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Theme Analysis: Usages of AI in 

Hospitality and Customer Services

•

AI streamlining operations along with

forecasting probable customer check-in rates

during peak tourism.

•

AI-driven forecasting helps hotel businesses

accumulate resources to provide appropriate

Customer services even during rush hours.

•

AI is currently being used in smart rooms and customer services as servers,

chefs, auto-cleaners, front-desk management work, self -check-ins, check-

outs and other functionalities in the hospitality businesses (Seyitoğlu et al.,

2025).
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Theme Analysis: Usages of AI in Hospitality and Customer Services

AI streamlining operations along with forecasting probable customer check-in rates during peak tourism.

AI-driven forecasting helps hotel businesses accumulate resources to provide appropriate Customer services even during rush hours.

AI is currently being used in smart rooms and customer services as servers, chefs, auto-cleaners, front-desk management work, self-check-ins, check-outs and other functionalities in the hospitality businesses (Seyitoğlu et al., 2025). 

















The integration of AI has given exceptional advantages to the hospitality sector to improve its proficiency of work and customer service quality according to the different requirements and tastes of customers. The integration of AI in personalised services such as spa treatments and others is also helpful to increase customer retention and satisfaction levels. 
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Theme Analysis: 

Importance of AI in the 

Hospitality Sector

1. AI has the capability of analysing the preferences of

guests to provide them with customised experiences.

2. Hotels converting themselves into smart hotels in

order to use IoT to provide automatic room controls

to their guests.

3. The check-in and check-out processes have become

easier after the initiation of AI as face recognition

technology has come which can fasten working speed

(Gupta et al., 2023).
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Theme Analysis: Importance of AI in the Hospitality Sector

AI has the capability of analysing the preferences of guests to provide them with customised experiences.

Hotels converting themselves into smart hotels in order to use IoT to provide automatic room controls to their guests. 

The check-in and check-out processes have become easier after the initiation of AI as face recognition technology has come which can fasten working speed (Gupta et al., 2023).



















AI has successfully personalised hospitality services and activities which have improved the customer experience in this sector in the last few years. AI-driven services have increased the speed of work in many hotels. Therefore, hotels are now able to handle a huge amount of customer enquiries efficiently during peak seasons. 
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Theme Analysis: Challenges 

with AI Usages in the 

Hospitality Sector

•

The high initial expense level of AI setup is a major

problem for hotels and restaurants to implement

artificial intelligence in their organisations (Buhalis

and Moldavska, 2022).

•

Data privacy challenge is another major problem that

is increasing in the hospitality sector after the

popularity of AI utilisation

•

The resistance of customers can be another problem

for hotels to implement AI in every sector, especially

in customer services.
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Theme Analysis: Challenges with AI Usages in the Hospitality Sector

The high initial expense level of AI setup is a major problem for hotels and restaurants to implement artificial intelligence in their organisations (Buhalis and Moldavska, 2022).

Data privacy challenge is another major problem that is increasing in the hospitality sector after the popularity of AI utilisation

The resistance of customers can be another problem for hotels to implement AI in every sector, especially in customer services.



















Even today, many customers consider human intelligence to be Supreme and better than AI efficiency. Hence, they do not feel welcomed and valued while interacting with robots for different services and not getting to converse with human beings. Hence, these dynamic preferences of different customers create major problems for organisations to implement AI in all departments. 
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Theme Analysis: Recommendations 

to Improve AI Implementation

The inclusion of AI in any hotel or restaurant should be

done in small phases to help customers adopt these AI

interactions smoothly.

Gradual adaptation

The incorporation of a strong encryption system along

with compliance with digital privacy regulations can be

helpful for hotels to protect sensitive information such as

payment information of customers (Bradić-Martinović,

2021).

Robust security implementation
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Theme Analysis: Recommendations to Improve AI Implementation

The inclusion of AI in any hotel or restaurant should be done in small phases to help customers adopt these AI interactions smoothly.

Gradual adaptation

The incorporation of a strong encryption system along with compliance with digital privacy regulations can be helpful for hotels to protect sensitive information such as payment information of customers (Bradić-Martinović, 2021). 

