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Abstract
The discussion has cultivated contextual information regarding the touch of human intelligence in enhancing guest experience and streamlining operations in the hotel and hospitality sector. The study has used a secondary data collection and analysis technique to draw valid and inclusive findings in relation to the role of AI in personalising guest expectations. The current emergence of the Middle East crisis has led to a significant disruption in the value chain of the UK hospitality industry. Similarly, AI-human collaboration is benefiting the creation of hyper-personalisation to boost revenue management in the lodging industry. Integration of emerging technologies in hospitality has transformed the way organisations engage and connect with guests, from mobile check-ins and AI-powered chatbots to smart energy systems and data-driven personalisation. The application of different analysis tools, such as SWOT and PEST, has cultivated inclusive knowledge regarding the particular industry and the chosen contemporary theme. The growing technological advancement of the country demonstrates a positive approach towards the combination of AI and human collaboration in the hospitality industry. Based on the investigation of current and potential strengths and limitations of the hospitality industry, it has been recommended that the hospitality industry create a cross-functional team, strengthen ethical compliance and digital transformation. 


[bookmark: _Toc211444220]1. Introduction
[bookmark: _Toc211444221]Introduction to the chosen contemporary theme 
In the modern landscape of the current hotel and hospitality industry, the collaboration between Artificial Intelligence (AI) and human input is reshaping guest experiences (Ukhospitality.org.uk, 2025). In the rapidly digitalising global lodging industry, AI has become an emerging technological asset in terms of personalising guest experience and streamlining operations. This hybrid and tech-enabled collaboration has shifted the hospitality sector to a new era of digitisation and increased efficiency (Cooper and Hall, 2019). The extent of AI-human collaboration has led to informed human interactions. The use of AI-enabled analytics provides organisational staff with the insights regarding guest preferences and needs to craft personalisation. 
[bookmark: _Toc211444222]Background information 
The hospitality industry is one of the major contributors to the global economy and accommodation. The hospitality industry in Great Britain is valued at around £45.81 billion in 2025 and forecasted to expand at a CAGR of 3.51% (Mordorintelligence.com, 2025). The rapid industrial growth demonstrates the growing extent of technological advancement. Human collaboration is a pivotal asset of the tourism and hospitality industry to perform specified hospitality tasks. More than 65% of the hospitality staff in the UK are employed in hotel organisations (Statista.com, 2025). The future of the hospitality firms is driven by growing technical excellence, digital transformation and improved operational efficiency.
[bookmark: _Toc211444223]2. Literature Review
[bookmark: _Toc211444224]Identification of the specific area of the contemporary theme
The contemporary theme will analyse the importance of integrating AI with human intelligence to meet evolving guest expectations in the hospitality industry. The primary advantage of integrating AI tools with hospitality operations lies in the creation of a competitive edge. As stated by Ibrahim and Islam (2024), personalising guest experience has become a leading alternative to capture viable market competitiveness. Hence, the specific area to study is personalisation of customer experience with the help of AI-human collaboration. 
[bookmark: _Toc211444225]Role of AI in improving guest experience within the hospitality industry
The dramatic shifts towards the attainment of improved operational efficiency and streamlined operations have made the hospitality firms worldwide more aware of using AI tools. Acharya and Mahapatra (2024) have denoted a remarkable role of AI in creating personalised guest experience and tailored recommendations. According to this article, the use of AI-enabled data analytics can create personalisation by analysing the customer data regarding their preferences, historical purchases, and behavioural patterns. Marriott International has been exemplified as a user of AI-powered chatbots to improve service delivery by using Natural Language Processing (NLP). NLP can be used to provide instant responses to the queries of the guests through different communication methods (Olujimi and Ade-Ibijola, 2023). In this research, concepts and AI-powered technologies such as chatbots, virtual and predictive analytics have been analysed with their use for better customer service delivery. Prescriptive Analysis can be used for measuring the current performance of the applied tools to resolve customer queries and help meet the needs of the guests. Descriptive Analysis conducts an in-depth study to comprehend the past occupancy rates of the establishments. Al-Hyari, Al-Smadi and Weshah (2023) have elaborated that predictive analytics offers benefits to the hospitality sector by offering better price optimisation and inventory management. 
[bookmark: _Toc211444226]Balance between human touch and technology in meeting customer expectations 
