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The hotel and hospitality industry is increasingly being impacted by the notion of Artificial Intelligence (AI) to help it promote service delivery, efficiency, and customer satisfaction. However, the hospitality industry is a service-oriented sector and emotion and human relation is the critical determinants of the quality of service. The article under discussion presents the collaboration of AI with people in the hospitality sector, and the subject of individualised guest experience specifically. The article is a literature review on AI intelligence in increasing guest experience, the correct balance between human touch and technology, resiliency, and metamorphosis amid AI-generated and AI-permitting services. These findings suggest that AI is not to substitute human workers, but to assist them, and that effective implementation of the AI is impossible without ethical use of AI, educating employees, and guest acceptance.
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[bookmark: _Toc221641252][bookmark: _Toc221641443]Introduction 
Human collaboration and artificial intelligence are of critical importance to the hospitality and hotel sector as they combine the efficiency of automation with the essential “human touch” needed for a premium guest service. In 2026. This collaboration has become a dominant theme, moving beyond mere chatbots to act as a “collaborative intelligence” that augments staff, optimises 24/7 delivery and operations personalized guest experience. The background and context of the hospitality sector include the rising guest expectations, efficiency pressures, and tight margins, and A “high-touch” industry in transition. Human collaboration and AI are important because it’s enhanced the user experience and hyper-personalisation, enhanced productivity, and job satisfaction. The sustainability and cost reduction are complementary strengths, and real-time data-driven decision making. The theme of this is Gen Z and millennial influence, accessibility of technology, operational resilience, and from “AI-Generated to AI-facilitated. These are the discussed topics in this task. The examples of AI-human collaboration include housekeeping optimisation, smart room technology, and front concierge and desk. This report is all about the future of the hospitality industry lies in the perfect harmony, where technology provides the human and efficiency provides soul. The designated paper addresses the problem of Artificial Intelligence and human interaction as a current one, being interested in the personalised experience of the guest, the advantages and limitations of Artificial Intelligence, and its applicability in the hospitality industry, in general. This is a balance that should be known to sustain long-term success and the sustainability of growth of the sector.
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[bookmark: _Toc221641254][bookmark: _Toc221641445]AI intelligence in improving guest experience
In this literature review, the discussed points are AI intelligence in improving guest experience, the balance between human touch and technology, operational resilience, and “AI-Generated to AI-facilitated”. AI Intelligence in improving Guest Experience. The literature sources underscore that AI can play a significant role in enhancing the guest experience by being convenient and personalised. To offer tailored services, AI systems analyse large amounts of data on guests, including booking history, preferences, and behaviour patterns (Gursoy, 2025). Using the example of the recommendation system, AI-based systems are used to suggest that the hotel upgrade the room, order a meal, or visit a particular location, among others, to the guest, based on their profile. The application of chatbots and virtual assistants is a trend in the body of literature related to the hospitality business since they are viewed as a way of improving communication with guests. These systems provide 24/7 service, answer some of the most frequently asked questions, make reservations, and solve problems instantly. The studies show that speed and accuracy are valued by the guests in pre arrival stage and post-stay stage. AI reduces time and increases satisfaction since it gives immediate responses.
The smart room technologies are also associated with guest experience. Smart rooms allow the visitor to control the access to the lighting, temperature, and entertainment with the help of voice or applications (Manoharan and Ashtikar, 2025). As it has been established in studies, such a kind of features make one feel relaxed and also give him or her a sense of control. However, it is also stated in literature that AI needs to be efficient, but easy to use, and not mandatory, as not all guests are accustomed to complex technologies.
