Module: Contemporary Themes in the Hotel and Hospitality Sector

Module code: BMIH6001

Lecturer: Antoinette Milne

Assignment Title: Presentation on "Co-Workers or Competitors? Exploring AI-Human Collaboration in Enhancing Service Experience in the Hotel Industry"

Student Name: Zakia Sultana
Student Number ID: 2018895


Slide 1
[image: ]
Slide 2
[image: ]



[bookmark: _ql7vfi7us39y]Slide 3
[image: ]
Slide 4
[image: ]






Slide 5
[image: ]

Slide 6
[image: ]



Slide 7
[image: ]
Slide 8
[image: ]



Slide 9
[image: ]
Slide 10
[image: ]



Slide 11
[image: ]Slide 12
[image: ]




Slide 13
[image: ]
Slide 14
[image: ]





Slide 15
[image: ]






image1.png
Research Methodology

Approach: Qualitative research based on secondary data
analysis.

Framework Used: PEST Analysis — Evaluated Political,

Economic, Social, and Technological factors influencing Al-
human collaboration in hospitality.

Data Sources:

 Peer-reviewed academic journals (2019-2024)
* Industry reports: Deloitte, McKinsey, WTTC

* Real-world hotel case studies: Hilton, Marriott, CitizenM,
YOTEL

» News articles and professional hospitality media

The PEST Andlyi
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Political Factors — PEST Analysis

' Regulatory Environment: Governments are shaping Al deployment through data protection laws and labor
regulations. GDPR in the EU mandates lawful processing of guest data collected via Al (e.g., facial
recognition, voice assistants).

Impact on Hotel Operations: Compliance with privacy laws increases operational complexity and cost.
Marriott International had to redesign its Al systems to offer data transparency and guest opt-out options.

Labor Policies & Workforce Integration: In countries with strong labor unions (e.g., Germany, France), Al
adoption focuses on augmentation rather than replacement. Policies encourage upskilling and human-Al
collaboration to reduce job displacement fears.

Global Disparities: Less regulated or politically unstable regions may adopt Al without sufficient worker
protections, raising concerns over exploitation and data misuse.

A

Industry Response: Major hotel chains comply and innovate responsibly. Independent and SME hotels often
lack resources to meet political and legal standards—creating uneven Al implementation across the sector.
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Economic Factors — PEST Analysis

Post-COVID Financial Pressures: Hotels faced massive revenue losses and labor shortages.Al adoption
.II accelerated as a cost-saving measure to automate repetitive tasks like check-ins, concierge queries, and
room scheduling (WTTC, 2021).

-

Cost Efficiency Through AI-Human Synergy: Al enables staff to focus on high-value, guest-facing roles.
Y‘ﬂl CitizenM Hotels reduced front desk staff through self-check-in kiosks, supported by human
“ambassadors” for personalized service.

-

Revenue Optimization: Al-driven predictive analytics support dynamic pricing and revenue management.
Iﬁ Brands like Accor and Hilton use machine learning to adjust rates in real time based on demand trends
(Gao, 2025; Gupta, 2024).

—

e  Skilled Human Oversight Still Required: Even advanced Al tools need human supervision for decision-
making, ethical judgment, and service recovery—emphasizing collaboration.

—

Economic Disparities in Adoption: Larger chains have the capital to implement Al effectively. SMEs
struggle with high costs, lack of expertise, and uncertain ROI—widening the digital divide in the
hospitality sector (Limna, 2023).
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Social Factors — PEST Analysis

| Changing Guest Expectations: Millennials and Gen Z prefer tech-enhanced services like mobile check-in |
and Al chatbots. Older guests and luxury travelers often seek human interaction, especially for complex
or emotional needs (Deloitte, 2023).

Hybrid Service Models Emerging: Hotels combine automation with personal service to cater to diverse
preferences. Hilton’s “Connie” offers standard info via robot, while staff handle complex interactions.
This approach enhances satisfaction without sacrificing the “human touch.”

