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The presentation reveals that teaming AI and people will shape the future of hospitality jobs. Because of AI, staff are able to focus on each guest instead of thinking about crowds. When hotels combine technology with friendly service, making guests satisfied becomes very important. The field also studies ethical situations involving privacy, how data is used and levels of decision transparency. Since AI is quickly changing the way of working, it is important for everyone to align, support each other and get new skills. Even though robots handle repetition, people are better at handling emotions. Because service excellence is being redefined through technology today, the theme could not be more important.
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Hospitality businesses are turning to AI for things like chatbots and systems designed to improve their operations. Because it is becoming expensive and difficult to find labourers, companies must turn to automation. As what guests require grows higher, AI can deliver services that are made for them and provided really quickly. Eases and personal touches which AI provides, make the hospitality sector successful. The fast growth of the market means that AI is playing a larger part in hotel operations. According to Statista (2025), the AI hospitality market is set to grow at 36.8% CAGR by 2030. It means there is both greater interest and growing reliance on AI to guide the industry.
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The Technology Acceptance Model (TAM) helps explain why staff and managers adopt AI when it is seen as easy and useful (Na et al., 2022). Using a PEST analysis, it is possible to see how current industry practises and guest likes and dislikes influence the adoption of AI (Batabyal and Das, 2019). The published studies indicate that understanding user acceptance is necessary for AI to be successfully used. Using AI for customising services is considered a major advantage behind its use. 
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Many tasks in running hotels such as check-in and reservations, can now be taken care of automatically by AI (S. and H., 2025). As a result, frontline workers can pay more attention to situations that require understanding and judgement. Because of AI, personalisation is improving which increases customer satisfaction (Robson and McCartan, 2016). However, depending too much on automation can cause guests to feel disconnected from people in the service role. It is becoming common for workers to share roles with AI tools in the process of working together.
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Because of the regularity and certainty in their policies, hotels around the world are starting to use AI as a standard. According to economic explanations, tackling inflation and rising expenses by using AI is attractive for companies. It is obvious that travellers now look for both excellent service and pleasant interactions (Brotherton, 2016). With the use of IoT and chatbots, services are getting better. AI is used by hotels to keep track of their energy use and try to go green. It is important for the hotels to comply with data protection laws like GDPR to ensure protection of user data.
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Premier Inn combines technology with people to make sure everyone can check-in comfortably. Because of “Connie”, guests at certain Hilton hotels can get advice that is relevant to their environment (Arapou and Kapiki, 2023). AI is used by Marriott to cut costs in management and to identify potential problems well in advance. With Alexa for smart control, Wynn Las Vegas upgrades its guest rooms. What these examples prove is that AI assists human service rather than replacing it. Each one applies AI in a way that supports their goals and guest preferences. It is important to bring new solutions without letting go of the comfortable feelings found in hospitality.
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IHG relies on AI to track energy use, reduce costs and reach their sustainability goals. AI is helping Accor personalise its campaigns to encourage more people to make reservations. Scandic adjusts housekeeping services to fulfil customers’ requirements, resulting in using less energy and greater productivity. Hyatt AI programs examine the opinions of their guests on their service (Bharwani and Mathews, 2021). At Four Seasons, technology is there for guests, along with the kind help of a concierge. AI helps Travelodge with booking and inventory management and makes running operations more efficient. 
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AI has brought improvements to hospitality by improving service, saving costs and making things more efficient. However, the companies should make sure that the hospitality stays caring. Because AI does not have emotion or cannot adapt easily, joining hands with human is very important. Being up to date with the skills is required as the jobs are changing due to AI. In addition, storing people’s data safely and making sure algorithms are clear requires careful attention. 
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Staff at hotels must be trained to work in hybrid jobs along with AI. Following ethical data safety rules help win the trust of the guests and protect brand reputation. AI should make good hospitality better, not change everything people like about it. Measuring guest satisfaction is possible because of continuous feedback systems. By using automation for work at the backend, staff can pay more attention to their visitors. Employing AI, personalisation should remain honest and always respect someone’s privacy. Connecting new technology with their service culture helps hotels ensure a good experience for both staff and guests for years to come.
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Introduction

The chosen theme is “Al and Human Collaboration in
Enhancing Guest Experience: The Future of Work in
Hotel and Hospitality.”

