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Abstract
The chosen theme for this project was analysing the relationship between AI and human collaboration within the hotel and hospitality sector. The theme is important for the hotel and hospitality sector because it helps demonstrate how collaboration between AI and humans could be done and why this collaboration is necessary. This contemporary theme is prevalent within the industry since AI and human collaboration are widely used by hotels. 
Within this study, the use of secondary data was preferred over primary data. The reason for selecting secondary over primary is its cost-effectiveness feature. The use of a thematic tool for analysing data was done within the study.
In the end, it was concluded that there is a relationship between AI and humans within the hospitality sector in which they both complement each other rather than remain competitive. It could be recommended that future hotel and hospitality will require a hybrid model where AI handles routine operations while humans will focus on personalised care and their guest experience. 
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[bookmark: _Toc221618246]1. Introduction
The chosen theme for this project is analysing the relationship between AI and human collaboration within the hotel and hospitality sector. The theme is important for the hotel and hospitality sector because it helps demonstrate how collaboration between AI and humans could be done and why this collaboration is necessary. AI and humans within the hospitality sector should be working together to provide technology along with emotional touch to customers or guests (Wavei et.al 2025). The relevance of this theme is because both these elements are working together to provide a holistic experience to guests. 
The hotel and hospitality sector is a vast service sector that provides lodging, food, drink and experience to travellers or local people (Clegg et.al 2021). This mainly involves guest rooms, hotels, restaurants, travel agencies and event planning. The core elements of this sector are service-orientation, guest experience and discretionary spending. 
This contemporary theme is prevalent within the industry because AI and human collaboration are widely used by hotels. This trend will keep on increasing in the future as well. Currently, AI and humans are collaborating with each other so that better performance can be provided.
[bookmark: _Toc221618247]2. Literature Review
[bookmark: _Toc221618248]Relationship between AI and human collaboration in the hospitality sector 
The relationship between AI and human collaboration within the sector of hospitality is highly complementary rather than competitive. As per the view of Schreiber, (2025) AI increases operational efficiency with the application of tools such as automated systems of check-in, chatbots, demand forecasting and personalised recommendation engines. These technologies aim to handle data-intensive and repetitive tasks with high accuracy and speed that allows the employees to focus on creative-value activities that require innovation, emotional intelligence and personalised interaction with guests. Moreover, Dixit, (2020) mentioned that human staff remains essential for delivering empathy, creating memorable experiences among guests and resolving complex failures with services that technology alone cannot replicate. 
However, research underlines that the human touch is considered as crucial in the context of emotionally charged or complex interactions with guests that makes this balanced integration essential for the promotion of brand loyalty and acceptance among customers (Bluher, 2026). Also, effective collaboration emerges with the support of AI in service consistency and decision-making, whereas humans provide cultural sensitivity, judgment, and relationship-building. For example, AI-driven analytics can guide the revenue managers, but strategic decisions based on pricing still rely on effective managerial insight. 
[bookmark: _Toc221618249]Impact of AI and human collaboration on the functions of the hospitality sector 
Khuble, (2025) highlighted that AI and human collaboration significantly reshapes the key functions within the hospitality sector with the improvement in accuracy, efficiency and service quality. In front-office operations, self-service kiosks and AI-powered chatbots tend to streamline reservations and smooth check-ins, whereas staff emphasises on guest engagement with guests and the resolution of their issues. Batabyal and Das, (2019) stated that in marketing and revenue management, AI analyses large datasets to forecast demand, optimise pricing and tailor promotions that provides immense support to the strategic decisions of managers. 
Furthermore, Chkoniya, (2021) acclaimed that maintenance and housekeeping gains benefit from predictive analytics that leads to schedules cleaning and repairs in a more effective manner that are further guided under human supervision. In reference to human resource management, AI assists with workforce planning and recruitment screening, whereas managers retain responsibility for motivation, training and performance appraisal.
[bookmark: _Toc221618250]Future of AI and human collaboration in the hospitality sector 
The future of AI and human collaboration in the hospitality sector will be defined with the shared intelligence and deeper integration. Sharma et.al (2024) analysed that AI will increasingly manage dynamic pricing, predictive analytics, personalised journeys of guests and real-time optimisation of service that enables faster and more informed decision-making. At the same time, Dixit, (2020) critically contended that human employees will emphasise on roles that demand creativity, empathy, relationship management and ethical judgement. Rather than replacing staff, AI will function as a digital co-worker that aims to promote productivity and consistency within services while minimising the routine workloads. 
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Figure 1: Future of Human- AI Collaboration
(Source: Faster Capital, 2025)
In addition, training and reskilling will become essential because of which employees can effectively interpret, supervise and collaborate with diverse intelligent systems (Faster Capital, 2025). Successful hotels will adopt a hybrid service model in which technology offers vital support to seamless operations and humans to deliver emotionally rich and authentic experiences. This balanced partnership will improve satisfaction among guests, drive innovation, and strengthen long-term competitiveness in the evolving landscape of the hospitality sector.
