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Abstract 
The focus of this report is on how Artificial Intelligence (AI) partners with human staff to both improve how guests are served and how the hotel and hospitality sector functions. In response to digital growth in services, leading hotel companies are using AI in the form of chatbots, face identification, AI learning systems, and robotic concierges to manage operations better and enhance guest relations. The literature review reveals that AI keeps changing as a tool and the outcome of innovation. Even though AI leads to better and cheaper services, its introduction also leads to concerns about people’s private data, how decisions are made, and less face-to-face service for customers. Major hotel brands like Hilton, Marriott, and Accor use AI for flexible pricing, analyzing guest reviews and the needs of guests in real time, and room automation. By applying a qualitative, interpretivist, and inductive method, this study uses information from secondary sources to study AI’s influence using theme-based and PESTLE analysis. AI brings both opportunities for economic growth, technological progress, and sustainable actions, as well as some issues in regards to job losses, sticking to the law, and guest experiences. The findings suggest that for AI and humans to collaborate successfully, staff should be well-trained, technology must be properly included, and strong legal rules must be in place. It argues that AI should be used to make human workers more efficient, so the hospitality experience is both smooth and emotionally satisfying. In the future, the industry needs to emphasise having AI serve social interests and offer inclusivity to support long-lasting growth and the trust of its customers.












Table of Contents
1	Introduction	4
2	Literature Review	4
2.1	Key Concepts and Definitions	4
2.2	Review of Academic Research	4
2.3	Industry Practices and Developments	5
2.4	Identified Gaps and Justification for Study	5
3	Method	6
3.1	Research Approach	6
3.2	Data Collection and Sources	6
3.3	Analytical Techniques	6
4	Theme impact analysis	6
4.1	Political and Economic Factors	7
4.2	Social and Technological Factors	8
4.3	Environmental, Legal, and Ethical Factors	9
4.4	Industry Response and Evaluation	10
5	Conclusion	11
6	Recommendations	11
7	References	12

[bookmark: _Toc198306063]


Introduction 
Over the past few years, AI has seen a fast increase in its use within the hotel and hospitality sector. Many big global hotel chains now make use of AI chatbots, facial recognition machines, and robot room service to improve their services. They are made to give customers a better experience, eliminate mistakes, and make operating the company smoother. The digital transformation on the rise, the future of hospitality work now relies on close cooperation between AI and humans (Gaur et al., 2021). AI is now being used to help staff improve services for customers. It is significant as the hospitality industry needs people to interact with guests, something that AI cannot do as well as humans. At the same time, they have to deal with fewer employees along with guests wanting quick, secure, and novel services (Paluch et al., 2020). AI technology, when matched with human skills, is a good approach to any challenges the industry may face. It examines the involvement of AI in front desk and concierge services, and what changes this brings to the experience, roles, and jobs of employees in hotels.
[bookmark: _Toc198306064]Literature Review 
[bookmark: _Toc198306065]Key Concepts and Definitions
Artificial intelligence is also referred to as a Family of technologies that range from low-level AI to fully functional, human-like robots (Kumawat, 2025). It consists of machines that have the ability to analyse, sense, comprehend, learn and act, and perform human-like tasks. Artificial intelligence not only enhances the product but has also become an innovative product. The hospitality industry encompasses a range of services that not only ensure customer satisfaction but also contribute to creating a memorable experience. AI disturbs the tourism and hospitality industry. According to Stylos et al. (2021), AI requires businesses to familiarise themselves with new customer demands and competitive pressures, which enables organisational learning and innovation. The key features include human-AI collaboration that supports human workers, personalisation, and a guest experience that analyses guest data and increases operational efficiency through automatic booking.
[bookmark: _Toc198306066]Review of Academic Research
A research by Tussyadiah (2020) shows that AI can generate specially personalised guest experiences using machine learning and data mining. Different AI tools help satisfy customers more effectively when seamlessly integrated with human services (Lv et al., 2022). Although the guest's perceptions can be negatively affected by a lack of human touch, especially with excessive automation. Artificial Intelligence has been proven to streamline tasks such as room allocation, pricing, and demand prediction. AI enhances scheduling and staff management. However, there is a debate over AI’s takeover of employment, and many agree that it only reduces the workload, rather than eliminating humans from the job. However, there are privacy concerns, and a key issue is obtaining guests' consent and managing data usage in AI adoption.

[bookmark: _Toc198306067]Industry Practices and Developments
According to Limna (2023), the hospitality industry is highly saturated with new technologies, with customers expecting phenomenal services, serving as a main source of innovation, and constantly facing inflation. Mariani & Borghi (2021) state that chatbots have helped guests with queries, directions and recommendations, which allows human staff to focus on personalised experiences. Additionally, traditional hotel rooms have been transformed into a responsive environment through the use of AI. With the help of machine learning, hotels can adjust lighting, temperature, and entertainment according to a guest's preferences. This results in a variety of pricing, maintenance, prediction, and real-time inventory management. Different AI tools, such as IDeaS and Duetto, help hotels in adjusting pricing according to their competitors and demand. AI analyses guest feedback in real-time and helps staff actively address reviews before they worsen.

