Al Integration in the
Hospitality Industry:
Balancing Efficiency and
Human Touch

Student Number: 2212035
Module: Contemporary Themes in the Hotel and Hospitality Sector

BMIH6001
Lecturer; Antoinette Milne

! Pritvsegel Cyrru
Presenter: Melis Shaban Y mmjﬂﬁ

N THaky Saiat David

*



Introduction

T AL

| -
\
b 17

Al Integration in Hospitality Significance for the Hotel Sector

Al enhances hotel operations by automating tasks, Al addresses rising guest expectations and competition
personalizing guest experiences, optimizing pricing, and by enabling tailored services, streamlining operations,
improving marketing efforts. and boosting profitability.




Theme of the Research
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EXPLORING THE UNDERSTANDING
IMPACT OF HOW Al
ARTIFICIAL INFLUENCES
INTELLIGENCE SERVICE
ON THE EFFICIENCY, GUEST

HOSPITALITY SATISFACTION, AND
INDUSTRY STAFF ROLES
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IDENTIFYING
THE BALANCE
BETWEEN
AUTOMATION
AND HUMAN
INTERACTION
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INVESTIGATING
THE CHALLENGES
AND
OPPORTUNITIES
IN Al ADOPTION
WITHIN HOTELS
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Core Al Theories in
Hospitality

Al mimics human intelligence using
data-driven algorithms to enhance
decision-making and operational
efficiency in hotels.

Al's Impact on Service
Delivery

Al enables personalized guest
interactions, automates routine
tasks, and optimizes pricing to
improve service quality and
efficiency.

Recent Research and
Applications

Studies highlight growing Al
adoption, ethical deployment, and
market growth, with examples like
Hilton's Al concierge and Marriott’s
personalized app.



Literature Review

lvanov & Webster (2020): Robots and service automation

in hospitality

Buhalis & Leung (2022): Smart systems and

interconnectivity
Choi et al. (2023): Al and data privacy concerns in hotels

Park et al. (2022): Emotional intelligence and guest

experience
Wu et al. (2025): Al's impact on employee engagement

Gidumal et al. (2023): Al-driven personalisation and

marketing benefits



PESTEL Analysis Overview

» Political Factors : Hospitality must comply with data privacy laws like
GDPR and CCPA, facing heavy fines for violations and adhering to
accessibility standards.

« Economic Factors : Economic stability drives travel demand; Al
adoption reduces costs and improves efficiency amid inflation and
competitive pressures.

» Social Factors : Customers increasingly expect personalized
experiences, with a majority willing to pay more for tailored services
in hospitality.




Technological Factors (PEST Analysis)

Rapid adoption of Al-powered chatbots and virtual assistants in hotels
(lvanov & Webster, 2020)

Smart rooms with voice control and automation improving guest experience
(Buhalis & Leung, 2022)

Investment in robotic process automation (RPA) for operational efficiency

Use of Al analytics for personalising marketing and pricing strategies
(Gidumal et al., 2023)

Dependence on stable digital infrastructure and cybersecurity protocols




Al Impact on Hospitality Industry

1 Enhancement of Service Delivery

Al-powered chatbots and virtual assistants provide 24/7 guest support, handling up to 70% of inquiries and
enabling faster response times.

2 Personalization of Customer Experience

Al analyzes guest data to tailor services and offers, increasing guest loyalty and satisfaction through
personalized recommendations.

3 Improvement in Operational Efficiency

Al automates routine tasks, optimizes staffing and pricing, and supports predictive maintenance to reduce costs
and maximize revenue.



Industry Responses: Strengths and Limitations

Al Adoption in Hospitality

The hospitality industry widely adopts Al to
enhance guest experiences and optimize
operations, including virtual assistants and
dynamic pricing tools.

Strengths of Al Integration

Al automates routine tasks, increases revenue,
enhances guest satisfaction, and provides
actionable data insights for better marketing and
resource use.

Examples of Al Applications

Hotels use Al-powered chatbots, dynamic pricing,
and personalized guest interaction platforms to
improve service quality and operational efficiency.

Limitations and Challenges

Challenges include maintaining human touch,
avoiding depersonalization, addressing privacy



Al is transforming hospitality by improving
efficiency and personalisation

Emotional intelligence and the “human

S u m m a ry touch” remain vital (Park et al., 2022)
f K Challenges include privacy concerns,
O ey cost, and staff resistance
P O I n tS A hybrid model that integrates technology

with human service is recommended

Future success depends on adaptability,

training, and ethical Al use




Conclusion

Al's Transformative Role

Al enhances efficiency and personalization in hospitality,
revolutionizing service delivery and guest experiences.

Balancing Automation and Human Touch
Al-powered tools handle routine tasks, allowing staff to focus on
meaningful guest interactions.
Strategic Integration Challenges
Successful Al adoption requires addressing privacy, ethics, brand identity,
and staff readiness.

Future of Hospitality Excellence

Al augments human service to create personalized experiences and drive industry
growth.




Recommendations
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Train staff to
work alongside
Al for improved

job
satisfaction
and
productivity
(Wu et al.,
2025)
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Maintain a Invest in data
balance protection
between strategies to
human ensure guest

interaction and trust
automation for (Choi et al.,
guest 2023)

satisfaction
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Use Al tools Encourage
for predictive feedback from
analysis in guests on Al

marketing and services to
customer improve
service implementation
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