Robust security implementation

















Inform visitors about the benefits of Artificial Intelligence can be helpful to reduce resistance from conventional customers. The creation of a balance between human touch and AI services while providing personalised hospitality Services can be helpful for organisations to maintain customer retention and satisfaction levels.
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Theoretical Framework 

Analysis

The technology acceptance model (TAM) 

motivates hotels to implement new technology in 

their organisations.

The importance of balancing human resources and 

automation is described by this theory.

According to this theory, the acceptance of AI by 

customers and employees highly depends on the 

ease of use factor (El Archi and Benbba, 2023). 
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 Theoretical Framework Analysis





















The implementation of TAM theory has provided a better knowledge about the importance of balancing human resources and automation resources in the hospitality business to maintain personalised services unique for every customer on every visit. With the help of this theory, the importance of AI in speeding up the similar cooking process without depending on human resources can be observed as well. 
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The technology acceptance model (TAM) motivates hotels to implement new technology in their organisations.





The importance of balancing human resources and automation is described by this theory.





According to this theory, the acceptance of AI by customers and employees highly depends on the ease of use factor (El Archi and Benbba, 2023). 
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PESTLE Analysis to Observe AI in the Hotels 

and Hospitality

Political

: AI guidelines and policies impact the implementation process and

levels of AI-driven machines and software in the hospitality sector (Soares et

al., 2021).

Economic

: AI incorporation has reduced operational costs of hotels and

restaurants but in one-time investment costs.

Social

: Visitors have started showing their interest in AI-driven machines

and robots for services.

Technological

: AI implementation increases sustainability in the hotel.

Legal

: GDP policies and ethical use of AI need to be followed in

organisations to avoid legal challenges.
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PESTLE Analysis to Observe AI in the Hotels and Hospitality

Political: AI guidelines and policies impact the implementation process and levels of AI-driven machines and software in the hospitality sector (Soares et al., 2021).

Economic: AI incorporation has reduced operational costs of hotels and restaurants but in one-time investment costs. 

Social: Visitors have started showing their interest in AI-driven machines and robots for services. 

Technological: AI implementation increases sustainability in the hotel. 

Legal: GDP policies and ethical use of AI need to be followed in organisations to avoid legal challenges. 























AI-driven machines are not only helpful in operating customer services appropriately but also useful in managing the inventory of hotels and restaurants. Hence, the probability of waste production reduces after AI implementation. 
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Case Study Analysis

•

AI and Robotics have taken

strong places in many popular

hospitality organisations

across the globe.

This is the first hotel in the world to use

robots only in every department without

taking help from humans (Wired, 2024).

Henn-na Hotel, Japan

Hilton has been using AI to provide a

personalised experience to guests using

its “Hilton Connie” AI model (Forbes,

2024).

Hilton Hotels
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Case Study Analysis

AI and Robotics have taken strong places in many popular hospitality organisations across the globe.

This is the first hotel in the world to use robots only in every department without taking help from humans (Wired, 2024). 

Henn-na Hotel, Japan

Hilton has been using AI to provide a personalised experience to guests using its “Hilton Connie” AI model (Forbes, 2024). 

Hilton Hotels





The Japanese hotel in Nagasaki has incorporated robots with facial recognition features and voice detection technology to help customers check-in, serve food, check out and other works. This particular AI-driven machine of Hilton helps guests by assisting them with different information about the amenities of the hotel and also provides dining recommendations to showcase local attractions and cuisines to customers.
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Theme Impact Analysis: Challenges 

and Limitations of AI

From the findings, it is

visualised that the hospitality

industry is facing the problem

of decreasing human

intelligence due to the sudden

rise of artificial intelligence.

The lack of creativity can

be observed in customer

service in many hotels

(Pizam et al., 2022).

Lack of Human Intelligence

Loss of Creativity
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Theme Impact Analysis: Challenges and Limitations of AI









From the findings, it is visualised that the hospitality industry is facing the problem of decreasing human intelligence due to the sudden rise of artificial intelligence.

The lack of creativity can be observed in customer service in many hotels (Pizam et al., 2022).

Lack of Human Intelligence

Loss of Creativity



















The challenge of job losses and the reduction of employee satisfaction can be observed in hotels nowadays. Despite having so many benefits, the challenges of AI including the high implementation expense and potential job losses are creating major resistance against AI implementation in the hospitality industry. 




