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Introduction
The hotel and hospitality sector are changing quickly (Dawson et al. 2012), especially due to the growth of digital technologies. Among these, Artificial Intelligence (AI) is playing a major role in how hotels manage their services and interact with guests. From smart check-ins to virtual assistants, AI is helping hotels run more smoothly and meet guests’ needs more effectively.
However, this sector is also highly people-focused, and many hotel services rely on emotional intelligence and personal attention what I believe only human staff can offer. Because of this, the way AI and humans work together has become a key topic. It is important not just for improving service, but also for helping the industry deal with issues like staff shortages, high guest expectations, and operational costs.
This paper looks at why AI-human collaboration is such an important issue in hospitality today. It sets out to understand how both sides technology and human skills can be combined to support business growth and better customer service in the industry.

Lecturer review
In recent years, the hospitality industry has undergone a transformative shift due to the integration of artificial intelligence (AI) technologies. A growing body of research illustrates that AI is increasingly becoming the main asset in enhancing guest services across many hotel operations. Ivanov and Webster (2019) identify several ways in which AI is now being used within the sector. Such as the use of chatbots to respond to basic inquiries, the facilitation of bookings, and the personalisation of guest experiences through advanced data analytics. By collecting and interpreting guest data, AI systems can notice individual preferences, such as preferred room temperatures or favourite room service orders, and adapt future interactions accordingly. This personalisation not only improves customer satisfaction but also streamlines hotel operations, allowing human employees to concentrate on more complex and emotional aspects of service delivery.
The ability of AI to deliver swift, accurate responses is particularly valuable in high-volume areas such as online booking platforms (Wirtz et al. 2018) AI technologies can significantly enhance the speed and efficiency of guest interactions, therefore increasing overall satisfaction. One of the example of this can be seen in Hilton Hotels, where AI-powered virtual assistants are employed to provide real-time answers to guest inquiries. These AI systems can handle a wide range of queries, from checking room availability to offering local travel tips. At the same time, human staff are retained for duties that require empathy, judgment, or creative problem-solving. (Schorn 2024) In my opinion the goal would be the complementary nature of human and artificial intelligence in creating a more seamless guest experience.
Despite the many benefits, there are also arguments in the literature that an overreliance on AI can lead to a depersonalised experience that some guests may find unsatisfactory. (Tussyadiah 2020) While efficiency is important, hospitality is fundamentally a human centred industry. Guests often seek emotional engagement, particularly during touchpoints such as check-in or when resolving problems during their stay. These moments are viewed as critical opportunities for hotels to demonstrate care, attentiveness, and a commitment to guest wellbeing, I believe these are traits what AI cannot replace. Therefore, the most successful hotels are likely to be those that strike a balance between automation and human interaction, ensuring that AI enhances rather than replaces the human touch.
The integration of AI into hotel operations has also led to significant changes in employee roles and required skill sets. As AI systems become more involved in everyday operations, employees must now possess a combination of traditional customer service skills and technical competencies. (Tuomi et al. 2021) Many organisations are proactively updating their training programmes to include modules on digital literacy and AI usage. This demonstrates a shift in the workforce landscape. From my perspective human jobs are not being eliminated but are evolving to meet the demands of a more technologically advanced service environment. Staff are increasingly expected to monitor AI systems, interpret data outputs, and interfere when automated processes require human judgment. As such, the collaboration between human intelligence and machine intelligence is becoming a critical factor in operational success.
Another significant area where AI is playing a crucial rule is in improving operational efficiency. Large hotel chains such as Marriott International utilise AI algorithms for tasks such as dynamic pricing, where room rates are adjusted in real time based on demand patterns, market trends, and competitor pricing. (Ramirez 2024) These systems can also forecast staffing needs, helping managers allocate human resources more effectively during peak times. While AI systems handle the heavy computational lifting, final decisions are still made by human managers who interpret the results and consider contextual factors that algorithms might overlook. This further supports the argument that AI and human expertise function best when used in tandem (Ivanov and Webster 2019).
However, the use of AI in hospitality it comes with ethical implications, particularly regarding data privacy and surveillance. Kaplan and Haenlein (2020) raise important concerns about the ways in which guest data is collected, stored, and used by AI systems. With technologies such as facial recognition and behavioural tracking becoming more common in high-end hotels, it is vital that establishments implement robust data protection measures. Guests must be clearly informed about how their information is being utilised, and consent should be obtained in accordance with relevant privacy legislation, such as the General Data Protection Regulation (GDPR) in the European Union or UK generl data protection. Transparency, accountability, and ethical data governance must be central to any hotel’s AI strategy to maintain trust. (gov.uk 2024)
 AI is playing a growing role in reshaping guest services within the hotel and hospitality industry. From enhancing booking systems to delivering personalised experiences and increasing operational efficiency, the benefits of AI are huge. Nevertheless, it is clear that AI cannot replace the human element entirely. Emotional intelligence, empathy, and interpersonal communication remain essential qualities that are highly valued by guests and difficult for machines to replicate. This research suggest that the most effective approach appears to be a hybrid model where AI supports and enhances the work of human staff, rather than displacing it. For the hospitality industry to successfully navigate this technological transformation, it must invest not only in digital infrastructure but also in human development, ethical governance, and the maintenance of authentic guest relationships.

