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Abstract
This research was focused on exploring AI and human collaboration in the hotel and hospitality sector. The literature review revealed that businesses can benefit greatly from AI adoption because it allows for improving workforce management, planning, and reducing the burden on employees. Automation can perform repetitive tasks while employees can focus on more complicated tasks or interacting with guests. However, the analyses also revealed that its application, usefulness, and ROI vary among hotel businesses based on their approach and proper utilisation. Moreover, it can also create a sense of insecurity among employees, affecting their performance. Based on the insights, actionable recommendations were given. 
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The theme of this paper is to focus on the collaboration of AI (artificial intelligence) and humans in the hotel and hospitality sector. The industry has transformed substantially over the years by adopting the latest technologies for the purpose of improving operational effectiveness and enhancing guests' experience. In this context, AI has been adopted by businesses for reshaping and streamlining their operations. Nozawa et al. (2022) have also argued that technologies have become an integral part of this industry. In this context, Limna (2023) has stated that these businesses are heavily dependent on addressing the needs and expectations of their customers. So, in the constantly changing market environment, they have to continue expanding and improving their services to satisfy customers, which determines their financial performance and survival in the market. This has prompted them to adopt cutting-edge technologies such as AI. Marriott Hotel also utilises AI for developing its customer experience (Thakur, 2024). However, human interaction is also an important and inherent part of the industry as well and it is crucial for serving guests. So, in this context, Nozawa et al. (2022) stated that this could also mean a lack of human interactions. In this context, the discussion of AI and human collaboration is important and relevant in the hotel and hospitality sector for analysing its impact, practical challenges, and possible future implications. 
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AI has been integrated in the concerned sector, and this has allowed for modifying operations, workforce planning and dynamics and consumer experience. With this, there are also concerns like loss of human interactions or potential job replacement. Instead, it is being utilised for increasing human collaborations. It can be observed in several areas, but in this case, the emphasis is being placed on human-AI collaboration in workforce management, employee engagement and service quality (Petrescu and Krishen, 2023). 
Considering the sector’s dependency on employees, workforce management is a critical part of this industry. It has a direct impact on organisational performance, service quality and their ability to serve guests. In this context, Al-Romeedy (2025) mentioned the application of AI-powered tools for talent management, workforce planning using predictive analytics and automated scheduling systems. They also talked about using these tools for improving employee engagement. Using these tools has especially allowed for focusing on increasing the collaboration and supporting employees to serve guests instead of replacing them. As a result, it also enables businesses to retain human interactions with consumers. 
Instances have been found for AI applications in HRM (human resource management), too. In this case, AI-driven systems are being applied to increase the effectiveness of HR procedures and workforce planning. It directly allows for streamlining administrative duties and decreasing the burden on staff (Al-Romeedy, 2024). This gives them more time to focus on interacting with and serving consumers directly. In addition, Seal and Gupta (2024) have noted that AI systems have also been used to create personalised learning and development programmes. This was particularly applied for supporting the employees to adapt to their new roles as the technologies have changed operational processes. At the same time, it also addresses the skill shortage issue by identifying their skill gaps and creating personalised programmes as per their unique needs and this way, the role of HRM was modified as well in this industry. In this case, it is notable that skill shortage has been a persistent issue in the UK hospitality sector, and this means it can be utilised for addressing their problem and seamlessly continuing operations (Minor et al., 2024). 
Furthermore, Salama (2024) has specifically talked about the application of VR (virtual reality) and AR (augmented reality) as training tools. The study explained that with technological applications, there are certain skillsets and efficiencies that are being sought by organisations. However, there are still occupations and roles which require human skills and interactions (Limna, 2023). So, using AI-powered tools is beneficial for skill development to build the newly required skills while also retaining human interactions and skills for serving guests. The authors have also concluded that while AI and VR are being increasingly applied in the hotel sector for employee training, they also lack widespread adoption thus far because of a lack of knowledge. However, it was still proven that by using AI, hotels can seamlessly train their employees for the most crucial soft skills to serve guests, such as communication, customer service, leadership, and management skills (Salama, 2024). Therefore, it is also apparent that this is critical for improving workforce development, leading to better service quality. 
Meanwhile, Lee and Song (2024) have focused on AI-driven HR ecosystems that focus on employee feedback. In this case, the systems are used to create employee feedback mechanisms for enabling them to express their concerns or share their work experience more openly. The AI algorithms are applied for capturing data from employees' sentiments and conducting sentiment analyses. This gives an outlook into their experience, job satisfaction and engagement levels in the job, which contain valuable insights for organisations. So, it can be stated that AI expanded the scope for creating better employee engagement. In addition, Balasundaram et al. (2024) explained how sentiment analysis can also be performed on guests’ reviews by using Airbnb in the UK, which is part of the hospitality sector. This is targeted towards understanding employee performance more effectively using robust metrics. As a result, they could address employee performance and improve service quality, which are cornerstones for enhancing business performance, too. 
As mentioned earlier, skill shortage or staff shortage is a critical problem affecting the UK hotel and hospitality industry. Moreover, Kumar et al. (2024) have also mentioned workforce retention as another significant problem because the industry must spend excessively on attempting to retain their workers. Yet, one-third of their workforce quits their organisations (Zahidi et al., 2024). So, it is clear that apart from increasing expenses, it is also a hindrance to offering high-quality and consistent services to the guests, which makes it even more crucial to address. In this scenario, Yilmazdogan (2024) stated that AI-powered systems and analytics are equipped to monitor employees regularly, and it is also capable of handling repetitive tasks through automation. Therefore, it leaves room for employees to focus on other tasks and, more importantly, interacting with guests. They reflected on its usefulness for improving retention rates. 
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This research utilises the qualitative research approach, which focuses towards gathering non-numerical and unquantifiable data through data collection procedures. Qualitative datasets are descriptive in nature and are enriched with in-depth contexts and nuances beneath the surface. So, this is relevant to gathering data to perform this research (Islam and Aldaihani, 2022). Moreover, in this case, the secondary data collection process is being applied. It is focused towards gathering secondary data from existing sources. So, the data is not raw in nature and may not be completely relevant as per the subject matter. 
The secondary data is being collected from credible online sources such as previous research papers, peer-reviewed articles, journals, case studies, government publications and industry reports (Cheong et al., 2023). The thematic analysis method is being applied as a data analytic technique. This follows Braun and Clarke's six-phase framework for processing datasets, coding them by identifying similar patterns and trends to create broader and pertinent themes (Naeem et al., 2023). The research employs several analytical frameworks, including PEST analysis and SWOT analysis frameworks.
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Political
	· The UK government has been supporting AI adoption and human-AI collaboration. They supported widespread AI adoption by creating the AI Sector Deal under which they contributed £0.95 billion (GOV.UK, 2019). This supports AI development and its utilisation across industries. Therefore, it also presents opportunities for the UK hospitality sector to adopt AI and align its strategies with the national goals. It is critical for hospitality businesses to transform themselves and contribute to economic development (Montasari, 2023). 
· However, this has also raised concerns about job displacement by technologies displacing humans in their jobs. This has emphasised the importance of ethical AI governance (Raina, 2023). Additionally, the hotels must comply with the GDPR or General Data Protection Regulation (Di Lena, 2023). It governs data privacy and security across sectors as well as AI systems using the personal data of consumers.

