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Abstract
This report looks at how artificial intelligence (AI) is being used in hotels to improve guest service and day-to-day operations. With rising costs, limited staff availability, and shifting guest needs, AI is no longer seen as automation. It is becoming part of the way hotel teams operate. The report builds on academic studies, real examples from the industry, and a PEST analysis. It focuses on five main areas: current AI use in hospitality, how it works across departments, collaboration between staff and AI, how guests respond to these tools, and places where more research is needed.
Chatbots, automated pricing, and predictive systems make things faster and more accurate. At the same time, they bring up new concerns, technical issues, resistance from staff, and less personal interaction. The main takeaway is that these technologies work best when they help people do their jobs, not when they take over. The report ends with suggestions for gradual adoption, regular staff training, openness about data, and more collaboration between researchers and hotel professionals. The real test is not whether AI works, but how well it fits with human knowledge, guest trust, and fair use.












Introduction
AI is changing how hotels operate. Tasks that once depended on large teams are now handled with digital tools. Chatbots, pricing systems, and smart devices are part of daily routines in many properties.
This shift is not just about technology. Guests expect fast, personal service. At the same time, hotels are dealing with higher costs and fewer workers. That is where AI comes in, not to replace staff, but to support them in providing better service more efficiently.
Studying how people and machines work together is especially relevant now. It is about improving service and finding ways to make hotel jobs more manageable and sustainable. Knowing how to strike that balance can help hotels stay competitive and meet staff and guest expectations.

Literature Review
Artificial intelligence (AI) is now a functional part of hotel operations, not just a prospect. Its presence is expanding across guest services and back-of-house processes. This review looks at how AI is currently applied in hospitality, where it shows the most impact, how staff are involved, what guests think about it, and where the literature still leaves questions unanswered.
AI first entered the hospitality sector through simple automation. Over time, it has become a system that can analyse data, recognise speech, and adapt in real time. Today’s AI tools can predict customer needs, respond to language input, and adjust services based on behavioural patterns (Venkatraman and Kurtkoti, 2024). The increase in adoption after COVID-19 reflects the urgency of digital change in many hotel chains (Agarwal et al., 2024).
One of the clearest uses of AI is guest-facing technology. Many properties have rolled out chatbots, self-check-in kiosks, and voice-controlled systems. These features reduce wait times, offer quick answers, and work across multiple languages (Dutta, 2024). Big players like Marriott and Hilton use them on mobile platforms to improve service flow and availability.
That said, automation is not a fix-all. Many AI systems still struggle with tone, emotion, or unclear requests. This is where a combination of human and AI support proves more effective (Al-Shafei, 2025). Smaller hotels may also lack the resources to adopt advanced tools, especially when new systems need to connect with outdated property management platforms.
In daily operations, AI helps behind the scenes, too. Revenue managers now use pricing systems that shift rates automatically depending on demand. These systems can respond faster than humans and avoid some of the biases of manual pricing (Zeqiri et al., 2025). In housekeeping and maintenance, AI tools are used to assign staff, predict room usage, and schedule upkeep based on past patterns (Singgalen, 2024). These systems aren't visible to guests but help reduce costs and errors.
The idea that AI will fully replace human workers does not hold up in most research. Many studies suggest the best outcomes come from cooperation between people and machines. AI handles patterns and repetition, while people manage social situations and provide context-sensitive responses (Kumar, Ranjan and Rocha, 2025). For this to work, though, staff need proper training.
Without time to adjust, teams can feel confused or even threatened by the new systems. Training helps them interpret AI outputs, use the data effectively, and feel confident in their jobs (Wang et al., 2024). Support from management also plays a role in how well AI is accepted.
On the guest side, views are mixed. While many appreciate faster service, others still expect human contact, especially in luxury settings or emotional moments. A 2023 study found that satisfaction improved when AI supported human service, not when it replaced it (Al-Hyari et al., 2023). In similar research, Mandic et al. (2023) noted that too much automation in events like weddings or anniversaries could make experiences feel impersonal.
AI is strong when it comes to delivering suggestions and personal content. But without emotional insight, it can still feel mechanical. Using AI where it makes sense and people where it matters, a mixed approach remains the most effective model.
Several essential topics need more investigation:
· How AI affects loyalty over time has not been studied enough.
· There is a lack of research on how AI handles ethical decisions or avoids bias.
· Cultural differences in guest response to AI are still not fully understood.
· Financial trade-offs between tech investment and actual return need more precise data.
Future studies might also focus on how much freedom guests want in shaping their AI experiences, especially regarding data use and service customisation.