Ford and Sturman (2020) have reviewed human capital as the foundation of adopting technological excellence. However, when issues arise in the context of technological orientation, human intervention becomes an essential asset for the consistency of technological excellence. Petrescu and Krishen (2023) have defined AI-human collaboration as hybrid collaboration and reviewed its role in marketing analytics. By driving the computational capabilities of AI with human intuition and intelligence, the performance of the marketing campaigns can be improved, and customer personalisation can be crafted. The human touch is the context of AI usage, which lies in the provision of a strategic direction. AI tools cannot perform at their best potential without the extent of an effective leadership vision. However, the lack of digital literacy of hospitality professionals worldwide has been criticised to enhance the adoption of this type of hybrid work environment. 
[bookmark: _Toc211444227]Challenges experienced by hospitality firms in implementing and using AI tools
Despite providing numerous efficiencies, balancing human touch with automation has often been challenging for the hospitality firms. First of all, the high initial cost of implementing expensive AI tools often stands as a barrier, especially for the hospitality SMEs of digitalisation and automation. Cozzio, Santos Arteaga and Maurer (2025) have determined the cost concerns of implementing AI tools to leverage data-driven customisation. It is estimated that a hotel may invest £50,000 or more to adopt AI tools depending on the scale of the project (Medium.com, 2025). Apart from the high initial implementation expense, the implemented AI assets require expensive and complex upgrades to the legacy system. High implementation and operational costs significantly pose a barrier for the small hospitality operators with limited budgets. From another differentiated viewpoint, Li et al., (2023) have upheld resistance to change as a negative consequence of implementing AI. Due to limited organisational agility and managerial digital literacy, the integration of AI tools within a traditional organisational ecosystem encouraged increased resistance to change. 
[bookmark: _Toc211444228]Theories
Technology Acceptance Model (TAM)
Vorm and Combs (2022) have considered that TAM conceptualises why users accept and adopt new technologies by understanding the perceived usefulness of those technologies. The concept of TAM aligns with the acceptance of a new technological asset. The dimension of perceived ease of use of this theoretical approach helps users develop a belief that the use of the new technology will be free of effort. The application of this concept enhances organisational readiness to implement AI technologies by informing the staff about the perceived usefulness and perceived ease of use of AI in hospitality. As a result, this will minimise resistance to change among the hospital professionals. 
Modern Systems Theory 
This theoretical approach views the complex organisational entities as open systems made of functional interconnectedness. According to Rapp and Corral-Granados (2024), the modern systems theory posits organisations as an adaptive system that has to be changed based on the evolving external and internal dynamics. Similarly, the macro environment of the hospitality industry is driven by growing digital and technological advancements. Therefore, the application of this theory helps hospitality organisations adapt to the changing industrial circumstances and adopt AI. 
[bookmark: _Toc211444229]3. Method
[bookmark: _Toc211444230]Data collection 
The investigation into AI-human collaboration in hospitality has a secondary qualitative nature. The secondary data collection method was effective in this research because it was less time-consuming compared to the primary data collection processes. It helps to draw better inferences by analysing different types of viewpoints and current information relevant within the respective research industry or background (Mazhar et al., 2021). Valid secondary sources such as peer-reviewed scholarly articles, journals, government websites and industrial reports have been utilised to execute this particular research project. However, this approach is limited to cultivating insights related to the practical experience of hospitality professionals in AI-human collaboration. Overall, this process has reduced the burden of cost and time. 
[bookmark: _Toc211444231]Data analysis 
Secondary analysis has facilitated the generation of in-depth findings related to AI-human collaboration in hospitality. In this process, the report has used different tools and frameworks, such as SWOT and PESTEL, to analyse relevant industrial information in the context of hyper collaboration in hospitality. The application of these two data analysis frameworks highlights the extent of macro and micro environmental analysis in this report. This secondary analysis technique has led to an effective demonstration of the human touch in AI utilisation to improve guest experience and streamline operations. 
[bookmark: _Toc211444232]4. Theme impact analysis
[bookmark: _Toc211444233]PESTEL analysis 
Assessment of the external factors of the hospitality landscape will help identify the potential and current industrial strengths and limitations. 
	Dimension 
	Insights 