	





Economic
	· AI applications can be channelled into creating operationally effective solutions and reducing expenses. Staff turnover being a problem in this sector costs £272 million to the businesses in one year, caused by high stress and burnout (Orr, 2025). In addition, it affects their ability to maintain service quality and affects existing employees. Moreover, this does not include the costs of rehiring and retraining new employees. In this situation, AI has allowed for transforming the workload and regular duties of frontline employees in hospitality businesses. However, they also mentioned AI's application to automate customer interaction, too, with the help of AI-powered POS (point of sale) systems (Kristiana et al., 2025). It is capable of handling basic interactions with customers at surface levels, which reduces the workload on the frontline workers in hotels. So, this means improving their job satisfaction, leading to retention. Moreover, another report stated that by using AI, the sector can save up to £26000 per annum in labour costs (Duma, 2022).
· However, it also requires a high upfront investment. Marriott has invested £1 billion in expanding its digital technology adoption efforts (Wilkinson, 2024). However, this is not feasible and can be financially risky, especially for SMES. Moreover, its ROI is dependent on accurate application and improving procedures (Milton, 2024). 

	





Social
	· AI applications and human collaboration have transformed workforce planning and dynamics within this sector. By integrating AI within staff scheduling, organisations have increased efficiency in workforce planning. It is meant to ensure that hotels always have enough staff while not overburdening them with multiple tasks (Vimaladevi et al., 2024). Furthermore, using AI-powered systems on employee feedback allows for understanding their concerns and sentiments. Thus, businesses can address the issues and reduce staff turnover (Lee and Song, 2024). 
· However, using AI for guest interaction can reduce human interactions. Many guests seek out face-to-face interactions with staffs because they can give them personalised services that AI cannot (Wang, 2025). So, this can be detrimental to consumer satisfaction and experience. 

