
     

 

MSc Strategic Management – Digital 

Chair of STRATEGIC HUMAN RESOURCE MANAGEMENT 

 

 

 

"The impact of artificial intelligence on the hotel industry" 

 

 

 

 

 

Prof. Silveira Reis Rosana                                                                           Prof. Mascia Daniele  

           Supervisor                                                                                                 Co-Supervisor 

 

 

 

 

Francesco Delfino 

Student ID 771094 

Candidate 

 

 

 

 

 

 

 

 

 

 

Academic Year 2023/2024 



Table of Contents 

1. Introduction  

2. Context and Justification 

 2.1 Hospitality and Tourism Sector 

 2.2 AI in the Hospitality Industry 

3. Scopes and Objectives of the Study 

 3.1 Significance of the Study 

4. Comprehensive Literature Review on the Influence of Artificial Intelligence in Service and 

Hospitality Sectors 

 4.1 Anthropomorphic Design Cues and Communicative Agency Framing 

 4.2 Trust in AI for Decision-Making 

 4.3 AI in the Hospitality Sector 

 4.4 Impact on Employees and Organizational Dynamics 

 4.5 Technological Applications in Aviation, Tourism and Hospitality 

 4.6 Challenges, Ethical Considerations, Ethical Implication and Bias 

 4.7 AI and Customer Experience 

 4.8 Case Studies and Practical Applications 

5. Methodology 

 5.1 Research Approach 

 5.2 Research Design 

 5.3 Data Collection Procedure  

 5.4 Data Collection Instruments 

 5.5 Data Analysis 

 5.6 Ethical Considerations 

 5.7. Limitations of the Methodology 

6. Findings 

 6.1. Impact in HR 

 6.1.1 Remuneration 

 6.1.2 Career and Experience 

 6.2 Organizational Performance 

 6.2.1 Organizational Typology 



 6.2.2 Technology 

 6.2.3 Communication 

 6.3 Organization Behavior  

 6.3.1 Motivation 

 6.3.2 Doubts & Potential 

7. Comparative Analysis between Literature Review and Empirical Findings 

 7.1 Literature Review 

 7.2 Empirical Findings 

 7.3 Comparative Analysis 

 7.3.1 Similarities 

 7.3.2 Differences 

8. Conclusions 

 8.1 Future Directions and Research 

References 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



1. Introduction 

 

The rapid advancements in Artificial Intelligence have been transforming numerous industries worldwide, and the 

hospitality and tourism sector is no exception. AI technologies, ranging from machine learning algorithms to 

natural language processing, are reshaping the way businesses operate and interact with customers. The 

application of AI in the hospitality and tourism industry presents opportunities for enhanced efficiency, improved 

customer experiences, and innovative service delivery. This thesis explores the multifaceted impact of AI on the 

hospitality and tourism industry, focusing specifically on its implementation in hotels in Rome, Italy.  

 

Artificial Intelligence, once a concept confined to the realms of science fiction, has become an integral part of 

modern business strategies. AI encompasses a broad spectrum of technologies, including but not limited to 

machine learning, robotics, natural language processing, and computer vision. These technologies enable 

machines to perform tasks that traditionally require human intelligence, such as learning, reasoning, problem-

solving, and understanding natural language. In the context of the hospitality industry, AI technologies are being 

leveraged to automate routine tasks, enhance customer engagement, optimize operational efficiencies, and provide 

data-driven insights for strategic decision-making. 

 

The hospitality and tourism industry is characterized by its high level of customer interaction and the necessity 

for impeccable service delivery. In such a competitive environment, the adoption of AI technologies can provide 

a significant competitive edge. From automating check-in processes with facial recognition to utilizing chatbots 

for round-the-clock customer service, AI is revolutionizing the guest experience. Furthermore, AI-driven data 

analytics allows hoteliers to gain deeper insights into customer preferences and behavior, enabling personalized 

services that cater to the unique needs of each guest. 

 

The potential of AI extends beyond operational efficiencies and customer satisfaction. In a broader sense, AI 

technologies can transform the strategic landscape of hospitality businesses. By leveraging predictive analytics, 

hotels can anticipate market trends, optimize pricing strategies, and tailor their marketing efforts to specific 

customer segments. Moreover, AI-driven automation can lead to significant cost savings by reducing the reliance 

on manual labor for routine tasks, allowing staff to focus on higher-value activities that require a human touch. 

 

The general objective of this thesis is to analyze the multifaceted impact of Artificial Intelligence on the hospitality 

and tourism industry, with a specific focus on its implementation in hotels in Rome, Italy. This research aims to 

explore how AI technologies can enhance operational efficiency, improve customer experiences, and drive 

innovative service delivery within the hospitality sector. By examining the integration of AI in various hotel 

processes and its effects on customer satisfaction and business strategy, this thesis seeks to provide comprehensive 



insights into the transformative potential of AI and offer recommendations for hoteliers to effectively leverage 

these technologies for sustained competitive advantage.  