[bookmark: _Toc221618251]Theoretical framework 
There are diverse theories and frameworks that highlights about the contrasting perspectives based on the AI–human collaboration within the hospitality sector. Batabyal and Das, (2019) evaluated that the Technology Acceptance Model (TAM) explains about how perceived usefulness and ease of use of advanced software shape the acceptance of employees towards AI tools. This makes it valuable for predicting adoption about automated check-in and chatbots. However, Sharma et.al (2024) critically argued that application of this theoretical model is limited as it underestimates the power relations, organisational culture and emotional labour that are termed as central to service delivery within the hospitality sector. 
In contrast, Cooper and Hall (2023) contended that the Socio-Technical Systems Theory emphasises the joint optimisation of human systems and technology that aligns well with hybrid service models in which AI augments the performance of staff. Its strength lies in recognising interdependence among skills, workflows and technology. However, Chkoniya (2021) criticised that this theory offers limited guidance on the management of resistance and rapid technological change. 
[bookmark: _Toc221618252]Research gap
In most of the past studies, there were only investigations on either the AI impact on the hotel sector or the impact of humans on the hospitality services. Within the studies, it was analysed that AI is playing an important role in improving customer satisfaction by reducing staff work pressure. However, there are few studies which properly showed collaboration of both is important or relevant for the hotel sector. Thus, within this study, the identification of a specified area in the chosen theme by examining the real impact on the contemporary theme according to current literature is done. The study helps draw from findings from current journals and articles so that the best outcome can be analysed in an effective manner. 
[bookmark: _Toc221618253]3. Method
Data collection is the process that involves identifying and gathering information from different sources so that research can be conducted in an effective manner (Sundqvist, 2024). Two sources are primary and secondary. Within this study, the use of secondary data is preferred over primary data. The reason for selecting secondary over primary is its cost-effectiveness feature. This means that for research, collecting secondary data means that they are seeking existing information placed in articles, websites, journals, reports and several government records.
After collecting information, there is a need to interpret it in a manner that could be used within the research (Susilawati et.al 2025). The two kinds are qualitative and quantitative. Qualitative is selected for the study, and quantitative is rejected. Qualitative involves analysing the data by using some non-statistical tools through which data can be evaluated properly. 
The use of a thematic tool for analysing data is done within the study. Thematic means that themes are drawn from information collected, which is based on the research objective (Sreekumar, 2023). Thematic tool of analysis is the one that helps in identifying keywords from the data collected and then drawing the themes. These themes contain the required information about the topic so that the objective can be achieved in a proper manner. 
[bookmark: _Toc221618254]4. Theme impact analysis
Effective AI–human collaboration in the hospitality sector leads to boosts in consistency in services and data-driven decision-making, while humans supply cultural sensitivity, relationship-building, and judgment that technology alone cannot replicate. It is termed as crucial for the maintenance of satisfaction of guests and personalised service as automation increases efficiency and humans provide emotional intelligence (Dixit, 2020). Job displacement and workforce reskilling are identified as the chosen issue as AI automates the routine tasks within the industry. 
Research revealed that increased adoption of AI enhances the need for upskilling and reskilling because of which employees can transition into higher-value roles. For example, multiple hospitality organisations have positively responded to the targeted reskilling and training initiatives to prepare staff for AI-Augmented roles. Recent market data shows that the smart hospitality industry expanded from USD 23.2 billion in 2024 to USD 29.55 billion in 2025, representing a compound annual growth rate (CAGR) of 27.4% (The Business Research Company, 2026).
AI–human collaboration is transforming the hospitality industry by boosting operational efficiency, accuracy and service quality (Batabyal and Das, 2019). AI automation aims to handle repetitive tasks such as predictive analytics, check-ins and data-driven decision-making that results in minimised errors and freeing human staff to focus on maintenance of meaningful interactions with guest and empathetic service. This further leads to preserve the personal touch that defines hospitality. In addition, these hybrid models also enhance both job satisfaction and service delivery when implemented with the readiness of the workforce and supportive HR practices. 
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Figure 2: Generative AI in the Hospitality Market
(Source: Pharmiweb, 2025)
The above image indicates about the use of generative AI within the hospitality market, measured at USD 30.0 billion in 2025 (Pharmiweb, 2025). A key contemporary issue is job displacement that has been raised due to automation. In response, hospitality organisations are investing in programmes of reskilling and upskilling to prepare employees for advanced AI-augmented roles. For example, The Park Hall Resort and Spa deployed an AI concierge that handles the routine enquiries of guests that enables staff to emphasise on higher-value tasks (RTIH, 2025). Rather than replacing staff, AI will function as a digital co-worker that aims to promote productivity and consistency within the hospitality sector while minimising the routine workloads
AI will act as a digital co-worker in the hospitality sector that engages in boosting consistency and productivity by taking over repetitive tasks and routine while enabling humans to focus on complex decision-making and high-value guest service. Research finds that AI automates data tasks, check-ins and scheduling, but still heavily relies on personalised service and human emotional intelligence that minimises workload without eliminating roles (Chkoniya, 2021). 
