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« Al is reshaping the hospitality sector across
service delivery, operations, and guest
engagement.

* Driven by post-pandemic recovery, talent
shortages, and evolving consumer

expectations.

Introduction + Central theme: A ISEHRARGIRGNGIREBIAEIAG)
human interaction to foster innovation and
service excellence.

Source: Ivanov & Webster (2019); Sharma et al.

(2024)




- Automation & Robotics: Robotic concierges
(e.g., Hilton’s Connie, FlyZoo Hotel).

* AI-powered CRM & chatbots: Edwardian
Hotels' “Edward” concierge.

* Predictive Analytics: Marriott’s use of Al for

personalised guest journeys.
Al Adoption in « Agile HRM: Integration of Al with cross-

Ho Spita | |ty — Key functional teams using agile methodologies.
Developments Instead of rigid hierarchies and static job roles,

Case Study: Accor’s Al voice concierge + Agile
teams (Buhalis & Leung, 2018)



Benefits of Al in
Hospitality

» Operational Efficiency: Automated
check-ins, room service, maintenance.

» Personalisation: Tailored
recommendations via machine learning.

* Strategic Insights: Real-time data
analytics enhance decisions.

» 24/1 Support: Al chatbots improve
responsiveness.

Sources: Tussyadiah (2020); Erevelles et al.
(2016); McKinsey (2023)



* Human Displacement: Ethical concerns for low-skilled jobs.
* Loss of Empathy: Limited emotional nuance in services (loss of
human contact with customers)

* Privacy & Security: GDPR and bias and security concerns.

* High initial financial investment to implement Al systems (a
big investment for small businesses)
* Cultural Resistance: Varied Al acceptance globally (e.g. China,

C h 3 | |e N geS Of Singapore, Japan versus Iran, Irak, Syria (see also political regime &

economical development influencing adoption) or India,

v Countries with strong tech-optimism, with emphasis on innovation and

v' Alibaba’s FlyZoo Hotel (China) uses Al for facial recognition, robot room

Al Integration

service, and voice-controlled features option), YOTEL Hotel Singapore use

robots for room deliveries.

¥ InIndia hospitality is highly service-driven, with strong emphasis on
Sources: Dandurand & Bell (2022); Voigt & Von dem Bussche (2017); Li &
Wang (2023)



Strategic
Frameworks for
Al-Human

Collaboration

» Kotter’s 8-Step Model: Guides successful Al change.

» Agile HRM: Promotes cross-functional collaboration.

In hotels adopting Al systems (e.g. chatbots, robotic

concierges), Agile HRM helps by:

- Smart Product Strategy: Al + IoT enables seamless
services.
* Transformational Leadership: Drives cultural and

staff alignment.



Human + Al:
Real-World

Synergy

» Marriott: ChatGPT concierge + trained staff for hybrid
service.

» Agile Empowerment: Staff co-creation boosts acceptance.

* Performance Gains: Lee et al. (2023) found 22% better team

performance with Agile HRM and 19% lower employee turnover

* Nair & Azadegan (2021) argue that collaborative agility in HR is
essential to navigate the “dual disruption” of technological change

and workforce restructuring.

* Marques & Ferreira (2020) emphasize that Agile HRM builds a
learning organisation where Al augments rather than replaces
human capability.

* Emotional Intelligence: Human value remains critical.

Sources: Costa & Costa (2022); Lee et al. (2023)



Ethical, Political,

Economic &
Cultural
Considerations

» Ethical Design: Transparency, fairness, and bias
audits.

* Legal Compliance: EU Al Act, GDPR as key
frameworks, liabilities issues in case of data breaches
* Cultural Sensitivity: Local adaptation remains
crucial.

» Cybersecurity: Remains a strategic, cross-functional

imperative.

* Economic impact of data breaches, systems hacking

Sources: Rudin (2019); Fernandez & Alexander (2021)

* In 2018, Marriott International suffered a major data breach
affecting 500 million guest records—exposing sensitive data
which resulted in a $24 million GDPR fine, extensive litigation,
and hundreds of millions in remediation costs, highlighting the
critical need for robust cybersecurity in Al-driven hospitality

systems (Romanosky, 2016; Ponemon Institute, 2022).



« Al enhances efficiency, personalisation, and
scalability.
« Human collaboration remains vital for ethics,

empathy, and creativity.

Strategic Benefits of AI-Human

Conclusion — Collaboration

St rategic v' Enhances employee engagement and change
Syn ergy, Not readiness

Su b St|tUt| on v’ Accelerates digital transformation

v' Aligns human capital with business innovation goals

v’ Preserves hospitality values (empathy, authenticity)

« Al and human synergy is the future of

hospitality.



Recommendations

1. Align Al with brand values and guest
expectations.

2. Reskill workforce for creative, ethical roles.
3. Co-create Al systems with staff for trust.

4. Implement ethical AI governance and
transparency.

5. Ensure cultural fit and inclusivity.

6. Strengthen cybersecurity infrastructure.

7. Build innovation ecosystems in collaboration

with academia and vendors.
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