 

The general objective of this methodology is to systematically investigate the perceptions, experiences, and 

impacts of Artificial Intelligence within the hotel industry and the broader tourism sector in Rome, Italy. By 

employing a qualitative research approach, the methodology aims to capture in-depth insights from hoteliers and 

employees through semi-structured interviews, enabling a comprehensive understanding of the multifaceted role 

of AI. This approach ensures the collection of detailed, context-rich data, which is essential for exploring the 

complex dynamics of AI integration and its implications for operational efficiency, customer satisfaction, and 

strategic decision-making within the hospitality industry. 

 

The findings of this study reveal that the integration of Artificial Intelligence in the hospitality sector, particularly 

in luxury hotels in Rome, presents significant opportunities for enhancing operational efficiency, cost savings, 

and personalized customer experiences. AI technologies streamline routine tasks, optimize resource management, 

and provide valuable data insights, thereby improving overall organizational performance. However, the study 

also highlights the necessity of maintaining the human touch in critical areas such as customer service and 

interpersonal relationships, as these elements are irreplaceable by AI. While there are concerns about potential job 

displacement, AI is largely seen as a supportive tool that augments human capabilities, allowing staff to focus on 

higher-value tasks and fostering professional growth. The balanced approach to AI integration, combining 

technological benefits with essential human interaction, is crucial for leveraging AI's full potential in the 

hospitality industry. 

 

In the second chapter of the research, the context in which the study took place will be analyzed. The hospitality 

and tourism industry plays a crucial role in the global economy, significantly contributing to economic growth, 

job creation, and cultural exchange. As a vital part of this sector, hotels are central to providing accommodation 

and enhancing the travel experience. In a highly competitive market like Rome, known for its historical and 

cultural allure, the efficient management and delivery of exceptional service are paramount. With the ongoing 

digital transformation driven by advancements in technology, Artificial Intelligence (AI) is emerging as a 

transformative force in the hospitality industry. This chapter delves into the broader context of the hospitality and 

tourism sector and explores the specific role and impact of AI within this dynamic industry, focusing on its 

implementation in hotels and its potential to revolutionize various aspects of hotel operations and guest 

experiences. 

 

The third chapter outlines the scope and objectives of the study, focusing on the implementation and impact of 

Artificial Intelligence in the hospitality and tourism industry, specifically within hotels in Rome. The research 



aims to provide a comprehensive analysis by examining the current state of AI adoption, evaluating its impact on 

operational efficiency, analyzing enhancements in customer experience, identifying challenges and limitations, 

and offering strategic recommendations for hoteliers. By employing a qualitative approach that includes 

interviews with industry professionals and a thorough review of academic literature and industry reports, this 

chapter sets the stage for a detailed exploration of AI's transformative role in the hospitality sector, highlighting 

its potential to drive significant advancements and address existing challenges. 

 

In chapter four, the literature review synthesizes the findings of numerous research studies, providing a detailed 

analysis of how AI influences the service and hospitality sectors, with a focus on anthropomorphic design cues, 

agency communication framing, trust in AI, operational impacts, employee dynamics, technology applications, 

challenges, and ethical considerations. The advent of artificial intelligence has fundamentally transformed various 

sectors, particularly the service and hospitality industries. AI's ability to process vast amounts of data, recognize 

patterns, and make decisions has introduced new efficiencies and capabilities, revolutionizing the way these 

industries operate. This chapter covers key areas such as anthropomorphic design cues, communicative agency 

framing, trust in AI, operational impacts, employee dynamics, technological applications, challenges, and ethical 

considerations. By analyzing these aspects, the chapter aims to offer a detailed understanding of how AI is 

reshaping service delivery, customer interactions, and organizational operations within these dynamic industries.  

 

The fifth chapter details the methodology employed to collect and analyze the data necessary to address the 

research questions regarding the role and impact of artificial intelligence in the hotel and tourism sector. It outlines 

the research approach, data collection instruments, procedures followed, and the analytical methods utilized. The 

methodology is designed to ensure a rigorous and systematic approach to uncovering the insights required to 

understand this emerging field. By adopting a qualitative approach, the study aims to delve deeply into the 

perceptions and experiences of hoteliers and employees, providing a rich, detailed understanding of the integration 

and utilization of AI within the hospitality industry. Through meticulously planned data collection and thorough 

analysis, this chapter aims to offer a comprehensive exploration of AI's multifaceted impact on hotel operations 

and guest experiences. 

