were used in the collection of data. Academic literature has been obtained using the known database, including Google Scholar. It guarantees academic accuracy, and industry reports have offered valuable information about the use of AI in reality in the hotel industry (Salama, 2024).
Data Analysis Technique
The thematic analysis was used as an analytical method to determine the recurrent trends, concepts in the literature. In order to organize the analysis, the PESTLE framework has been used to analyze the global political, economic, social, technological, legal and environmental factors that are driving the use of AI, and the STAR framework was applied to assess service encounters and responses to operations in the front-of-house settings. Such frameworks, based on services and technology, facilitated a comparative and systematic study of the effects and issues (Bellini eta l., 2022).
Rationale
The selection of second-order qualitative research techniques adds to the credibility of the research but possible within the time limitations. Considerations of ethics were met since publicly available, credible sources were used and citation was done correctly so as to guarantee the academic integrity and reliability of data (Zhaksylyk et al., 2023).
Theme Impact Analysis 
PESTLE Analysis
Political Forces
Data privacy laws issued by the government and consumer protection laws have a highly significant impact on the implementation of front-of-house artificial intelligence systems in hospitality facilities (Marcus, 2025). Biometrics, data storage, and digital identity regulations are the effective limits of the use of facial-recognition technologies and full automation of cheque-in procedures. As a result, involvement of the employees is essential to ensure the adherence to the regulations and to ensure that the guests will be convinced of the AI-based cheque-in processes, especially when the statutory limitations of the biometrics and digital identity schemes are imposed (SITA and The Prism Project, 2024). The related value suggests that biometric and mobile digital-identity cheque-in technology is implemented. 
Economic Forces
The problem of labour and increasing labour costs have led to an increase in investment in front-desk AI systems in the hotel sector. Although chat-bots and self-service kiosks help decrease the time spent waiting and the costs spent on operation, lack of support to unsatisfied clients may have a negative impact on the quality of services. According to empirical data collected by StayNTouch (2022) hotels employing a hybrid approach to automated front-desk operations and employing staffed front-desk booths receive more contented customers than fully automated hotels, meaning that economy and quality service coexist. 
[image: ]
Figure 2 Impact of Front-of-House Automation on Guest Satisfaction 
Source: StayNTouch (2022)
Social Forces
The impact of the societal expectations on the acceptance levels of artificial-intelligence technologies by the hotel customers is substantial. Although a major percentage of visitors value speed and expediency, they also expect the staff to be sensitive, empathic, and emotionally perceptive. Al-Hyari et al. (2023) concluded that artificial-intelligence can only increase visitor satisfaction when it does not reduce its substantive human interaction with the service. Customers that are motivated by leisure tend to prefer the bespoke services and the trust that face-to-face communication creates, and business travellers consider digital cheque-in features to be expedient. 
Technological Forces
The AI solutions provide the translation of languages, the possibility to change a reservation, and offers. However, the malfunction of the equipment or the system is capable of causing frustration among customers. The automation changes the allocation of service positions, which makes frontline staff people unique intermediaries between guests and technology when something goes wrong (Spektor et al., 2023). It is not reasonable to completely replace human agents. Hotel employees well trained can come in and fix system failure as a way of ensuring that technological support can best support but not replace the human workforce.
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Figure 1 Adoption of Digital Identity and Biometric Technologies in Hospitality
Source: SITA and The Prism Project (2024)
Environmental Forces
The use of front-of-house technology solutions has environmental concerns. The use of virtual concierge services, receipts that have no paper, and digital cheque-in processes helps to save on the use of paper and energy. According to the Hotel Yearbook (2024), digital front-desk technologies connected to the environmental efforts and mentioned by the staff can positively affect the sustainability perceptions. Visitors can request to know the environmental impact of electronic devices. 
Legal Forces
The implementation of artificial-intelligence does not relieve the hotels of responsibility. Reputational status may be damaged by pricing errors, data-breach, and algorithmic bias. Front-desk automation systems place a human operator in the front desk to decide effectively on emergent cases, handle the regular cases, and fairly adjudicate conflict (Hotel Yearbook, 2024). Constant supervision of the human element is essential in monitoring the systems and solving of problems thus enhancing employee participation.
STAR Analysis 
Table 1 STAR Analysis of AI–Human Collaboration in Front-of-House Hotel Services
	Element
	Application in Hospitality Context

	Situation
	Hotels face increasing customer expectations for speed, convenience, and personalised service alongside labour shortages and rising operational costs.