Method:
This research was carried out using a qualitative method, based on secondary data. Information was gathered from academic journal articles, industry case studies, and hospitality reports published between 2018 and 2024. The research focused on studies related to AI tools and their interaction with hotel employees, especially in guest service roles. Data sources included academic databases such as ScienceDirect, Google Scholar, and Hospitality Net. A PEST analysis framework and the Collaborative Intelligence model were used to help organise and understand the data. Case examples from leading hotel brands like Hilton and Marriott, were studied to show how theory is applied in real world situations. All sources were checked to make sure they were reliable and up to date.

Theme Impact Analysis (PEST)

The hospitality and hotel industry are undergoing significant transformation due to the rapid advancement of AI. As a contemporary theme, AI includes a range of technologies that enable machines to simulate human intelligence, including learning, problem-solving, and decision-making. Applying a PEST framework offers a structured approach to evaluating how AI influences the sector across Political, Economic, Social, and Technological dimensions. This analysis also draws on industry practices and academic learning to critically assess the strengths and limitations of hospitality responses to AI adoption.

Political Factors

Political and regulatory frameworks play a significant role in shaping how AI can be deployed in hospitality. One of the most important concerns relates to data governance and privacy. Hotels increasingly collect personal data to power AI systems, which raises ethical concerns about consent, transparency, and surveillance. Regulatory frameworks such as the General Data Protection Regulation (GDPR) in Europe or the UK General Data Protection Regulation, contains strict rules on how organisations collect, store, and use customer data (Zeng, Lu and Zhang, 2020).

Some hotels responded by implementing clear privacy policies and transparency reports. For example, the Radisson Hotel Group has developed data usage protocols aligned with international privacy standards. While this reflects a strength in compliance, it also causes limitations. Many smaller hotel businesses may lack the resources or knowledge to ensure compliance with complex legal requirements. There is another issue, global inconsistencies in data laws cause a risk for international hotel brands operating across different areas (Wirtz and Zeithaml, 2018).

Economic Factors

AI contributes significantly to economic efficiency in the hospitality industry. One of its main advantages is labour cost reduction through automation. AI applications such as self-check-in kiosks, robotic concierges, and automated inventory management reduce reliance on front-line staff (Li et. al 2021). The Henn-na Hotel in Japan employs multilingual AI-powered robots for reception and concierge services, leading to a notable decrease in operational expenses.
Moreover, AI tools like revenue management systems help optimise pricing strategies by analysing consumer behaviour, competitor rates, and demand forecasts (Geetha et. al 2020). This dynamic pricing model increases hotel revenue and occupancy rates.
However, there are limitations. The initial capital investment in AI infrastructure is high, which can deter small- to medium-sized enterprises (SMEs). Also there are concerns about job displacement create social and economic tensions, particularly among low-skilled workers who are most vulnerable to automation (Ivanov et. al 2018). In my point of view hotels must therefore balance the economic gains of AI with socially responsible workforce strategies.

