




Theme of the Research

EXPLORING THE 
IMPACT OF 
ARTIFICIAL 

INTELLIGENCE 
ON THE 

HOSPITALITY 
INDUSTRY

UNDERSTANDING 
HOW AI 

INFLUENCES 
SERVICE 

EFFICIENCY, GUEST 
SATISFACTION, AND 

STAFF ROLES

IDENTIFYING 
THE BALANCE 

BETWEEN 
AUTOMATION 
AND HUMAN 

INTERACTION

INVESTIGATING 
THE CHALLENGES 

AND 
OPPORTUNITIES 
IN AI ADOPTION 
WITHIN HOTELS





Literature Review

• Ivanov & Webster (2020): Robots and service automation 

in hospitality

• Buhalis & Leung (2022): Smart systems and 

interconnectivity

• Choi et al. (2023): AI and data privacy concerns in hotels

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

experience

• Wu et al. (2025): AI’s impact on employee engagement

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

marketing benefits





Technological Factors (PEST Analysis)

Rapid adoption of AI-powered chatbots and virtual assistants in hotels
(Ivanov & 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 AI analytics for personalising marketing and pricing strategies
(Gidumal et al., 2023)

Dependence on stable digital infrastructure and cybersecurity protocols







Summary 
of Key 
Points

AI is transforming hospitality by improving 
efficiency and personalisation

Emotional intelligence and the “human 
touch” remain vital (Park et al., 2022)

Challenges include privacy concerns, 
cost, and staff resistance

A hybrid model that integrates technology 
with human service is recommended

Future success depends on adaptability, 
training, and ethical AI use





Recommendations

Train staff to 
work alongside 
AI for improved 

job 
satisfaction 

and 
productivity

(Wu et al., 
2025)

Maintain a 
balance 
between 
human 

interaction and 
automation for 

guest 
satisfaction

Invest in data 
protection
strategies to 
ensure guest 

trust
(Choi et al., 

2023)

Use AI tools 
for predictive 

analysis in 
marketing and 

customer 
service

Encourage 
feedback from 
guests on AI 
services to 

improve 
implementation
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