This theme focuses on how Al transforms guest
service, operational efficiency, and workforce
collaboration.

The presentation explores balancing Al-driven
automation with personalised human service delivery.
It addresses ethical concerns like data privacy, over-

automation, and transparency in Al implementation.

Figure 1: Al and Human Collaboration
Source: Bharwani and Mathews (2021)
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Background USD 1,345.2 Billion

Al technologies like chatbots, predictive analytics, and

automation are increasingly adopted in the hospitality

sector.

Labour shortages and rising operating costs have driven

the need for Al solutions to fill gaps in service quality. USD 150.2 Billion

The hospitality industry depends on personalisation,

efficiency, and customer satisfaction, making Al integration

highly rel
R '\ Figure 2: Global Artiicia Intelligence Market
The global Al market in hospitality is projected to grow at a Source: Statista (2025)

CAGR of 36.8% in 2030 (Statista, 2025).
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Literature Review

Key Theories and Concepts

Technology Acceptance Model (TAM) explains how
perceived usefulness and ease of use drive Al
adoption in hospitality (Na et al., 2022).

PEST analysis explores poliical, economic, social,
and technological factors influencing Al integration.

e ooy eonnes ot ) Al-driven personalisation focuses on tailoring guest
Source: Na etal., (2022) experiences through data analysis and predictive

tools (Batabyal and Das, 2019).





image7.png
Figure 4: Al enhances guest satisfaction
Source: Robson and McCartan (2016)
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Literature Review

Impact Analysis of Al on Hospitality

= Al enhances operational efficiency by automating
repetitive tasks like check-ins and reservations (S. and H.,
2025)
Personalisation through Al improves guest satisfaction by
tailoring services based on preferences.
Workforce roles are evolving, with employees
collaborating with Al for enhanced guest services
(Robson and McCartan, 2016).
Automation helps reduce costs and overcome labour
shortages in the hospitality sector.
Over-automation risks impersonalising guest interactions,
challenging the essence of hospitality.
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Methods - PESTEL Analysis Summary

+ Al adoption in hospitality are encouraged by stable and tourism-friendly governments
policies encourage.

Political

The hotels are being pushed towards Al adoption by fising operational costs and
inflation for cost efficiency (Brotherton, 2016)

Social I convenience and human interaction should be balanced for guest satisfaction

. Powerful Al tools like chatbots and loT enhance guest experiences and operational
Technological

effi

Hotels use Al solutions to meet sustainability goals and reduce energy cost and

Environmental
consumption as well

Legal Ethical Al implementation needs compliance with data protection laws like GDPR
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Methods

Industry Responses to Al Integration

Premier Inn uses Al-driven self-service kiosks for check-ins,
supported by human staff to assist less tech-sawvy guests.
Hilton Hotels employs Al through its concierge robot
“Connie” to provide guests with location-based
recommendations (Arapou and Kapiki, 2023).

Marriott International uses Al for dynamic pricing and
predictive maintenance to optimise operations.

Wynn Las Vegas integrates Amazon Alexa for voice-

controlled room customisation and services.

Figure 5: Meet Connie - The Hilton's Newest Hotel
Concierge

Source: Arapou and Kapiki (20
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Methods
Industry Responses to Al Integration

IHG Hotels & Resorts uses Al to monitor energy usage, reducing environmental impact and costs.
Accor Group employs Al for market forecasting and personalised marketing campaigns.

With Al, Scandic Hotels improves the way it organises housekeeping, making the process more efficient and saving on
costs.

Al at Hyatt allows the company to look over guest comments and enhance its guest service (Bharwani and Mathews,
2021).

Four Seasons Hotels keeps people and Al working together to boost the experience of each guest.

Travelodge in the UK relies on Al to handle the inventory process and improve how bookings are made among team

members.
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Recomm ations

Staff reskilling for Al adaptation Ethical Al implementation aligned
and hybrid roles. with data privacy laws.

Continuous  evaluation of Al's
impact on satisfaction and
efficiency.
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