One industry response towards the identified contemporary issue is job displacement and workforce reskilling that is demonstrated in the focus of the hospitality sector on enhancing jobs, instead of replacing them. For example, leaders such as 7H management publicly emphasises that AI should complement staff through speeding up the processes while staff retain the core service roles and initiatives such as training sessions and webinars are being promoted to reskill employees for AI-augmented roles and build trust.
[bookmark: _Toc221618255]Strengths and limitations of collaborating AI with human efforts within the hospitality sector
As per the view of Sharma et.al (2024) collaborating AI with human collaboration provides the benefit of increased efficiency and quality of service that emerged as strength. It automates routine tasks such as data analysis and scheduling that boosts the operational efficiency. In addition, it leads to improve personalisation as advanced systems of AI analyse the preferences of guests that enables the sector to provide tailored experience to guests, emerged as another strength. On the contrary, Cooper and Hall, (2023) critically evaluated that there is a high risk of depersonalisation as over-reliance on AI can erode the personal touch that is termed as central to hospitality service. Also, training gaps and job displacement are identified as another limitation as workers lack digital skills that require substantial efforts of reskilling. For example, hospitality organisations heavily invested in the AI-assisted tools for scheduling of staff and to optimise effective workforce planning in response to the contemporary challenge of job displacement and workforce reskilling. 
The Technology Acceptance Model (TAM) is termed as useful for analysing AI–human collaboration in hospitality as it links the perceptions of employees towards AI’s usefulness and ease of use that promotes their intention to adopt such advanced technologies (Dixit, 2020). This further helps to explain acceptance or resistance towards AI tools in diverse service roles. Furthermore, TAM has been successfully applied in hospitality industry to understand how staff creates attitudes toward AI tools such as social robots or chatbots that highlights about belief structures that has significant influence on integration and technology uptake. A contemporary industry response to job displacement and reskilling of workforce is seen in hospitality industry that focuses on training for digital and AI-related skills to support the staff alongside automation (Batabyal and Das, 2019). 
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AI and human collaboration in the hospitality sector is most effective when technology supports efficiency and consistency while staff deliver empathy, judgement, and personalised guest experiences. AI tools such as automated check-in systems, demand forecasting, and recommendation engines improve operational performance by reducing routine workloads and enabling faster decision-making, but they cannot replace the emotional intelligence that defines hospitality service. Therefore, the industry should adopt a balanced hybrid approach where AI enhances service delivery and human employees focus on building relationships and creating memorable guest experiences.
[bookmark: _Toc221618257]6. Recommendations
It could be recommended that future hotel and hospitality will require a hybrid model where AI handles routine operations while humans will focus on personalised care and their guest experience. This means that in future there will be a need to adopt phased implementation for the means of improving operational efficiency through automation (Brotherton, 2015). There will be a need to implement AI for managing routine tasks, and staff will be focusing on how a personalised touch could be provided to resolve the issue of customer satisfaction. This is since through the hybrid model, the performance of the hotel will improve. 
It is also further recommended that, through using predictive personalisation, the integration of both AI and humans could be effectively done within the hospitality sector. This means that AI will be used for analysing guest preference and booking data, which offers them personalised recommendations as well (Dawson et.al 2012). This involves tailored dining preferences, customised room settings before guests arrive and high-touch interactions as well. The prediction will be done by AI, and the actual service will be provided by a human. It will also make sure that hotels and hospitality are incorporating the technology in an effective manner. The guest's preference will also be known to the staff member.
It will also be concluded that there will be a need for data-driven decision-making within the hotel sector in the future. There will be a need for utilising AI for revenue management, including forecasting, setting dynamic pricing and enabling better inventory management. It means that for making effective demand, there will be a need to implement a forecasting tool that helps in collecting data. In the future, everything will be based on data that is collected for driving decisions within the company (Faulkner et.al 2001). This will also enable inventory management and higher profitability within the sector for making decisions. 
Lastly, it will be recommended that training for staff will be another important practice, which will be helpful for the future of the hospitality sector. Trained staff to work alongside AI tools rather than being replaced, focusing on complex, emotional and high-touch guest interaction that requires empathy. It shows that it is very important for the company to provide training to staff regarding AI so that interaction can be done in an effective manner (Ivanov and Webster, 2019). This provides a higher level of interaction between staff and customers by using AI as the predictive model. It ensures that there will be trust and ethics while using AI so that the guest experience can be enhanced. 
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