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Abstract
This report has examined AI adoption in the hotel and hospitality sector for creating personalisation and its impact on human-AI collaboration. Recent literature sources were used to determine that AI has allowed for creating personalised services and experiences for guests, enhancing their satisfaction, and improving operational effectiveness. However, conducting further analysis using the PEST framework has revealed in-depth insights. This has also allowed for improving workers' performance and productivity. In addition, challenges could be identified like accurate integration issues, lack of infrastructure, affordability problems for small businesses and reskilling employees. 
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Technological evolution has been transforming the hotel and hospitality sector worldwide. It has enabled businesses to respond to changing market conditions and evolving customer needs and expectations. The application of AI (artificial intelligence) creates scope for using AI-powered voice assistants, chatbots and predictive analytics, which allow for developing personalisation within the existing services (Vinnakota et al., 2022). The key purpose behind this is to enhance the level of customer experience and increase their satisfaction. In addition, this has also changed service delivery with the help of technological adoption, as it has reshaped entire operations and critical aspects of hospitality. This means it changed the way consumers seek out, approach hotel businesses and the way services or amenities are offered to them (Vinnakota et al., 2022).
In this context, it is notable that collaboration between AI and humans means technologies are not used to replace human beings from services, instead improving efficiency with the help of technologies while retaining a human touch. It is relevant to the sector considering how this can be used for developing seamless, smooth, and effective services and offering improved guest experience (Ben Saad, 2024). In addition, the businesses have benefited from technological adoption because it also creates a competitive edge in the market. In this research, the purpose is to explore technological and AI adoption within this sector for personalisation and how it maintains human-AI collaboration.
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While AI adoption has benefited the hotel and hospitality sector tremendously, it has primarily allowed for driving personalisation within services and delivery. This is directly connected to improving guest experience, which is key to these businesses’ survival and competing in the market. At the same time, human-AI collaboration can also be observed within the instances.
Saxena et al., (2024) focused on AI-driven personalisation, suggesting its importance because it allows for customising services in accordance with the guests' individual preferences while meeting their needs. This is actually facilitated by AI-driven systems because hotels can gather valuable insights from them regarding their customers to profile their customers. This is the key to creating personalisation even within dining experiences. Similarly, Manoharan and Ashtikar (2025) talked about how hotel businesses have modified their core operations through AI-driven personalisation, and this also covers human interactions involving both employees and guests. As technological adoption has shifted hotel services by including digitalised or smart rooms, amenities and AI-driven personalised travel planners or experiences for customers, it has empowered hotel employees to improve client interactions and customer relationships. However, they also specified relevant challenges, including strategic implementation and accurate integration issues and potential loss of human touch. Therefore, it is apparent that human-AI collaboration is imperative even now since it is a fundamental aspect which defines hospitality services. 
Focusing on other hospitality businesses, Alawami et al., (2025) have specifically talked about AI innovation and personalisation within the restaurant business, which has enhanced its management and service delivery. For instance, Peninsula Hotels have adopted AI for evaluating and identifying consumer preferences from their previous accommodation history, and they accordingly personalise the rooms before guests arrive. This includes arranging transportation and setting up a suitable room temperature, etc. As a result, they could improve visitors' experience, which prompts them to seek their services again, thus creating customer loyalty. Alongside, the study also focuses on the necessity of using human workers and improving their outcomes using AI. For example, the Ritz-Carlton hotel streamlines its room cleaning service schedules using AI systems by considering room bookings and their timing, check-out hours and work patterns of its cleaning workers. It boosted their housekeeping service effectiveness by 20%, which means improved employee productivity. Therefore, it is apparent that human-AI collaboration can add to the guest experience while also benefiting employees to perform their jobs more effectively. 
Meanwhile, Shaik (2021) has specifically investigated hotel booking platforms using AI to create personalised results. It is aimed towards increasing user engagement in the platforms by providing them with suitable results that match their preference, which is critical to improving booking conversion rates. In this context, AI adoption has primarily changed these platforms from traditional models towards hybrid models and content-based filtering features that can outperform the former. As a result, this makes it easier for visitors to find accommodation to meets their expectations. However, the author has also expressed concerns over AI usage because there may be algorithmic bias present, showing biased results. Additionally, data privacy is among the common concerns with AI. Therefore, while the sector benefits from technological adoption, it should equally focus on ethical governance. 
AI-powered chatbots are also critical to personalisation and customer service operations. Vashishth et al., (2024) explored the use of these chatbots and robot concierges that are equipped to assist guests 24*7 from booking to their stay at the hotels. The chatbots, virtual assistants and concierge are equipped with AI, NLP (natural language processing) and machine learning algorithms. It makes them capable of processing customer data, responding to their queries in real time and offering personalised recommendations, allowing hotels to improve consumer satisfaction. In this case, this makes it easier for hotel staff to manage customer service and inquiries since those systems can manage basic queries and rapidly generate responses. Meanwhile, it frees up employees to manage other tasks by reducing their workload and enabling them to focus on more complex customer interactions. So, this shows an amalgamation of using AI for personalisation while empowering the workforce through AI-human collaboration.
AI-driven personalisation can be observed in pricing, revenue management and marketing strategies as well. Rekiek et al., (2024) examined AI-driven analytics for forecasting seasonal demands and booking trends in hotels, which help them to determine pricing. This has been conducive to improving revenue management while attracting guests. Meanwhile, Jasrotia et al., (2024) stated that AI-powered systems equipped with advanced data analytics offer valuable and in-depth customer insights. This can be used to develop personalised and targeted advertising campaigns, which can resonate with guests and probe for higher engagement, thus influencing their booking decisions. Therefore, its application is wide and covers multiple areas in hotel and hospitality businesses.
However, in this scenario, it is also notable that while hotels are aiming for increased AI adoption and using service robots to reduce the workload of staff while streamlining services for guests, they often overlook the psychological status of employees. Chung and Tan (2025) have pointed towards this gap in literature by stating that integrating AI in hospitality aims for human-machine collaboration to offer personalised and quality services to guests. However, it also creates the potential for stress and uncertainty regarding job security among employees, which can be due to their lack of familiarity with AI. Moreover, it also undermines innovative behaviour in the workforce. 
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To conduct this research, secondary qualitative data is being obtained. Qualitative data refers to non-numerical and descriptive information that offers in-depth insights by focusing on understanding events, phenomena, and people’s experiences. It allows for responding to questions like ‘why’ and ‘how’ by exploring situations. Furthermore, secondary data means collecting data that was already gathered, processed, analysed, and interpreted previously by other authors (Kern and Mustasilta, 2023). So, existing sources are used for collecting relevant datasets that can help in exploring AI-driven personalisation and human-AI collaboration in the hotel and hospitality sector. 
The secondary data is being collected from a variety of sources, including research papers, journals, articles, industry reports, credible websites, and government reports. The data would be analysed thematically by following Braun and Clarke’s six-phase framework for thematic analysis (Lochmiller, 2021). It is a qualitative data analysis method which allows for identifying recurrent trends, ideas, and patterns. Moreover, the PEST analysis framework will be applied as well. 
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In this section, PEST analysis will be performed to generate insights, and it uses the factors as themes to provide an in-depth understanding. 
PEST Analysis
	