	Political 
	Political stability 
	· A political index stability score of 0.51 for the UK (Theglobaleconomy.com, 2025)

	
	Political orientation 
	· Constitutional monarchy and parliamentary democracy after Brexit 

	
	Local and national elections 
	· Over 1,600 seats are contested in 23 councils, as well as 6 mayoral elections in 2025 (BBC.com, 2025a)

	
	Taxation 
	· Corporate taxation has increased to 25% for profits above £250,000 (Gov.uk, 2025a) 

	
	Trade unions 
	· The Trade Union Congress (TUC) has 47 affiliated trade unions, representing approximately 5.5 million workers across the UK (TUC.org.uk, 2025)

	
	Political conflicts and wars 
	· Severe consequences and supply chain disruption from the Middle East crisis (BBC.com, 2025b)

	
	Pandemic policies 
	· During the pandemic period, the UK has developed the Eat Out To Help Out and VAT cut scheme to support the UK hospitality businesses (Gov.uk, 2025b).

	
	Grants and funding 
	· The general grants in the UK account for 22%, which is equivalent to £34.2 billion across 1,847 schemes (Gov.uk, 2025c)

	
	Pressure groups 
	· These groups argue that the issues they campaign on affect a significant part of the population.

	Economic
	National debts 
	· A current national debt of £2.9 trillion of the UK government (BBC.com, 2025c)

	
	Consumer spending 
	· Consumer expenditure in the UK has increased to 4,15,310 GBP Million in the Q2 of 2025 from 4,14,933 GBP Million in the 1st quarter (Tradingeconomics.com, 2025a)

	
	Government spending 
	· As of 2025, government spending in the UK is estimated to be 1,49,602 GBP Million (Tradingeconomics.com, 2025b)

	
	Inflation 
	· Consumer Price Index in the UK has reached 4.1% as of August 2025 (Ons.gov.uk, 2025a)

	
	Unemployment 
	· Unemployment rate of 4.7% (Commonslibrary.parliament.uk, 2025)

	
	Taxation 
	· VAT rate is a minimum of 20% in the UK for hotel businesses (Gov.uk, 2025d).

	
	Exchange rate 
	· Rapid fluctuation in the national exchange rate of the UK 

	
	Volatility 
	· Increasing industrial volatility due to the emergence of geopolitical tensions 

	
	Overall economic situation 
	· Overall, the UK is experiencing high inflationary pressure caused by the outbreak of the global pandemic. 

	Social 
	Demographics 
	· Young-aged tourists, business professionals and family travellers, couples are the ideal customers of UK hotels. 

	
	Customer attitudes and purchase behaviour 
	· Shifting consumer attitudes towards the consumption of sustainable materials and hospitality technologies, such as mobile bookings, comparing rates and reviews.

	
	Media 
	· Growing consumption of digital media platforms 

	
	Influencers and role models 
	· Gordon Ramsey is one of the famous UK chefs who influences the UK hotel industry consumers.

	
	Brand image 
	· UK hotels are built depending on the recent growth of personalised services and long-standing cultures.

	
	Ethical issues 
	· Diversity and inclusion-related challenges among the UK hospitality firms 

	
	Consumer spend 
	· Consumer spending on hospitality amenities has increased by 1% as of 2025 (Ons.gov.uk, 2025b)

	
	Post-pandemic lifestyle changes 
	· Contactless check-ins and check-outs, advanced focus on health and hygiene and sustainability are prioritised. 

	
	Cultural shifts 
	· Increased diversity through immigration 

	Technological 
	Technology demand 
	· Growing concern about digital transformation has enhanced the demand for emerging technologies in hospitality. 

	
	Research and Development (R&D) funding 
	· Governmental funding on R&D in the UK rose to £17.4 billion in 2023 (Ons.gov.uk, 2025c)

	
	Intellectual property rights and copyright 
	· AI use in the UK hospitality sector is required to follow the Freedom of Information Act (2000) and the Data Protection Act (2018) while dealing with guests' data (Gov.uk, 2025e). 


