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Al-Driven Decision Making

1 Al platforms

Business intelligence platforms agaregate data for actionable insights
(Gretzel et al., 2020),

> Pricing

Algorithms adjust room rates in real-time (Tse, 2020).

3 Sentiment analysis

Tools assess guest reviews for improved service delivery (Rahimi et
al, 2023)
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Human-AlI Collaboration

Al can improve
human capabilities

replacing

employees (Park et
al, 2021).

Collaborative Effective training

robots (cobots) improves job.

assist staffin satisfaction by

various roles offloading

(Ivanov et al, mundane tasks.
2023).
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Method

Research Approach: Qualtative secondary data
analysis using open-aceess academic journals and
trusted industry publications.

Timeframe: Focused on studies from 2018-2024 to
capture the most current insights on Al in hospitality:

Focus Areas:
* Guest service automation
* Workforce management
* Decision-making tools

* Human-Al collaboration

Framework Used: 1 applied the PEST model to structure the anlysis of
political, economic, social, and techunological impacs.

Data Analysis: Thematic synthesis of trends, supported by
case studies (e.g., Hilton, Henn-na Hotel, Marriott). -

Voigt & Von dem Bussche (2017); Ivanov & Webster (2019); Gretzel et al. (2020)
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Theme Impact Analysis

Government Policies

Policies and industry regulations impact AT
integration in hospitality.

‘The GDPR in Europe requires human oversight in AT
systems (Wirtz et al., 2023).

Calls for responsible automation emphasize retraining
the workforce.

Job Security Concerns

‘Adoption raises concerns about job security among
hospitality employees (Chen et al., 2024).

Proper implementation of automation s crucial to
‘maintaining employee morale.

Guests prefer human interaction for critcal services
despite satisfaction with AT efficiency.

Efficiency Gains

Al produces efficiency gains and cost savings in
hospitality operations.

Automating tasks can significantly reduce labor costs
(SKift, 2023).

Case studies shows substantial savings and improved
service delivery through Al (Iberostar).

Advancements in AT

Capabilites have advanced, offering new
opportunities for automation in hotels.
Tnnovations like voice-activated technologies enhance

guest experiences.
Limitations in emotional ntelligence and the need for
robust T infrastructure pose challenges
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Recommendations

. Staff Training
Ethical Al Governance 8
Staff Retraining and Up-
Draw Out Ethical AT skilling: Ongoing training
Governance: Establish for staff on Al skills.
clear rules for ethical AT
use.

Human-AlI Balance

Balance Automation with
the Human Touch: Use AT

to support, not replace,
human resources.

Infrastructure Upgrade

Upgrade Infrastructure
and Data Management:
Tnvest in technologies and
ensure data quality for
effective Al application.
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Conclusion
In Summary

* Alis reshaping hotel operations, workforce roles, and guest
expectations.

* When used responsibly, AT improves efficiency and service
quality, not at the cost of human connection.

+ Success can be guaranteed when systems are designed to
‘make humans and Al work together.

* Hotels that integrate technology without losing the

interpersonal conneetion will continually succeed.

Hospitality has always been about people. With the right tools
and strategy, Al becomes an enabler, not a replacement, of

e Chen et al. (2024 vanov & Webster (2019); Witz et al. (2023
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The Future of Work: Artificial Intelligence and Human Collaboration in

Hotel and Hospitality
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Introduction

1 Allmpact 2 Operational Changes

‘The hospitality industey is rapidly changing with the Alis changing how hotels deiver guestservices,
rise of Artificial Intelligence (AI) and automation. ‘manage operations, and optimise workforce roles.

3 Collaboration 4| Automation
Despite fears of job displacement, the focus is shifting ‘Many hotels are trying their hands on Al-driven
toward human-Al collaboration, where systems ‘automation to maintain service quality and efficiency.
handle routine tasks and stalfdeliver personalised
service.

5 Guest Expectations 6 Technology Integration
Rising guest expectations exis for personalized,high- “The integration of technology wihout lsing the buman
touch experiences. clement has become imperative (Wolfe, 2024).

“This presentation examines how AI impacts the future of work in hospitality, supported by
academic research and real-world industry responses.
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LITERATURE REVIEW

% Human-centric hospitality remains vital: empathy, intuition, and personal touch cannot be replicated by
artificial intelligence (Bowen & Morosan, 2018).

% Studies advocate for collaborative intelligence, where Al supports human decision-making and
enhances job satisfaction (Yu & Kang, 2022).

% Resistance to Al adoption often comes from fears of job loss; robor-phobia among staff can
undermine integration success (Chen et al., 2024).

% Effective Al implementation requires staff engagement, upskilling, and transparent communication
(Cheng & Foley, 2021).
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Impact of Al in Guest Service Automation
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Alin Guest
Interactions

Researchers have studied
AT ability to transform
‘guest interactions via
automating repetitive
tasks.
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Operational Efficiency ompetitive Edge
Personalization through

st preferences and

Tools like chatbots and R e
facal recogniion mprove. 01 SR

operational efficiency
(Tussyadiab, 2020).
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Customer Concerns

Concems exist over AT's
poteatial to alienate
customers preferring

human interaction (Bowen
& Morosan, 2018).
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In Workforce Management

Q Labor Efficiency

High staff turnover and seasonal demand fluctuations make labor

efficiency critical.

QO AI Benefits

Alimproves labor cost efficiency and supports employee development
(Wirtz etal,, 2023).

Q Ethical Debates

Ehical debates arise over algorithmic monitoring and employee

autonomy (Cheng & Foley, 2021).