Social Factors

AI adoption also has significant social implications. While some guests enjoy the convenience and speed offered by AI-driven services, others express concerns about the lack of human interaction. Research by Lu, Cai and Gursoy (2019) suggests that emotional engagement is still a core component of hospitality experiences, especially for older travellers or those from cultures that value interpersonal service.
To address this, many hotels adopt a phygital model, combining physical and digital elements. For example, Marriott’s “M Beta” hotel in Charlotte offers digital check-ins but provides concierge staff for guests needing personal assistance. This approach allows AI to enhance convenience while preserving the human touch.
However, not all guests are equally receptive to AI.  Consumers unfamiliar with digital technologies may find automated services confusing or alienating. This highlights the need for inclusive design practices that accommodate a wide range of user preferences (Tung and Au, 2018).

Technological Factors

The hotel industry is leveraging technological advancements in AI to enhance operational efficiency and customer experience. AI systems are used in guest behaviour prediction, energy management, chatbots, and even robotic room service. For example, “Connie,” a robot concierge developed by Hilton and IBM Watson, uses natural language processing to answer guests’ questions and provide recommendations (Park, Kim and Lee, 2020).
AI also supports predictive maintenance by analysing usage data to identify when equipment is likely to fail, reducing downtime and improving guest satisfaction. This kind of efficiency demonstrates the transformative power of technology in back-of-house operations.
Despite these innovations, there are limitations. The lack of standardisation in AI technology can result in system integration issues. Additionally, hotels must invest in ongoing staff training to ensure employees understand how to interact with and manage AI systems (Nam, 2020). Technological dependency also raises concerns about system outages or cybersecurity breaches, which could disrupt services and erode guest trust.
AI is reshaping the hospitality industry through automation, personalisation, and data-driven decision-making. A PEST analysis reveals that AI influences the sector across political, economic, social, and technological dimensions. While many hotels are leveraging AI to reduce costs and enhance guest experience, there remain critical challenges, including legal compliance, ethical concerns, and the need to preserve human interaction.
Industry responses vary in their effectiveness. Large chains like Marriott and Hilton lead in AI adoption, supported by strong infrastructures and clear governance strategies. However, smaller operators face barriers due to resource limitations. For the hospitality sector to benefit fully from AI, it must ensure equitable access to technology, uphold ethical standards, and invest in human capital alongside technological development.

Conclusion
The integration of Artificial Intelligence (AI) within the hotel and hospitality industry is transforming how services are delivered, operations are managed, and guest experiences are enhanced. As highlighted throughout this essay, AI tools, such as chatbots, predictive analytics, and robotic service assistants have streamlined processes and offered a new level of personalisation in guest interactions (Ivanov and Webster, 2019; Ramirez, 2024). These developments not only boost efficiency but also allow human staff to focus on complex and emotionally driven service tasks, which remain critical in hospitality. However, despite its many benefits, AI has limitations. It lacks the emotional intelligence, cultural sensitivity, and empathy that define truly exceptional hospitality services (Tussyadiah, 2020). Guests often seek meaningful interactions, especially at key moments like check-in or problem resolution. As such, fully automated service models may risk diminishing the sense of personalised care that guests expect (Lu et al.  2019).
The PEST analysis confirms that AI adoption is influenced by a range of external factors such as political, economic, social, and technological. Politically, issues around data privacy and regulatory compliance are central to building guest trust (Zeng et al. 2020). Economically, while AI can reduce operational costs and optimise pricing strategies, it also presents barriers for smaller operators due to high implementation costs (Li et al. 2021). Socially, there remains a divide in guest preferences, with many still valuing human interaction. Technologically, successful implementation requires ongoing staff training and robust infrastructure to manage AI tools effectively (Nam 2020).
In conclusion such as Hilton’s robot concierge "Connie" and Marriott’s smart booking systems that a hybrid model, blending human and artificial intelligence, presents the most viable solution (Geetha et al. 2020). This model promotes operational efficiency while maintaining the warmth and emotional connection that define quality service in the hospitality sector.
In my opinion based on this study, for hotels to thrive in this AI-enhanced environment, strategic investment must be made in both digital infrastructure and human capital. Staff should be equipped with digital literacy skills and trained to collaborate with AI systems, not compete with them (Tuomi et al., 2021). Ethical practices, particularly around data use and privacy, must remain a priority (Kaplan and Haenlein 2020). The future of hospitality lies in embracing innovation without losing sight of the human touch that makes guest experiences memorable.
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