	




Technological
	· AI applications have expanded scopes for the hotel and hospitality businesses as they can cover many areas, including customer service, operations and hotel management and marketing. For instance, AI-driven systems are applied for analysing sentiments within guests' feedback and reviews to understand their satisfaction levels (Morini-Marrero et al., 2025). Based on this, hotels modify their guest interaction approaches to create high satisfaction. 
· Nonetheless, its application changes among businesses as per their capabilities and business goals. It allows smaller hotels to automate their expense tracking systems, and it can be used to make it more cost-effective. However, budget hotels and small businesses face challenges in adoption because of their low budget and digital skill gaps (Milton, 2024). 
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	Strength
	Weakness

	· Human-AI collaborations are being used for streamlining operations, reducing burdens on employees, and improving service delivery (Gursoy, 2025). 
· Frontline workers can focus on more complicated interactions and tasks while AI can focus on generic repetitive tasks (Mingotto et al., 2021).
· Moreover, AI-driven predictive analytics are useful for creating optimised pricing and track expenses to increase the accuracy of revenue management (Anubala, 2023). In this case, using AI is more effective since humans are more prone to making errors. 

	· Using AI excessively can reduce human interactions, which are imperative for giving guests personalised services (Wang, 2025). It reduces their engagement level and satisfaction. 
· Without supporting employee skill development, hotels cannot effectively utilise AI-powered systems (Dasgupta and Jamader, 2024). It only increases the skill gaps and worsens staff shortage issues.


	Opportunity
	Threat

	· By using AI-driven systems, hotels can use guest reviews to recognise employee performance and match them against performance metrics (Balasundaram et al., 2024). So, this expands the scope of performance management.
· Similarly, using AI-driven HR ecosystems enables hotels to capture staff’s sentiments from their feedback to analyse their work experience (Lee and Song, 2024). So, this also increases their ability to improve staff’s job satisfaction by identifying specific factors and issues to address. 
	· Even though hotels may adopt AI technologies to improve their operations, it negatively affects employees. 
· It creates a sense of job insecurity among the staff as businesses modify their operational procedures using AI. As a result, it has a direct and negative impact on employees' work performance (Pericleous et al., 2025). Therefore, it shows that even when organisations aim for human and AI co-existence, unless employees understand and have security, it cannot have a positive impact. 
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In conclusion, the research has extensively explored the future of work in the hotel and hospitality sector because of AI and human collaborations. Reviewing the current literature has revealed that businesses can benefit immensely by improving employee satisfaction, management and retention and service quality. It allows staff to focus on other complicated tasks while AI reduces their work burdens. It is also beneficial to reduce stress and burnout among frontline employees to improve retention. However, it has a substantial upfront investment requirement, which may not be feasible for SMES. Lastly, it can reduce guests' interactions with humans, which they usually prefer. Moreover, it also creates job insecurity among employees. 
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In terms of considering the valuable insights gathered from the analyses, a set of actionable recommendations can be given to the UK hotels and hospitality businesses. 
Balanced Integration
The businesses should focus on creating a balanced approach between human-AI collaboration that is targeted towards integrating AI within the current roles possessed by their human employees, instead of replacing them. They should incorporate AI as an augmentation tool, which can be used to improve HR and talent management, workforce planning and automating tasks (Yilmazdogan, 2024). Moreover, it needs to be applied to increase the scope of personalised service delivery using human employees by reducing their workload in administrative duties (Qiu et al., 2022). Furthermore, it is imperative for these organisations to modify their service culture by using hybrid human-AI service models. In this, AI is meant to increase efficiency in tasks, but humans are needed for high-touch and quality services through face-to-face interactions with guests (Gursoy, 2025). 
Employee Training and Job Security
As it was noted that, because of AI integration, employees can get a sense of job insecurity. This comes from their concerns over being replaced by technologies and digital skill gaps. So, it is critically necessary for businesses to equally invest in AI adoption and employee training programmes. The training programmes can be created by analysing the current skills of employees and highlighting their skill gaps in terms of AI and soft skills. This makes the programmes more personalised, appropriate for skill development and effective (Zahidi et al., 2024). They can also create workshops for using AI-driven HR systems, analytics and sentiment analyses to show their usefulness to employees for improving their performance. This way, their insecurity can be addressed, too.
AI-Driven Employee Wellbeing
Since hospitality workers are prone to high job stress and burnout, leading to staff turnover, it is crucial for companies to utilise AI to address this. AI-powered predictive analytics can be applied to recognise their concerns and stress levels while analysing their workload individually. The insights allow for creating better work distribution among staff and using AI to decrease their burdens on a regular basis (Jadoon, 2024). Moreover, analytical insights can predict potential demands, which can be used to create better workforce planning, giving staff more flexibility to choose between schedules or shift timings (Alabi et al., 2024). This is also linked with their satisfaction and retention while improving service quality. 
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