Method
This qualitative research uses secondary sources to examine how artificial intelligence (AI) is being applied in hotels to improve service and internal operations. The analysis is based on academic papers, published case studies, and industry reports from the past five years. This time frame was chosen to reflect recent and still relevant developments in current hotel practices.
A thematic review was used to sort and connect ideas across the selected materials. Five areas were considered central: how AI has evolved in service sectors, its place in front-desk roles, its influence on back-end processes, how it affects guest satisfaction, and how staff roles are being redefined through collaboration with AI systems. The aim was not just to list uses of AI, but to understand patterns that appear across different sources and contexts.
Secondary material made it possible to look at various settings, from global hotel chains to smaller operators. It also limits how much can be said about specific situations or lived experiences. Interviews with hotel staff or guests could help fill that gap in future research.
Still, the approach offers a clear view of how AI is being introduced into hospitality work and where the most visible changes occur.



Theme Impact Analysis
The adoption of artificial intelligence (AI) in hospitality is prompting a shift in how services are delivered, how staff roles are structured, and what guests expect during their stay. While the technology brings operational and financial advantages, its use also raises questions beyond efficiency. This section applies the PEST framework to examine the political, economic, social, and technological dimensions shaping AI-human collaboration in hotels.

Political Factors
The regulatory context surrounding AI in hospitality remains underdeveloped. Data collection, algorithmic decision-making, and workplace automation often fall into legal grey areas. Hotels that collect personal guest information must now consider how AI systems process and store that data. This exposes legal and reputational risks without clear guidelines, especially in markets with growing concerns over digital privacy.
In response, some governments have begun tightening regulations. Within the European Union, recent policies focus on explainability and risk management in AI systems. There is also a broader push to link technological change with workforce protection. “Just transition” frameworks, for example, require companies to address the social impact of automation by supporting staff through training and role adaptation (International Labour Organisation, 2025). Political priorities will continue to shape how fast and widely AI is introduced in hotel operations.
Economic Factors
AI is often viewed as a cost-effective solution for the hospitality sector. Tools such as predictive analytics and dynamic pricing can improve accuracy, increase revenue, and reduce delays in decision-making. For large hotel groups, these systems are already producing measurable results. Accor, for example, uses AI-based forecasting to adjust real-time pricing strategies (Yang et al., 2019). Marriott’s chatbot tools have helped reduce service response times, lowering operating costs and supporting guest retention.
However, the financial investment required to implement these systems is high. Software integration, infrastructure upgrades, and technical support all involve expenses that smaller operators may be unable to absorb. Beyond infrastructure, workforce-related costs must also be considered. When automation takes over routine roles, staff reductions may follow, unless hotels actively invest in reskilling. If this step is skipped, it can lead to internal resistance and declining job satisfaction, particularly in departments most affected by AI-related changes (Ersoy and Ehtiyar, 2023).
Social Factors
AI changes how service is delivered, but does not replace the emotional or interpersonal elements that define hospitality. Guests may appreciate fast answers and efficiency, but expect to feel welcomed and understood. This is where AI currently falls short. It can respond to requests but not replicate empathy or social nuance.
A clear example is Hilton’s use of Connie, a robot concierge. The intention was not to remove staff from the front desk, but to free them up for more meaningful guest interaction. In this sense, the benefit came not from replacing people, but from letting them focus on tasks that require a human presence.
Employee reactions are mixed. Some view AI as a helpful support tool that takes pressure off during peak hours. Others feel uncertain or anxious about how it may affect their future roles. A study from Yan et al. (2025) found that unclear communication about AI use increased staff stress, particularly in properties that introduced automation without involving teams in planning or training. Therefore, the success of AI integration depends not just on technology but on communication, staff involvement, and the availability of learning opportunities (Sharif et al., 2025).
Technological Factors
Recent developments have made AI applications more visible and accessible in hotels. Voice-activated rooms, AI-powered maintenance scheduling, and real-time personalisation systems are becoming part of daily operations. Marriott’s digital tools offer one example of how these systems improve response speed and match services to guest preferences (Tuomi and Tussyadiah, 2019).
Still, many hotels face challenges in integrating these tools. Older IT systems and limited budgets can slow down implementation. Compatibility between legacy infrastructure and modern AI software is a common problem, especially in smaller properties or historic buildings.
Security is another concern. Using guest data to support AI functions increases the risk of breaches. Trust is difficult to restore when poorly managed data protection (Lindemoen, 2025). In addition, how AI systems explain their decisions, or fail to, can affect how they are received. Studies suggest guests are more comfortable with AI tools when they understand their logic. However, when systems admit uncertainty or offer vague reasoning, user confidence tends to fall (Vössing et al., 2022). As a result, the design of AI systems must consider not just performance, but also how information is communicated to staff and guests.
Final Thoughts
AI is changing hotels' operations, but it does not work in isolation. The question is not whether technology should replace people, but how the two can function. Human presence remains central where judgment, care, and adaptability are needed.      The task ahead is to find a structure where AI supports people's work, without taking away the essence of hospitality.