Political
	· As explained previously, AI application raises data privacy and ethical concerns. This has influenced the UK government to integrate this within data protection regulations like the GDPR. It regulates consumer data usage and makes it necessary for businesses to ensure that the data is protected. Moreover, it also covers ethically and responsibly using their data in the context of AI for generating personalised insights. So, the businesses must comply with the regulations with the help of ethical data governance and privacy (Khan and Mer, 2023). For instance, Marriott International hotel was scrutinised heavily after a data breach incident in the context of AI use. In response, they had to strengthen their cybersecurity measures (Ourzik, 2024). 
· The UK government has also created the AI Opportunities Action Plan, which aims for sustainable AI development and benefitting citizens. So, it emphasises reskilling employees for AI-enabled jobs, which can prevent job displacement (GOV.UK, 2025). So, this applies to the hospitality sector too, prompting businesses to reskill their workforce to adapt to AI-driven roles.

	




Economic
	· Using AI also allows for personalising pricing strategies as per booking fluctuations and seasonal demands. This improves revenue generation, management and attracting clients for fostering customer loyalty and retention (Rekiek et al., 2024). This is achieved by using AI-driven predictive analytics that can predict demands, and hotels can adjust their service charges or room rents accordingly (Anubala, 2023). For example, Hilton Hotel uses AI systems for developing dynamic prices that reflect the market conditions in real time (Štilić et al., 2023). 
· However, this does not negate the high implementation cost and other complexities of AI adoption because it also requires having suitable infrastructure, a skilled workforce, and strict cybersecurity measures (Kapoor, 2024). So, it can be challenging for small businesses to adopt technologies due to affordability issues. 