Table 1: PEST
The external environment of the UK hospitality industry is driven by severe geopolitical drawbacks and high inflationary pressures. In the early stage of 2023, the rate of consumer spending on hotel amenities in the UK dramatically increased to 262.3% (Ons.gov.uk, 2025b). However, as of 2025, it was estimated to be only 1% due to the inflationary pressure, which gave a significant rise to the CPI. Increasing the AI adoption rate of the hospitality firms demonstrates their increasing likelihood towards data-driven personalisation. 
[bookmark: _Toc211444234]SWOT Analysis 
	Strengths
	Weaknesses

	· A market value of around £45.81 billion (Mordorintelligence.com, 2025)
· Leading economic contribution 
· Diverse workforce management 
· Effective data-driven marketing approach 
	· Lower digital agility 
· Supply chain vulnerability 
· Lower differentiation strategy 

	Opportunities
	Threats

	· Personalisation of guest experience 
· Development of a loyal customer base 
· Improved revenue management system 
· AI-enabled Customer Relationship Management (CRM)
	· Cyber threats 
· Changing regulatory concerns 
· High initial cost of digital transformation 


Table 2: SWOT
The above table highlights an internal environmental analysis of the UK hospitality sector. It demonstrates a current limitation of the hospitality industry in digital agility. This can disrupt the AI-human collaboration in the UK hospitality platforms. Furthermore, the supply chain can be vulnerable to cyber-attacks due to the outbreak of geopolitical crises and conflicts. The hospitality sector needs to be ethically compliant, which enhances the fairness and transparency of digital excellence (Costa and Costa, 2022). However, changing regulatory concerns can be a driver of potential regulatory disruption. 
[bookmark: _Toc211444235]5. Conclusion
The context of modern hospitality has effectively personalisation and operational efficiency to offer an improved experience to the clients by matching their expectations. The study has investigated numerous benefits of combining AI with human intelligence to create an efficient platform for the delivery of customised hospitality amenities and services. However, from the literary viewpoint, high initial cost and resistance to change have been demonstrated as two pivotal barriers to using AI-enabled hospitality stays. The environmental analysis of the UK hotel industry has assessed the negative implications of high inflationary pressures and global political conflicts. Overall, the findings have concluded an extreme need for ethical compliance and governmental assistance to anticipate this challenging environment. 
[bookmark: _Toc211444236]6. Recommendations
· Provision of tailored training programs 
Shortage of digitally literate professionals has been outlined as a significant barrier in terms of enhancing AI-human collaboration in hospitality. In this context, the provision of technology-oriented training programs can enhance the potential of hospitality staff to deal with different AI tools. For instance, Google has developed tailored training programs to enhance the digital literacy of its IT professionals. This will combine AI with human intelligence to craft better personalisation for customer expectations. 
· Fostering cross-functional collaboration 
Ensuring cross-functional collaboration in the hospitality platforms will enhance collaboration among different staff from diverse cultural backgrounds. In hospitality, managing workforce diversity is a critical component to ensure the availability of unique talent and proficiency (Tribe, 2009). This strategic alternative will help the hospitality organisations create differentiated services by leveraging the unique talent of a diverse workforce. Furthermore, the management of a cross-functional team will help the sector enable better understanding of diverse cultural beliefs and norms, which is a primary area of prioritisation in hospitality. 
· Green hospitality management 
Maintaining environmental sustainability has always been challenging for the lodging firms by reducing waste and emissions. For instance, the UK hospitality industry generates over 289,000 tonnes of plastic each year (Wastedirect.co.uk, 2025). Green hospitality management can be an effective strategy to enhance industrial environmental sustainability. In this context, the travel and hotel firms can utilise renewable energy sources, a plastic-free packaging system, and maximise their recycling rate. 
· Ethical compliance 
Protection of sensitive and personal information has always been a complex process of using AI tools. Effective ethical compliance will ensure greater transparency in using AI in the hospitality context. Additionally, by creating an extra layer to the data protection system, the hospitality corporations will enable the customers to enhance trust and overall experience. 
· Investment in digital transformation 
Making robust commitments to digital transition will strengthen the digital capabilities of the lodging organisations. This approach will enhance the industrial readiness to accept and adopt new technologies like AI. For instance, the UK government has announced to invest over £2 billion over the next 4 years to create AI advancement opportunities (Osborneclarke.com, 2025). This can create a supportive environment for the hotel industry to adopt AI tools in terms of personalisation and streamlined operations to enhance guest experience. Additionally, the application of TAM, proposed previously, can help the hospitality firms understand the perceived benefits of AI and adopt it.
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