[bookmark: _Toc198306068]Identified Gaps and Justification for Study
There is a gap in the existing literature on Artificial Intelligence and human collaboration in hotels. According to El Hajal and Yeoman (2025), there is a research gap specifically regarding the impact of AI on the lack of a comprehensive framework. This means that current research on specific AI applications does not adequately consider how AI can be integrated into the hospitality sector. There is an insufficient focus on employee impact, and a deeper exploration of the social and ethical implications of AI for employees is needed. A limited understanding of ethical concerns in hospitality needs to be addressed. The research needs to translate theoretical findings into practical guidelines for implementation. The justification of this study is to enhance the human-AI collaboration while maintaining a positive work environment. This study addresses ethical concerns and ensures responsible implementation that builds trust with both employees and guests. Additionally, according to Seal et al. (2024), Artificial Intelligence can smooth HR processes, but at the same time, it's important to consider the implications for employee well-being and retention. 
[bookmark: _Toc198306069]Method 
[bookmark: _Toc198306070]Research Approach
The research approach outlines the steps and procedures used to conduct the study. Researchers analysed and understood patterns from the data collected in the form of reports and analyses. An interpretivist and inductive method were used to see how people and organizations respond to change. This approach helps understand the way AI and hotel staff interact in real hotels. The inductive method uncovers important ideas from existing information, so it is ideal for finding new trends in AI-human communication (Katiforis, 2024).
[bookmark: _Toc198306071]Data Collection and Sources
Data collection and sources mean choosing what kind of information you need and figuring out where you get it from for your research. This study obtains data using secondary and qualitative methods, which means no direct interviews or surveys were conducted. Research data was taken from scholarly papers, reports, and online sources such as Google Scholar and ScienceDirect. These publications gave access to true cases and professional advice about hotels using AI (Štilić et al., 2023).
[bookmark: _Toc198306072]Analytical Techniques
These techniques are used to analyses and make sense of data. Common patterns, ideas, and themes were identified from the secondary qualitative data through the use of thematic analysis. Key themes like efficiency, guest satisfaction, and how staff work with AI were discovered from applying a thematic analysis to collected secondary data. This made it easier to combine learnings from different places and draw significant conclusions from the data trends (Ouhaichi et al., 2023).
[bookmark: _Toc198306073]Theme impact analysis 
AI is bringing new changes to how the hotel and hospitality industry functions. As hotels use
chatbots, facial recognition, robot concierges, and personalization powered by data, this has many
effects on different aspects of the environment (Štilić, 2023). Using the PESTLE framework (Political, Economic, Social, Technological, Legal, Environmental) highlights all the ways AI-human collaboration impacts the sector.
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Figure 1:  AI Trend in Coming Times
Source: (Štilić, 2023)

