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Abstract

The research paper explored the emerging impact of AI, mobile technologies and contactless within the hospitality industry. It outlined the importance of human staff and AI collaboration within the industry to facilitate a superior customer experience. It has investigated how technologies are shaping customer services, giving autonomy and convenience to customers. However, it also highlighted the concerns, such as fear of losing a job, displacements, and affecting the overall well-being of staff. This paper has advocated the need to augment tasks that include AI and staff rather than replacing humans. The paper concluded by stating that the hospitality industry is increasingly adopting AI and mobile technologies to enhance customer service. However, it is leading to issues in workforce displacement along with ethical concerns like a breach in data privacy. AI-human collaboration can be a potential idea for enhancing customer service and supporting staff so that the human workforce is not replaced by technology but rather complements it. Thus, the study has recommended strategies like reskilling employees, developing ethical data frameworks along with supporting staff wellbeing and mental health so that they do not feel scared of losing jobs and can work productively. In order to digital divide among clients or staff, hotels should also ensure inclusive tech design along with piloting the AI solutions before rolling them out fully-fledged. 
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The integration of modern-day technology like Artificial Intelligence (AI) and contactless mobile technologies is transforming the dynamics of the hotel and hospitality industry. Customers' expectations are constantly shifting, and the demand for personalised, seamless services is growing, enabling hotels to leverage digital front desks, self-service kiosks, as well as mobile-based amenities (Koniel, 2023). These innovations within this industry have been noted to reshape customer experience and also influence the role of staff. 
The hotel and hospitality industry is a resource-intensive, service-oriented sector. However, after the advent of COVID-19, with the growth of digital adoption, technology like contactless services has become a major part of the industry to ensure efficiency and safety. As a result, many brands have adopted these AI-based solutions to enhance customer satisfaction while reducing one-on-one interactions (Jiang et al. 2022). Drawing upon the contemporary theme, understanding mobile technologies, AI-based services is especially relevant, as it aligns with the evolving consumer behaviour, operational efficiency and emerging technologies. Furthermore, it also raises questions regarding its implications on the workforce, reflecting on the arising issues of job displacement, burnout and insecurities. Thus, based on the critical intersection of hospitality and technology, this paper seeks to offer insights into how future work can potentially foster collaboration between human staff and AI.
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Theme 1: Impact of technological transformation on customer experience in the hospitality sector 
According to Ivanov (2023), a myriad types of AI systems, such as mobile booking, self-service kiosks, biometric recognition, chatbots, and QR codes, are being used by hospitality companies. As a consequence of massive adoption, firms are able to streamline operations and enhance service quality. Modern guests are increasingly expecting to control their stay through digital interfaces and smartphones as they prefer autonomy, efficiency and speed. According to Awara et al. (2022), mobile check-ins and checkouts, and digital keys are demonstrating a profound impact on customer satisfaction. These technologies, as a result, reduced pain points such as service delays, long queues, and long waiting times, offering a more seamless experience. Companies like Premier Inn installed easy-to-use self-service kiosks across their branches to speed up the check-in process (Premier Inn, 2025). This allows them to meet customers’ demand, suggesting its “ease of use” and usefulness. According to Wongyai et al. (2024), the (Technology Acceptance Model” (TAM), developed by Fred Davis, highlights how people adopt technologies and their utility is determined by intention, such as “perceived usefulness” and “ease of use”. Applying this, mobile technologies and contactless services allow users to experience speed, convenience, and high-quality services, contributing to increasing adoption. Considering its usefulness, more than 40% of the UK guests now prefer mobile-based services, digital kiosks and apps, and 80% are now open to staying at a hotel that offers fully automated front desk services (Hotel Technology News, 2024). However, Hassan et al. (2022) argue that amenities like self-service kiosks are dependent on customer data, and a major concern among customers and hotels is data security. Incidents like data breaches or the inability to handle data by the staff raise concerns among the customers.
Theme 2: Need for AI-human collaboration and its implications on the workforce within hospitality 
According to Ruel and Njoku (2021), while technology adoption is evident in the hospitality industry, the adoption of AI by employees has been scantily examined in existing literature. This raises attention towards the evolving relationship between human staff and AI. Instead of replacing humans, many firms have focused on collaborating to enhance efficiency and performance. Sawon et al. (2024) argue that AI systems, such as self-service, allow them to foster repetitive tasks, allowing employees to focus on more personalised services. This type of collaboration has emerged as “augmented hospitality”, where human staff are used to complement AI. However, this drastic shift calls for new skills from the staff. Baquero (2022) also states that many firms face challenges with digital skill gaps, leading them to feel job insecurity, resistance or low morale. An effective workflow combined with technology demands skilled workers. In the context of hospitality, despite the prevalence of self-service and mobile technologies, many customers still desire a higher level of human touch. This demonstrates that completely removing human touch may impact customer experience as ultimately differentiation does not only depend on tangible but also intangible ones, such as meaningful interaction and human warmth (Lei et al. 2025). It is, therefore, important for the hospitality industry to emphasise better augmentation to enhance performance. Recognising the importance of human collaboration, in the UK, "Hospitality Skills and Digital Training programs" were initiated by the government to prepare employees for the collaborative future, ensuring modern technologies are augmented rather than replacing staff (UK Hospitality, 2024). These insights highlight the need for human-AI collaboration and its potential to shape the future workforce.
