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Introduction

This paper explores the contemporary theme of Artificial
Intelligence (AI) and Human Collaboration within the hotel
and hospitality industry. The increasing adoption of AI
technology in the sector has introduced substantial changes
in how services are delivered and how staff interact with
guests. As modern consumers seek both efficiency and
personalization, AI has emerged as a key solution, allowing for
automation of routine tasks while simultaneously tailoring
experiences to individual preferences.
This study uses Wivenhoe House Hotel as a case study, which
is uniquely positioned as both a commercial luxury hotel and a
teaching institution. This makes it an ideal environment for
examining the integration of AI technologies alongside
traditional hospitality practices. The research addresses the
ways AI tools are implemented within this context and the
ongoing importance of human roles, especially in delivering
emotionally intelligent, guest-centric service.



Literature Review

The literature review focuses on the theoretical frameworks and
recent findings regarding the application of AI in hospitality. AI
has been increasingly used to enhance personalization,
streamline operations, and support customer service through
tools such as chatbots, smart room technologies, facial
recognition, and predictive analytics. These innovations are
helping hotels move from reactive to proactive service models.
For example, Hilton’s AI concierge “Connie,” and Radisson Blu’s
chatbot “Edward,” illustrate how AI is being deployed to handle
customer inquiries and provide consistent information. These
tools improve response time and guest satisfaction, but they also
shift the role of human staff from task execution to interpersonal
engagement. This shift aligns with the “co-bot” model (Lu et al.,
2019), where humans and AI work collaboratively rather than
competitively.
However, scholars like Belanche et al. (2020) argue that while AI
can mimic conversation and manage data, it lacks the emotional
intelligence critical for high-touch service environments. As such,
the most effective approach remains a hybrid model that
leverages the strengths of both AI systems and human workers.



 Methodology

This research follows a qualitative approach, grounded in
thematic analysis and supported by a PEST framework

(Political, Economic, Social, Technological). Secondary data
was sourced from academic journals, industry reports, and

trade publications. Observations and reflections from a
student placement at Wivenhoe House Hotel enriched the

analysis with firsthand insights.
No primary interviews were conducted due to constraints;

however, experiential learning during the placement provided
valuable understanding of how AI is currently applied in real

operational settings—particularly in areas like reception, food
and beverage (F&B), and guest services.
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Political Factors
One of the most significant political considerations in AI implementation is data protection. Under GDPR, hotels are
required to be transparent about the use of personal data, especially when using systems that track guest behavior. At
Wivenhoe House Hotel, student and staff training incorporates awareness of data privacy, ensuring systems are used
ethically. Furthermore, policy conversations around job automation are influencing workforce development, prompting
a greater emphasis on digital literacy in hospitality training.

Economic Factors
AI technologies can reduce costs through automation, enhance marketing through predictive analytics, and optimize
inventory through automated systems. During the student placement at Wivenhoe, AI-based ordering systems in the F&B
department reduced manual errors and improved service flow. Despite upfront investment costs, such systems deliver a
strong return on investment over time, especially when they complement rather than replace human workers.

Social Factors
There is a noticeable generational divide in the acceptance of AI. Younger guests often expect fast, tech-driven service,
while older demographics may prefer traditional interaction. Wivenhoe House addresses this by offering both AI-
enhanced and human-centered options, ensuring inclusivity. From a workforce perspective, AI alters job roles,
encouraging staff to evolve from operational workers to service coordinators, which can be both empowering and
challenging.

Technological Factors
Technological advancement has brought tools such as smart rooms, sentiment analysis, AI-powered CRM, and
automated stock control into hotel environments. At Wivenhoe House, students manage cellar stock using AI alerts
and digital logs. However, technological dependence introduces risks such as system outages and cybersecurity
threats. To mitigate this, hotels must ensure staff are trained in fallback procedures and maintain a hybrid
operational model.



Placement Reflections
 
During the placement at Wivenhoe House Hotel, real-time exposure to AI
tools significantly enhanced understanding of how these technologies
are used in practice. In the bar and cellar, automated stock alerts helped
students manage inventory more efficiently. These tools supported daily
tasks by streamlining stock control and reducing the likelihood of errors.
In reception and the Food and Beverage (F&B) department, AI-assisted
tools allowed staff to process routine tasks faster. This included managing
orders, tracking guest requests, and coordinating service more smoothly.
As a result, staff had more time to focus on personalized guest
interaction, contributing to a higher quality of service.
Despite the clear efficiency gains brought by AI, it was evident that guests
still valued human warmth—especially during check-ins or when resolving
service-related issues. These moments of direct human contact remained
essential to guest satisfaction. The most effective outcomes were
achieved when AI handled background tasks, allowing staff to dedicate
more attention to creating memorable guest experiences through
personal engagement.



Data Privacy and Security

Critical Reflection 

The integration of AI into hotel operations provides clear benefits—
particularly in cost savings, speed, and service accuracy. During
the placement at Wivenhoe House Hotel, AI tools such as
automated stock control and digital ordering significantly
enhanced operational efficiency in the bar and F&B areas,
aligning with Ivanov and Webster’s (2019) findings on AI’s role in
reducing errors and optimizing performance.
However, the placement also highlighted AI’s limitations,
especially in empathy and human interaction. While AI supports
convenience, it lacks the ability to respond emotionally or adapt to
complex guest needs (Belanche et al., 2020). Guests at Wivenhoe
still valued face-to-face service, particularly during check-ins or
when resolving issues, echoing concerns about digital exclusion
raised by Gretzel et al. (2020).
The most effective outcomes occurred when AI handled
background tasks, allowing staff to focus on emotional
engagement and personalized service. This supports the “co-bot”
model (Lu et al., 2019), where AI and humans work together rather
than in isolation. Ultimately, the placement reinforced the
importance of a balanced approach, where technology enhances
but does not replace the human touch in hospitality.