	









Social
	· Consumers increasingly look for personalised services and experiences, which can meet their expectations while satisfying their needs. This has been facilitated by AI systems that can create tailored recommendations and smooth hotel check-ins (Astuti et al., 2024). Moreover, hotels can also prepare their rooms and schedule housekeeping services as per the room booking timings, priority guests and cleaning staff's work patterns. This allows for satisfying guests while improving the productivity and performance of workers (Alawami et al., 2025). This way, businesses can empower staff using AI instead of replacing them. 
· For example, the Edwardian Hotels London has developed an AI-powered chatbot named Edward, which is equipped to assist customers at any time. It helps them with booking accommodation as per their preference and offers concierge services (Fernandes et al., 2024). This makes it easier to offer customer service 24*7 and reduce workload on employees. 
· However, the potential job displacement remains a persistent issue because AI or technologies can take over people's jobs. However, it is essential to understand that human touch and interactions are still crucial in hospitality because customers prefer them. So, technologies cannot be used to replace human touch, and businesses must create scopes for human-AI collaborative efforts (Štilić et al., 2023). This is crucial for balancing personalisation and operational effectiveness with human touch and empathy in service delivery.

	









Technological
	· Technological evolution has gradually offered emerging and advanced technologies like AI, machine learning, Iot (internet of things) and advanced data analytics. It has broadened the scope for hotels to create hyper-personalisation that is key to improved customer experience and satisfaction in this era (Sahani et al., 2025). Hotels also adopt technologies like service robots, chatbots, voice assistants and smart room technologies and controls like keyless room entry (Çeltek, 2024). Its impact on guest satisfaction, loyalty and retention has been proven well through research. 
· For example, Premier Inn UK serves as a good example for integrating smart room technologies within their rooms. The rooms are equipped with smart, integrated, and centralised controls for temperature and lighting, etc. Guests can operate and adjust these things using a mobile application (Abdelmoaty and Soliman, 2020). Therefore, despite being a budget hotel, this gives them a competitive edge to compete and survive in this market. 
· Meanwhile, Holiday Inn Hotels created a CRS (customer relationship system) called Holidex by partnering with IBM. This way, they could create contactless processes for checking in guests using mobile apps and their waiting time was decreased (Stringam and Gerdes, 2021). So, this was also important for enhancing consumer satisfaction. However, this has increased cybersecurity risks, which go beyond usual threats because of AI (Kapoor, 2024). So, it also forces hotels to adopt measures accordingly by considering all threats. 
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This report is hereby concluded on understanding AI and technological adoption for creating personalisation and human-AI collaboration in the hotel and hospitality sector. Due to AI adoption, the hotels could create more personalised services and improve their staying experience. In addition, this is also beneficial for hospitality businesses like restaurants for managing their operations and revenue generation more effectively. However, analysing the context has also revealed that customers still prefer human interactions, and this is fundamental and crucial in this sector. So, this makes it necessary to balance technological integration while retaining human employees. 
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Based on the insights generated, several challenges could be identified. Considering this, recommendations are being given to businesses in this sector below:
The research emphasises balancing human and AI collaboration instead of letting technologies replace the other. So, businesses should focus on creating more scopes for collaborative efforts. This should begin with reskilling the employees by evaluating their current skillsets and identifying the technological skills they require for performing their AI-driven roles (Rachid and Houda, 2024). Hospitality businesses should create AI workshops, where their employees can get more familiar with the technologies and understand how they empower them or improve their performance (Islam and Zhou, 2024). This contributes to employee skill development while also addressing their job insecurity. 
The insights adequately focus on how hyper-personalisation can be created using AI. This also emphasises improving guest experience, which is the key to fostering loyalty and creating customer retention. So, businesses should invest in AI adoption for creating personalisation even beyond smart room technologies or keyless entry. AI-driven analytics should be incorporated within customer loyalty programmes. They can implement behavioural analytics for understanding users' booking patterns, service, and other preferences to give them customised rewards and discounts (Das et al., 2024). This is important for positively influencing customer behaviour, making them likely to choose the hotel again. 
In this context, luxury hotels should also invest in extending their customer service with the help of AI. As can be understood, using AI-powered chatbots, service robots, and concierge services means they can address customers at any time. Moreover, this also makes it more convenient for guests to seek out services at any moment (Sharma et al., 2024). However, hotels should also ensure that there are human employees available to address customers' concerns or queries in case this is not being addressed or fulfilled by the technologies. This is conducive for creating a balanced approach with a human touch, which can comprehensively meet their needs (Mahalakshmi and Bharath, 2025). It is also fundamental for creating a sustainable workforce and AI adoption.
This situation has also raised data privacy and ethical data use concerns. So, this makes it critical for hotels to have robust ethical governance and data privacy measures. They can incorporate AI systems for creating advanced data encryption processes for protecting consumers' personal data and card details (Barbudhe et al., 2025). In addition, hotels should have clear policies about maintaining transparency about how or where they are using customer data to ensure customer trust (Tan et al., 2025). In addition, they also need to perform security audits to detect flaws and strengthen their cybersecurity measures (Barbudhe et al., 2025).
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