[bookmark: _Toc198306074]Political and Economic Factors
Policies and views from the government are key to how AI is adopted in the hospitality industry. In the UK, United Arab Emirates, and Singapore, governments help AI develop with grants for new technology and temporary areas to test new regulations (Radu, 2021). AI helps improve the efficiency of a business and reduce the workforce needed. Hotels are making use of technology to manage several tasks like guest check-ins, maintenance of stock, and room cleaning, which allows humans to do more rewarding jobs. At the same time, this transition in the economy can cause certain difficulties. Developing economies, where the hospitality business largely relies on people, are worried about short- to mid-term loss of jobs. On account of fewer financial resources, smaller independent hotels cannot adopt advanced technologies like AI, leading to different standards of efficiency and service industry-wide (Sharma et al., 2021).
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Figure 1:  Artificial Intelligence (AI) in Hospitality Market
Source: (Sharma et al., 2021)
[bookmark: _Toc198306075]Social and Technological Factors
The introduction of AI in hotels affects employees and hotel guests. More and more, tourists expect that their travel will include things like smart keys, talking to the hotel with their voice, and even using virtual concierges (Tan, 2021). Millennials and Gen Z are more likely to embrace AI when it comes to customer service (Pricope Vancia, 2022). However, some older guests still like talking to people in person, which shows how important it is to have a mix of both online and in-person services. AI also transforms the workforce. Job responsibilities are changing from regular support work to working with data, AI, and managing how customers interact with services. For this reason, continuous training of staff in hospitality is now necessary. It is therefore essential to use training and development schemes to maintain success in AI-human collaboration. Marriott International is offering digital training sessions to help their employees understand AI-driven technology (Jogarao, 2024). Technologically, AI has matured significantly. Hotels already use machine learning, natural language processing, and robotics in their day-to-day activities. Connie from Hilton and Rose from The Cosmopolitan are examples of how hotels use AI technology to engage with their guests (Sahota, 2024). Nonetheless, relying too much on technology can cause problems like losing data, computer systems breaking down at the wrong time, and things not being easy to connect together. Poor handling of these issues may cause trouble to the services provided and tarnish the brand reputation.
[bookmark: _Toc198306076]Environmental, Legal, and Ethical Factors
AI’s importance in helping to make the planet more sustainable is being recognized. Hotels can use smart technology to cut down on carbon emissions by managing the way they use heating, electricity, and energy. With the help of AI, buildings use less energy when spaces are unoccupied, helping the environment and saving money. By using AI, Accor Hotels reduced energy usage by 15% in various locations, which is reported in their 2021 Sustainability Report (Wu et al., 2024). The use of AI in the hospitality sector comes with strict rules about privacy and data security. Due to the collection of personal data, hotels have to obey GDPR, CCPA, and all other relevant data protection rules. Not following the regulations could bring legal issues and might cause customers to stop trusting the company. Furthermore, the growing adoption of facial recognition and biometric data raises concerns about consent, being watched, and where the data is kept. Some people are concerned about AI systems being honest and impartial in their judgments. If a system uses travel history to decide who gets an upgrade, it could end up favoring those who travel more regularly (Buehler et al., 2021). Doing this helps maintain both customer happiness and a sense of diversity.
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Figure 2: Ethical Consideration
Source: (Jayan, 2024)
[bookmark: _Toc198306077]Industry Response and Evaluation
Businesses in the hotel and restaurant industry are quick to adopt AI. Well-known global brands such as Hilton, Marriott, and Accor are investing in AI to improve how they operate and treat their guests (Wu et al., 2024). For example, Guests can adjust the lighting, temperature, and TV channel using their smartphones with Hilton’s AI-powered “Connected Room.” AI algorithms help Marriott give guests personal suggestions and handle automated tasks like pricing and predicting demand (Bardukova et al., 2023). The company applies AI to send personalized offers to guests based on their actions and where they come from. They tell us that the industry is willing to embrace and implement new technologies. However, limitations persist. AI technology often costs a lot to set up and requires employees to be trained properly. The benefits of investing in mid-tier or budget hotels can take longer to show. On the other hand, relying heavily on AI rather than humans may remove the emotional touch that guests want from the service. There is also an issue because not all countries have the same set of principles for AI in hospitality. Even though the European Commission introduced the AI Act, rules made for each industry are not yet widely established (Cherenkov, 2024). Such lag in regulations may prevent the industry from going fully digital, resulting in different processes at different locations. All in all, seeing AI used in the hospitality industry gives hope, but it requires proper management. Making sure robots and people work together, following the law, and improving staff training is important for success in the long run (Ebers, 2021). AI is used to assist and improve on human skills, helping to change the guest experience in the hotel industry.
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Figure 3: AI in Hospitality Market 2022 to 2033
Source: (Ebers, 2021)
[bookmark: _Toc198306078]Conclusion 
In the hotel and hospitality field, Artificial Intelligence is impacting how businesses operate and taking care of their guests. Still, the effectiveness of this change relies on the ability of people and robots to work hand in hand. This move creates both advantages and disadvantages related to economics, society, and the law. If staff and guests are to be treated fairly, employees and the company must continue training, follow ethical guidelines, and obey strong policies set by the government. As AI keeps getting better, hotels should work together with people, instead of trying to replace staff, if they want to do well in the future.
[bookmark: _Toc198306079]Recommendations
To successfully manage the future, hotels in the hotel and hospitality sector should blend AI with human resources, instead of replacing either one. These suggestions are made to help build better collaboration between AI and hotel staff, which in turn boosts the quality of service and guests’ satisfaction.
· Many hospitality staff are concerned that their work will be taken over by machines. This can be achieved by allowing staff to attend training that teaches them to better use AI in their work (Chen, 2023). A good example is training receptionists to use AI systems, while continuing to assist and greet guests with a personal touch. Upskilling gives employees the skills to take on tasks that are beyond what machines can do.
· While robots can do repetitive jobs, humans have more ability when it comes to emotion and reasoning through problems. Staff should spend their time on guest interaction, and hotels can rely on AI to take care of bookings, check-ins, and updates on housekeeping. When there is this balance, employees feel appreciated and become more productive according to Wiradendi wolor, (2020).
· It is important for hotels to treat customer data securely and always be open about how and where AI is being used. Guests are worried about the privacy of their information during the interaction with touch-screen machines (Pearson et al., 2022). This means hotels need to comply with data protection rules and make users aware of how their AI will be used.
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Acknowledgement of the Use of AI


RESEARCH	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.	Yes ☐

No ☐✔
STRUCTURE	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.	Yes ☐

No ☐✔
PROOFREADING	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.	Yes ☐

No ☐✔
WRITING	For this assessment, you can use Generative AI to create text for submission.	Yes ☐

No ☐✔
CREATIVE	For this assessment, you can use Generative AI to create creative materials, such as images.	Yes ☐

No ☐✔
PROGRAMING	For this assessment, you can use Generative AI to create and check code.	Yes ☐

No ☐✔
NONE	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.	Yes ☐✔

No ☐
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