13



image8.png







image9.svg

     




image10.png







image11.svg

   




image12.png

)

o

AR






image13.svg

      




image1.jpeg







image2.png







image3.png

Limitations and Boundaries of Al and Machine Learning

Lack of Common Sense and Creativity

Bias Limitations Boundaries of Machine

Learning

Aland Machine |

:m'y

Decision-making Limitations Ethical Considerations






image4.png







image5.svg

   




image6.png

AISUISEE
= =
E;/) B
= &0 —
. o

[N







image7.svg

   











image12.emf
Page 15

Conclusion

•

It can be concluded that AI has revolutionised the hospitality sector through

automation.

•

AI has enhanced efficiency however ethical challenges have also arrived in

the sector.

•

Future AI trends have the potential to focus on security and sustainability.
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Conclusion





It can be concluded that AI has revolutionised the hospitality sector through automation.

AI has enhanced efficiency however ethical challenges have also arrived in the sector.

Future AI trends have the potential to focus on security and sustainability. 



















AI has become a game changer in the hospitality sector however privacy concerns have increased over the years after the implementation of these machines in the hospitality sector. It can be observed that the balance between human resources and AI services is extremely important to maintain high customer satisfaction in this domain. 
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Recommendations

AI cyber security improvement is important to secure guest data and Transaction 

IDs.

The implementation of a training process is needed to help employees understand 

new upgrades in AI machines (Strebinger, A. and Treiblmaier, H., 2022).

The AI sustainability initiative is needed to have a long-term association with AI 

Optimisation in the hospitality sector.
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Recommendations























Hotels can integrate artificial intelligence while maintaining human interaction to provide unique services to customers on the basis of their requirements. Employee training can help hotels avoid resistance from previous workers due to a lack of knowledge of AI. 
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AI cyber security improvement is important to secure guest data and Transaction IDs.





The implementation of a training process is needed to help employees understand new upgrades in AI machines (Strebinger, A. and Treiblmaier, H., 2022).





The AI sustainability initiative is needed to have a long-term association with AI Optimisation in the hospitality sector.
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Introduction

•

A revolution has been created in the hospitality

sector after the integration of automation and

artificial intelligence as it has increased work

efficiency (Limna, 2023).

•

Currently, AI is utilised in various departments

of the hospitality sector such as Customer

services, food preparation, cleaning services,

and others.

•

The rising competition level is pushing

hospitality businesses to adopt AI innovation

organisations.
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Introduction

A revolution has been created in the hospitality sector after the integration of automation and artificial intelligence as it has increased work efficiency (Limna, 2023). 

Currently, AI is utilised in various departments of the hospitality sector such as Customer services, food preparation, cleaning services, and others. 

The rising competition level is pushing hospitality businesses to adopt AI innovation organisations. 





















AI has been transforming the hospitality sector with the help of its automation and fast pace. AI reduced operational and initial costs along with improving the efficiency of work, which has been helpful in enhancing the experiences of customers. Tourism companies and hotels are now adopting AI to become competitive and to meet the expectation level of customers at every point, which is helpful in enhancing the revenue collection rate.
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Literature Review Overview

•

AI utilisation in the hospitality industry is

going to be evaluated in this section.

•

AI has taken a significant role in serving

customers in different departments due to its

work efficacy in improving their experience

with a particular organisation (Li et al., 2021).

•

The problem of incorporating AI in the hospitality sector is also going to be

evaluated in this particular section to understand how data privacy problems

and labour layoff problems have increased over the years.
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Literature Review Overview

AI utilisation in the hospitality industry is going to be evaluated in this section.

AI has taken a significant role in serving customers in different departments due to its work efficacy in improving their experience with a particular organisation (Li et al., 2021).

The problem of incorporating AI in the hospitality sector is also going to be evaluated in this particular section to understand how data privacy problems and labour layoff problems have increased over the years. 













In the part of the literature review, a theoretical illustration is going to be incorporated in order to provide a more detailed vision of the topic regarding artificial intelligence in the hospitality sector. The advantages of artificial intelligence such as forecasting feature on customer requests and market trends, allocation of resources more effectively and others are going to be discussed here. 
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