Conclusion
AI is no longer a future idea in hospitality. Many hotels already use it to handle tasks like pricing, check-ins, and guest requests. These tools help save time and reduce pressure on staff. But they do not replace the value of human interaction.
The main finding here is simple: AI works best when it helps people do their jobs, not when it takes over. Service in hotels still depends on things like empathy, judgment, and personal connection. These are not things machines do well.
How hotels bring in AI will shape guest experiences and staff roles. Moving too fast or without clear plans can create confusion, but AI can be part of a better service model with proper training, clear rules about data use, and staff support.
This is not about removing people from hospitality. It is about using technology to improve the work they already do. A balanced approach, where AI handles the routine and people hold the rest, can help hotels stay consistent, flexible, and human.
In the end, innovative use of AI is not about more automation. It is about better service.

Recommendations
Artificial intelligence in hospitality is no longer experimental; it is already part of everyday operations in many hotels. But success does not come from using AI to be modern. It depends on how well hotels match the technology with real service needs. The focus should remain on people, guests and staff.
· Let AI Support the Work, Not Replace It
AI tools can improve speed and reduce pressure, but are not meant to take over the guest experience. Service robots, automated check-ins, and smart request systems can be helpful, especially during peak hours. Still, the value of a hotel stay often comes from human attention and response.
By assigning repetitive or low-complexity tasks to AI, hotels give staff more time to focus on direct service. This also makes the idea of AI less threatening. When employees understand that the tools are there to help, not compete, they tend to accept them more easily (Kapur & Williams, 2025).
· Make Ongoing Training Part of the Job
New systems require new skills. Basic familiarity with AI tools should be part of training in all departments. Teams should learn how the tools work and how to use them in service situations.
Digital tools like VR and short, interactive modules have been shown to improve learning outcomes and keep staff engaged (Wijoyo et al., 2024). Upskilling builds confidence, especially for staff who might otherwise feel overwhelmed. The goal is not to turn hospitality workers into tech experts, but to make them comfortable using new tools as part of their work.
· Introduce AI Step by Step
AI systems work best when introduced gradually. Starting with a limited function, such as a booking chatbot, lets hotels see how it works in practice, gather feedback, and make small changes as needed. Early results can show what is working and needs adjusting (Schwarz, 2025).
It is also helpful to track key indicators: how guests respond, how often systems fail, and how staff feel during and after the rollout. These insights help avoid bigger issues later and allow managers to tailor the system to their property’s needs.
· Be Clear About Data Use
AI depends on data, and guests have a right to know how their data is being used. People are more willing to accept AI services when they know what information is collected, why, and how it is stored.
Simple explanations, opt-in options, and visible privacy policies can go a long way. Transparency is not only about compliance; it helps build trust, which is central to long-term guest satisfaction (Said, 2023).
· Stay Involved in Research
The long-term impact of AI on hospitality jobs, guest behaviour, and staff retention is still unfolding. Hotels that work with researchers and technology providers will be better prepared to adapt as those effects become clearer.
Keeping track of how these tools shape guest experience and employee roles over time is essential. Those who study the results, not just apply the tools, will lead the next phase of smart hospitality (Budianto et al., 2024).
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