Theme 3: Ethical considerations and challenges in leveraging AI and mobile technologies
According to Dhirani et al. (2023), despite its evident benefits linked with mobile technologies and self-service technologies, there has been a range of operational and ethical challenges that impact collaboration. One of the significant issues is privacy. As brands rely on customers' data, many customers have raised concerns regarding how their information is being stored, shared and utilised. Zahidi et al. (2024) further comment that the success of AI-driven technologies within hospitality hugely depends on transparency and optimisation of cybersecurity frameworks. As stated by Raina (2023), in the hospitality industry, with the increased integration of contactless technologies and AI systems, serious concerns were raised about employee well-being. As many employees experience job insecurity, they have been pressured to adapt to new workflows. They also tend to experience anxiety over the risk of displacements. While many roles were evolved via upskilling, many brands prefer to cut costs by prioritising technologies over human staff. As reported, 58% of the staff, especially in frontline positions in the UK, have raised concerns about job loss, while 79% are collaborating with AI within hospitality (Restaurant Industry News, 2025), Thus, these challenges can be linked with stakeholder theory, which emphasis the need to be accountable to stakeholder and not just to investors or shareholders. In this aspect, to gain business sustainability, firms are required to operate in the interest of stakeholders (O’Connell and Ward, 2023). In this aspect of these challenges, hospitality firms should focus on the welfare of stakeholders, as corporate decisions can impact customers as well as employees.
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The paper employs a secondary research approach, which is deemed to give qualitative insights to understand the impact of AI and contactless technologies within the hotel and hospitality industry. Data is gathered from a critical review of the secondary data, such as industry reports, peer-reviewed articles, hospitality-based white papers, and government publications, which are published from 2020 to 2025. The sources for the literature review were assessed from reliable databases such as “Google Scholar”. Keywords were used for precise targeting, such as “digital from desk in hotel”, “AI in hotels and hospitality”, “self-checking impact” and so on.
Data were further analysed through a “thematic analysis” strategy. This helps in assembling the collected information and arranging it based on the commonality of the information (Christou, 2022). This method is assumed to help this conference paper in examining the complex contemporary topic in a manageable and understandable thematic manner. Additionally, to analyse the theme impact, a framework like PEST is included. This framework examines the impact of external factors such as political, economic, social and technological factors on the business (Cox, 2021). Drawing upon this research, this framework has been used to examine the impact of mobile technologies and AI on the hospitality sector.
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The massive adoption of AI systems and contactless mobile technologies within this industry has been highly influenced by external forces that are listed below:
Theme 1: Political factors 
The government regulations, such as the General Data Protection Regulations GDPR demand that individuals and organisations be strict and transparent about how user data is collected, used and stored (Labadie and Legner, 2023). This policy has had a tremendous impact within the hotel and hospitality industry, especially in the realm of technological advancements. Contactless services, facial recognition, and mobile check-ins seriously raise concerns regarding the collection of users' biometric and personal data. This requires hotels to invest in a security system and adhere to policy to ensure customer trust is maintained. Khadka (2024) argues that while regulatory policies promote ethical handling, many cases evolve where staff are underskilled to handle sensitive information, leading to increased risk of cyberattacks. As reported, in 2020, Marriott was found to breach GDPR regulations, which led to a 52 million penalty charge. It was found by Marriott that around 5.2 million guest data were compromised and their details were stolen due to poor data handling measures and failure to secure its systems (SecurityWeek, 2020). This failure to adhere to the government regulations can lead to reputational damage and huge fines. However, AKANG (2024) also highlights that while these policies promote ethical standards and practices for business, this may create burdens on SMES, as they often lack the financial, infrastructural limitations to integrate robust governance measures.