Conclusion

The integration of artificial intelligence is transforming the
future of work in the hospitality industry. At Wivenhoe
House Hotel, AI systems are enhancing operations without
compromising the human touch that defines great
service. As AI continues to evolve, its success will depend
not only on technological capabilities but also on the
ability of hotel professionals to blend automation with
empathy.
Ultimately, the future of hospitality lies not in replacing
staff with machines, but in creating meaningful
collaboration between the two. This balanced model
ensures that guest experiences remain personalized,
efficient, and emotionally resonant.



Recommendations

1.Staff Training: Offer regular training on AI tools
to enhance collaboration and reduce
resistance.

2.Guest-Centric Design: Ensure technology is
intuitive, with an option for human assistance
always available.

3.Educational Integration: Embed AI-focused
content into hospitality training programs and
university curricula.

4.Balance Automation with Empathy: Use AI to
support—not substitute—emotionally
intelligent service.

5.Scalable Solutions: Implement modular AI tools
that can be expanded as needed, reducing
financial barriers for smaller hotels.



References
Alawami, A., Alawami, M., Obaid, A., Al-Rushaydan, M., Boudjedra, M. L. and Abufawr, M., 2025. A systematic review of AI-
driven innovations in the hospitality sector: Implications on restaurant management. American Journal of Industrial
and Business Management, 15(1), pp.30–40.
Belanche, D., Casaló, L. V., Flavián, C. and Schepers, J., 2020. Service robot implementation: A theoretical framework
and research agenda. The Service Industries Journal, 40(3–4), pp.203–225.
Bouchareb, N., 2023. The role of artificial intelligence in improving hotels' property management systems (PMS).
International Journal of Hospitality Management, 104, pp.103–113.
Cain, L., Thomas, J. and Akkaya, K., 2020. Security, privacy, and ethical concerns of IoT implementations in the
hospitality domain. Journal of Hospitality and Tourism Technology, 11(3), pp.345–360.
Duarte, L., Torres, J., Ribeiro, V. and Moreira, I., 2020. Artificial intelligence systems applied to tourism: A survey. Tourism
Management Perspectives, 35, 100702.
Filieri, R., Zahidi, M., Kaluvilla, M. and Mulla, A., 2024. Embracing the new era: Artificial intelligence and its multifaceted
impact on the hospitality industry. Journal of Hospitality and Tourism Management, 50, pp.1–12.
Gretzel, U., Murphy, H. C., Pesonen, J. and Li, X., 2020. Smart tourism challenges. In: Information and Communication
Technologies in Tourism 2020. Springer, pp.487–498.
Ivanov, S. and Webster, C., 2019. Robots, artificial intelligence, and service automation in travel, tourism and hospitality.
Emerald Publishing.
Ivanov, S. and Webster, C., 2021. Adoption of robots and service automation by tourism and hospitality companies.
Information Technology & Tourism, 23(1), pp.3–28.
Kuo, C.-M., Chen, L.-C. and Tseng, C.-Y., 2017. Investigating an innovative service with hospitality robots. International
Journal of Contemporary Hospitality Management, 29(5), pp.1305–1321.
Li, Z., Cui, R. and Cui, Y., 2020. Big data analytics in hospitality: The role of artificial intelligence in customer experience
management. Tourism Review, 75(1), pp.169–183.



Li, Z., Cui, R. and Cui, Y., 2020. Big data analytics in hospitality: The role of artificial intelligence in customer experience
management. Tourism Review, 75(1), pp.169–183.
Limna, P., 2022. Artificial intelligence (AI) in the hospitality industry: A review article. International Journal of Computing
Sciences Research, 7, pp.1–15.
Lu, L., Cai, R. and Gursoy, D., 2019. Developing and validating a service robot integration willingness scale. International
Journal of Hospitality Management, 80, pp.36–51.
Malone, C., 2024. Artificial intelligence in the hotel industry: The benefits and effects on corporations. University of
Arkansas Undergraduate Honors Theses, 33.
Mattila, A. and Gao, Y., 2025. Using AI to meet customer expectations in the hospitality industry. Journal of Hospitality
and Tourism Management, 52, pp.45–53.
Mercan, S., Akkaya, K., Cain, L. and Thomas, J., 2020. Security, privacy, and ethical concerns of IoT implementations in
hospitality domain. Journal of Hospitality and Tourism Technology, 11(3), pp.345–360.
Tussyadiah, I. P., 2020. A review of research into automation in tourism: Launching the Annals of Tourism Research
Curated Collection on Artificial Intelligence and Robotics in Tourism. Annals of Tourism Research, 81, 102883.
Tussyadiah, I. and Miller, G., 2019. Privacy concerns and data-sharing in the age of the Internet of Things: The case of
smart hotels. International Journal of Hospitality Management, 82, pp.208–218.
Van Leeuwen, R. and Koole, G., 2021. Data-driven market segmentation in hospitality using unsupervised machine
learning. Journal of Hospitality Marketing & Management, 30(7), pp.765–783.
Xu, F., Tian, F., Buhalis, D., Weber, J. and Zhang, H., 2020. Smart tourism business ecosystem: Building business resilience
through technological innovations. Tourism Review, 75(1), pp.89–103.