Employee Resistance to Al: Common fears e.g., job loss, digital illiteracy, and lack of support.
Resistance is stronger among older workers and in regions with low digital readiness (Ivchyk, 2024).

Workforce Adaptation Strategies: Successful hotels invest in digital training, change management, and
role redesign. Marriott’s “Al for Service” program trains staff to use Al tools as collaborators, not
competitors.

Cultural Acceptance Varies Globally: In East Asia, robotic service is embraced. In Europe or the Middle |
East, guests often prefer traditional service delivery. Contextual customization is essential for successful
Al integration (Jeong and Lee, 2021).
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Technological

Factors —
PEST Analysis

Rapid Tech Advancements in Hospitality: Al tools include chatbots,
voice assistants, facial recognition, robotic concierges, and predictive
analytics. These enable 24/7 support, hyper-personalization, and real-
time decision-making (Huang & Rust, 2018).

Real-World Applications: Marriott’s voice-activated room controls
with Alexa, integrated with loyalty data. YOTEL’s robotic arms for
luggage handling and room service. These enhance novelty and
efficiency, especially for tech-savvy guests.

Challenges of Implementation: Requires continuous updates,
integration with legacy systems, cybersecurity, and skilled tech staff.
Over-automation risks impersonal service and guest dissatisfaction
(Jiang et al., 2023).

Emerging Technologies: Generative Al and real-time translation tools
can support multilingual guests and streamline staff training. Still
under-researched in hospitality—opportunity for future innovation.

Digital Divide in the Industry: Luxury and global chains lead in tech
adoption. Smaller or rural properties may lack infrastructure or funds,
creating inequality in guest experience and operational efficiency
(Yallop et al., 2021).
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Conclusion — Key Takeaways

AI-Human Collaboration is the Future

* Al enhances speed, consistency, and personalization.
* Humans bring emotional intelligence, cultural sensitivity, and service recovery skills.
» Together, they create superior, balanced guest experiences.

Key Takeaways:

* Al should not replace the human element—it should amplify it.
» Hotels that invest in strategic Al-human synergy will lead in guest satisfaction and long-term
resilience.
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Recommendations

Invest in Staff Training and Role Reinvention.

Offer Flexible, Hybrid Guest Experiences.

Implement Clear Al Ethics and Data Governance Policies.
Support Tech Adoption for SMEs.

Establish Continuous Feedback and Human Oversight.

Promote Cross-Functional Innovation Teams.
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Introduction

Al is rapidly transforming the
hospitality landscape.

Hotels now use AI for check-ins,
concierge services, room control, and
revenue management.

But the big question is: Can Al truly
collaborate with humans to improve
guest service—or is it replacing them?

This presentation explores the balance
between efficiency and empathy in the
age of AL

HOSPITALITY
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Literature Review Highlights

* The use of Al has expanded from basic automation to core operational tools: chatbots, predictive analytics, voice assistants,
facial recognition, and robotic services (Gao, 2025; Kim et al., 2025).

Sociotechnical Systems Theory

» Emphasizes the need for joint optimization of both technical (AI) and social (human) systems to ensure operational
effectiveness and guest satisfaction (Yahia et al., 2024).

Service-Dominant Logic (SDL)

* Proposes that value is co-created through dynamic interactions between human employees and Al systems. Al acts as an
operant resource, enhancing—not replacing—human service capabilities (Tregua et al., 2021).

* Hilton’s “Connie”: IBM Watson-powered robot concierge that provides guest information alongside human staff.
« CitizenM Hotels: Combines self-service check-in kiosks with roaming “ambassadors” for personalized service.

Key Trends Identified in Research

* Guests prefer hybrid models blending tech efficiency with human warmth.
» Over-automation can lead to impersonal service experiences, especially in luxury segments (WTTC, 2021; Deloitte, 2022).

» Al is most effective when used as a tool to augment—not replace—emotional intelligence, cultural awareness, and
complex problem-solving offered by staff.