Theme 2: Economic 
After the pandemic combined with inflationary pressure, hotels were found increasingly investing in self-service technologies to reduce their dependencies on human staff as a measure to cut costs. This led to strong trading performance among hotels with Average Daily Rate (ADR) and Revenue per Available Room (RevPAR) going high as compared to 2019, by 20% (CBRE, 2024). These were mainly found in areas such as room services, front desk operations and Concierge services. For example, Premier Inn introduced self-service kiosks to not only streamline operations but also to save labour costs (Premier Inn, 2025). However, issues over the lack of human touch in customer service were notable concerns. As reported, in luxury hotels, there is still high demand for human interaction and assistance. While in budget hotels, AI is mostly seen to enhance functional efficiency with less focus on human touch (Al-Hyari et al. 2023). Thus, the economic factors resonate a mixed perception on the use of modern technologies in the hospitality industry, as measures to sustain long-term savings. On the other hand, discrepancies over the loss of human assistance are noted, which is deemed to be central to the guest experience. 
Theme 3: Social
There is a growing demand for convenience, contactless, and hygienic experiences in the hospitality sector (Mohanty and Munir, 2024). Technologies such as app-based smart room controls, mobile access, and self-checking have an enlightened value in terms of autonomy and speed. However, Olaniyi et al. (2024) argue that the increasing use of technologies has exacerbated skills gaps within the workforce. Traditional guest services have transitioned to automation and contactless interactions, requiring staff to maintain technical proficiency and literacy to ensure job security. In the UK, many hotels have been struggling with skill gaps and labour shortages, which have worsened due to COVID and Brexit. As reported, a large proportion of UK hospitality staff (61%) want training to upskill their knowledge of modern technologies like AI (Deloitte, 2024). Thus, lack of necessary skills results in job dissatisfaction, low confidence and resistance. As per stakeholder theory, brands are required to acknowledge their stakeholders, which exist externally and internally, to maximise value creation. Thus, without effective training, deemed to be a need for employees,, is required to be prioritised by the hospitality firms to maximise their value alongside AI.
Theme 4: Technological
The government of the UK is also committed to building a strong AI infrastructure and trying to build capacity 20 times more by 2030 through its initiative “Plan for Change”. This initiative is assumed to help UK businesses in fostering AI-based innovations and enhancing operations (GOV UK, 2025). Rapid adoption of mobile-based systems, AI technologies has accelerated service enhancement and innovation within hospitality. For instance, smart rooms where users can control lighting, entertainment and temperature, highly align with user preferences. Companies like Hilton London have also integrated AI-based innovations like Connie to enhance customer experience by assisting them (Forbes, 2024). However, the vulnerability to cybercrime over over-reliance on technologies is still a concern for many businesses (Adeniran et al. 2024). The need to ensure proactive cybersecurity measures is an important element for businesses.
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The integration of AI and mobile technologies has transformed the hospitality industry by not only improving customer experience but also enhancing service delivery and operational efficiency. There have been innovations like digital keys, chatbots and self-service kiosks, which have enhanced convenience and have been able to fulfil the rising demand of people for seamless and tailored services. Besides the opportunities, it poses serious concerns regarding employee well-being, workforce displacement and ethical issues around using data ethically. Thus, the future of hospitality would be positive if businesses can draw a balance between technology and human interaction. AI-human collaboration might be helpful in future.
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To address the ongoing challenges as identified above, below are some practical recommendations that might help the hospitality industry to a certain extent. One such way is by investing in workforce reskilling and upskilling programs. With automation becoming so prominent in this industry, hotels must prioritise re-skilling and up-skilling their employees.
Training programs must focus on digital literacy, AI system management, customer interaction via digital platforms and ways to mitigate cybersecurity threats while ensuring awareness. This would not just benefit the hotel operations but would also enable the employees to remain adaptable and valuable (Luo et al. 2021). For example, front-desk staff may be trained to manage self-service kiosks or even oversee chatbot interactions, thus allowing them the opportunity to shift from mundane tasks to some guest-focused yet strategic job roles. This would not just reduce issues of job displacement but would also boost employee retention and confidence to be on par with technologies without getting replaced. Besides this, developing data governance and ethical AI frameworks is also important. To be able to use customer data responsibly and ethically, hotels should foster clear data governance policies that should be aligned with prominent regulations like the General Data Protection Regulation (GDPR). Under this account, hotels may establish internal data ethics committees or involve third-party auditors that would help them to maintain accountability while building strong customer trust, particularly when AI is used for service automation and personalisation. Integrating AI may create anxiety among employees because of increased monitoring and role changes. Thus, hotels need to introduce mental wellbeing or health support initiatives, frequent wellness check-ins and flexible work options. This would create a culture of inclusion where staff are a part of this digital transition process, thus reducing resistance to change and minimising burnout and stress. Before installing new technologies in all properties, hotels may run pilot programs in their selected locations. This would allow management to test the functionality of the technologies, along with collecting customer and employee feedback to further refine the systems. Thus, these are some strategies that hotel companies may adopt to not just stay competitive with their rivals but also foster the convenience of their staff and guests in the long term.
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