[bookmark: _Toc221641255][bookmark: _Toc221641446]Balance between the human touch and technology: 
This is a very important part of technology integration in the classroom environment. One of the issues in hospitality research that has been debated on is the concept of the balance between technology and human contact. Scholars agree that AI will not fully replace human workers because it is unachievable to recreate emotional intelligence, empathy, and one-on-one care with the help of machines (Kapur and Williams, 2025). Human contact has been discovered to be the most preferred mode of interaction by the guests when addressing emotional needs such as complaints, special request or luxury services. The human staff will be more accommodating towards the tone, emotions, and cultural dissimilarity. On its part, AI can be used in routine and repetitive tasks. Therefore, it is established in literature that a hybrid model of service in which AI plays the role of performing the functions of operations, and human beings focus on the development of relationships, should be applied (Hiezl and Gyuracz-Nemeth, 2025). Some studies warn that too much automation may result in the loss of the friendly atmosphere of the hospitality industry. Guests will be less pleased if they feel that the services are over-automated. In this regard, researchers emphasise the necessity to educate workers to work with AI to ensure that technology enhances and does not replace human jobs.
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In the operational resilience approach is emphasised that a system's ability to recover organisational capabilities, withstand disturbances, and learn from disruptions. The resilience becomes crucial for businesses aiming to survive and thrive. Digital technology, particularly social media platforms and artificial intelligence. The operational reliance includes these aspects: adaptation and anticipation, reactive vs proactive, focus on outcomes, and key components (Connor, Esfandiar, Hallak, 2025). The anticipation and adaptation define the resilient organizational anticipate potential adaptation and failures to changing conditions, not just reacts to disasters. The reactive and proactive are defined as the disaster recovery fixes things after a resilience and a crash aims to minimise the impact during an event and maintain essential functions. The focus on outcomes prioritises protecting customers and the broader ecosystem rather than just safeguarding the internal system. The key components involve identifying critical business services, setting tolerance levels, and mapping their dependencies for disruptions. The last two, adaptation and anticipation, are defines the resilient organisations that anticipate potential adaptations and failures to changing conditions, not just react to disasters (Oni, 2025). The core pillars of operational resilience are defining the response that actively mitigates the impact of the disruption. The detection defines the rapid mitigation of the impact of the disruption. The learning is analysing incidents to improve future resilience. The preparations involve identifying and strengthening the infrastructure before a crisis. The last is recovery, which is defined as the restoration of operations to normal levels quickly. 
[bookmark: _Toc221641448]Methodology 
The methodology section discuss about methods of data collection and ensures academic rigour for a research paper. Here is a detailed structure: 
Research design 
The approved research design for this study is a qualitative research design, which will be based on the secondary data collection methods. The data collection methods for secondary research include peer-reviewed journal articles, academic journals, existing literature and industry reports, which will allow for more comprehensive meta-analysis of existing performance. 
Research philosophy 
The research philosophy for this research is based on thematic analysis and secondary data collection, which indicates the Interpretivism approach, mostly used to understand social phenomena through existing narratives.  
Data collection procedures
The data collection process for this research could be defined as Science Direct, Research Gate and Emerald Insights, which comes under google scholar data base. Moreover, secondary data such as industry reports and annual hotel sustainability reports. The inclusion criteria for research are peer-reviewed journals and articles from the past ten years to prevent misinformation. 
Analytical techniques- The data analysis techniques are focused on thematic analysis, which has six steps, including familiarisation, coding, generating themes, reviewing themes, defining and naming and writing up with evidence. 
Limitations of this research- The potential limitations of this research may include limited availability of data, contextual differences or bias in information. Because secondary data may have been gathered for different purposes, which are different from the study. 
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The latest literature introduces the shift from AI-generated services to AI-facilitated services. One of the AI-generated services is the ones that rely on automation and replace human jobs with machines, and the other one is the AI-enabled services, which focus on supporting human workers. The researchers state that the models with the assistance of AI are more applicable to the hospitality sector because more employees will be more productive, not because of losing their position (Li et al, 2021). An example is that AI can provide real-time information about the guests to the front desk service, which can assist the front desk staff in tailoring their services. The assistance of AI allows optimisation of housekeeping assistance and more efficient work of the staff. This will reduce the stress among the workers and motivation to work without undermining the quality of the services. Employing the collaborative model is strongly promoted in the literature as it represents the future of hospitality and may be combined with technological advancement and humanistic ideals of the service.