	Task
	Front-of-house teams are required to deliver efficient service while maintaining emotional engagement and service quality.

	Action
	Hotels implement AI tools such as self-check-in kiosks and chatbots to manage routine tasks, while human staff focus on personalised interactions and service recovery.

	Result
	Improved operational efficiency and reduced waiting times, combined with maintained customer satisfaction where human interaction remains visible.


Critical Review of Organisational Adaptations 
Hospitality organisations are changing the front-of-house operations and gravitating towards hybrid models of service provision involving artificial intelligence and human interaction. It is postulated that hotels that incorporate AI solutions and restructure the employee roles in the direction of service recovery, emotional involvement, and personalised service attain higher levels of guest satisfaction and trust (Al-Hyari et al., 2023). Staff training in digital skills and ethical data management is also the category of organisational adaptations to meet the regulatory requirements (Hotel Yearbook, 2024). Nevertheless, excessive automation can lead to the loss of the warmth of the service. Thus, effective change relies on strategic alignment of technology to human-oriented values of service.
Conclusion 
The paper has discussed how Artificial Intelligence (AI) and human cooperation can aid front-of-house hotel services, specifically meeting changing customer expectations. These articles and the analysis of impact suggest that AI can positively affect service efficiency, speed, and personalisation, whereas human workers are still necessary to achieve emotional engagement, service recovery, and relationship management. Results indicate that neither AI nor human labour can be relied upon to provide the best service quality. Rather, through a cooperative strategy, hotels can find equilibrium between business efficiency and the historic preservation of hospitality. This implies that the future of hospitality service design should focus on hybrid designs that combine technological innovation with human-centered services.
Recommendations 
Adopt Hybrid Front-of-House Service Models
Hospitality organisations must embrace hybrid forms of services which will integrate AI embedded technologies with visible and accessible human assistance. Routine, transactional processes, like the check-in process and simple guest inquiries, should be handled by AI devices like chatbots and self-service kiosks. This will enable frontline staff to specialize in more intricate service conversations, which demand empathy, judgment, and personal connection. By providing visitors with the option between AI-based and human-based services, it may contribute to a greater customer satisfaction rate because of the different preferences and technological acceptance rates. 
Invest in Employee Training and Digital Skill Development
The hotels are advised to invest in ongoing programs of training and reskilling to be able to maintain staff members on the frontline working well with AI technologies. With the increased use of AI systems in front-of-house activities, employees' digital literacy skills, as well as traditional service abilities, are necessary. Training must be not just on the use of the technical system but on ways AI generated insights can be utilised to improve personalised service delivery. Moreover, the implementation process can be more resistant to technological change with the involvement of employees, which enhances acceptance. Organisations can cultivate a culture of service that acknowledges innovation and the strength of human experience by presenting AI as a helpful resource instead of a menace.
Implement Ethical and Customer-Centred AI Governance
To resolve the issues regarding data privacy, transparency, and trust, hospitality organisations are advised to implement ethical and customer-focused AI governance systems. Customer relationship management systems based on AI are extremely dependent on guest data, so it is crucial to take care of data management to preserve the trust of customers. Understanding the method of collection and use of data should be clearly communicated to increase customer acceptance of AI technologies. Besides, AI systems used should be evaluated regularly to confirm that they improve and not reduce service quality. The correspondence between AI application and hospitality value will secure technological progression benefits customer relationships in the long term and sustained service design.
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