[bookmark: _Toc221641259][bookmark: _Toc221641451]Personalised guest experience 
The key impacts of AI on hospitality are related to personalisation. AI enables hotels to stop offering standardised services and offer experiences. Through the analysis of the data about the guests, hotels can anticipate the demands and preferences, such as the type of room, preferences for eating, or check-in hours. An example of this is the offering of repeat clients a welcome message specific to them or even customised room preferences. This level of individualisation increases the satisfaction and loyalty of the guests. The thing is that the overload of data creates privacy concerns.  The benefits of this are to Increased Revenue, Competitive Advantage, and Higher Satisfaction and Loyalty. Personalisation may be considered invasive, and the guests may feel uncomfortable (Sarode and Wankhede, 2025). Hotels must thus ensure the existence of transparency and protection of data. Personalisation still depends on human intervention. Unlike AI, human employees deliver their findings in a warm and caring service. It is this kind of cooperation that renders the personalisation to appear as genuine rather than artificial. The key strategies of personalised guest experiences include Technology Integration, Unique Touches, Data-Driven Customisation, Pre-Arrival and Personalised Communication and Service, and Recognition. 
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There are a variety of advantages to the hospitality industry connected with AI. These are the increased efficiency, cost reduction in operations, service quality, and increased decision-making. The artificial intelligence machine will not feel exhausted and therefore can be applied to dull jobs. Yet, everything is not fine on the affirmative. Small hotels may be disadvantaged by the high cost of implementation (Arapaou and Kapiki, 2025). Other problems are technical issues, system failures, and system security. In addition, AI can lead to a decrease in vacancies and motivation among employees since it is overused. The most important weakness of AI, which is also the most academic and, in the industries, is the lack of emotion. It is empathy, cultural sensitivity, and awareness of culture that machines may not easily achieve in the hospitality services. Hence, the AI will have to be deployed in a selective and strategic manner.AI utility in the hospitality industry.
[bookmark: _Toc221641261][bookmark: _Toc221641453]Use of AI in the Hospitality Industry.
Utilisation of AI in the hotel industry is born in numerous hotel units where it applies in front office, housekeeping, marketing, and revenue management. The marketing industry is able to utilise customer information to make targeted promotions through AI. Revenue management has applied AI in dynamic pricing to consider the demand trends. On the operational level, AI leads to efficiency since it optimises operations and reduces errors. The most useful thing about it is, however, achieved when it is combined with competent human beings. The employees are to be trained so that they can process the AI insights and use them effectively. The strength of AI is that it is possible to work with a large amount of data within a short time, and the strength of a human being is human contact and imagination. The limitation is achieved through the strategy of AI being an alternative tool rather than a support tool. The intermediate scale will ensure a sustainable effect.
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The paper has touched upon the concept of Artificial Intelligence and its usage as a human ally in the industry of hospitality in the context of personalised guest experience, and the advantages and disadvantages of AI and its package utility. According to the results, AI leads to increased efficiency, personalisation, and resiliency, but AI cannot substitute human interaction. It requires a cross-functional cooperation that would involve the help of AI and allow human beings to perform better. The technology-human touch balance will assist the hotel in developing operational excellence that will assist in maintaining the core values of hospitality.
. 
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Referring to the discussion of Artificial Intelligence and human collaboration, one can say that certain tips are applied to the hospitality industry. To begin with, the hotels are supposed to implement an AI-mediated solution as opposed to full automation. Monotony of work must be eliminated using AI, and employees are to concentrate on communication with guests and the services provided. This will make the guests and employees happier (Jogarao, 2024). Second, it should make an investment in employee education. The employees are to be trained on how to operate AI systems, be aware of the data insights, and put them into use in the process of service delivery. The training will also decrease the unwillingness towards technological changes and heighten the belief in successfully implementing AI tools. Third, hotels should be more concerned with the safety of the information and responsible AI applications. The transparency of data collection and use develops trust between the guests and the brand. Legal and reputational risks should be prevented by adhering to the data protection regulations. Fourthly, cost-benefit is another consideration that the management should be wary of prior to adopting AI. Hotels of small and medium sizes should take into account scalable and flexible AI solutions within their frame of activity and financial means. Lastly, it should be checked on a periodic basis. 
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