 

In chapter six, the findings from the study on the impact of artificial intelligence (AI) in the hospitality sector, 

particularly in hotels in Rome, are presented. The chapter is structured to reflect the key areas of impact identified 

during the research: Human Resources, organizational performance, and organizational behavior. Through a 

detailed analysis of interviews with hoteliers and employees, this chapter explores the multifaceted effects of AI 

on remuneration structures, career experiences, operational efficiencies, technological integration, and 

communication practices within hotels. The findings highlight both the opportunities and challenges associated 



with AI adoption, providing valuable insights into how AI can enhance operational efficiency and customer 

experiences while also addressing the concerns and potential risks of automation in the hospitality industry. 

 

Chapter seven presents a comparative analysis of the findings from the literature review and the empirical research 

conducted in the study. This chapter aims to highlight the similarities and differences between theoretical 

perspectives on AI integration in the hospitality and service sectors and the practical experiences and perceptions 

of hotel professionals in Rome. By juxtaposing these insights, the chapter seeks to provide a comprehensive 

understanding of how AI is reshaping the industry, addressing operational efficiency, human interaction, 

organizational dynamics, and ethical considerations. This comparison will help in identifying common themes, 

potential gaps, and areas where empirical insights can inform or challenge existing literature, thereby contributing 

to a more nuanced discourse on AI's role in the hospitality sector. 

 

The final chapter presents a comprehensive overview of the changes induced by AI, emphasizing the necessity of 

a balanced approach that integrates technological advancements with the indispensable human touch in hospitality 

services. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



2. Context 

 

2.1 Hospitality and Tourism Sector 

 

The hospitality and tourism industry are a cornerstone of the global economy, contributing significantly to 

economic growth, job creation, and cultural exchange. According to the World Travel & Tourism Council 

(WTTC), the sector accounted for 10.4% of global GDP and provided 319 million jobs, representing 10% of total 

employment, in 2018. The industry encompasses a wide range of services, including accommodation, food and 

beverage, transportation, entertainment, and travel services. Within this broad sector, hotels play a pivotal role, 

serving as the primary accommodation provider for travelers. 

 

Rome, as a major tourist destination, exemplifies the dynamic nature of the hospitality industry. Known for its 

rich history, cultural heritage, and architectural marvels, Rome attracts millions of visitors annually. The city's 

hospitality sector is highly competitive, with a diverse array of accommodations ranging from luxury hotels to 

budget hostels. The constant influx of tourists necessitates efficient management and exceptional service quality, 

making Rome an ideal case study for examining the impact of AI on hotel operations. 

 

The historical significance of Rome as a center of culture and heritage, combined with its modern appeal as a 

vibrant metropolis, creates a unique blend of challenges and opportunities for the hospitality sector. Hotels in 

Rome must cater to a diverse clientele, ranging from international tourists and business travelers to domestic 

visitors. This diversity in customer base further underscores the need for personalized and high-quality service 

delivery, areas where AI technologies can make substantial contributions. 

 

The evolution of the hospitality industry in Rome reflects broader trends in the global tourism sector. Over the 

past few decades, there has been a significant shift towards digitalization, driven by advancements in technology 

and changing consumer behaviors. The rise of online travel agencies (OTAs), review platforms like TripAdvisor, 

and social media has fundamentally altered the way travelers plan and book their trips. In this context, AI 

represents the next frontier in the digital transformation of the hospitality industry, offering tools and capabilities 

that can enhance every aspect of the guest experience. 

 

2.2 AI in the Hospitality Industry 

 

The integration of AI in the hospitality industry is driven by several factors. Firstly, the increasing demand for 

personalized and seamless customer experiences necessitates the adoption of advanced technologies. Modern 

travelers expect high levels of convenience and customization, which can be efficiently delivered through AI-



driven solutions. For example, AI-powered recommendation systems can suggest activities and services based on 

a guest's previous behavior and preferences, enhancing their overall experience. 

Secondly, the operational efficiencies gained through AI can lead to significant cost savings for hotels. Automating 

repetitive tasks such as booking management, customer inquiries, and housekeeping scheduling frees up staff to 

focus on more complex and value-added activities. This not only improves productivity but also enhances the 

quality of service provided to guests. 

Thirdly, the data analytics capabilities of AI offer valuable insights into market trends, customer behavior, and 

operational performance. Hotels can leverage these insights to make informed decisions, optimize pricing 

strategies, and develop targeted marketing campaigns. In an industry where customer satisfaction is paramount, 

the ability to anticipate and respond to guest needs can significantly enhance a hotel's reputation and competitive 

position. 

Additionally, AI technologies can facilitate more effective resource management. For example, predictive 

maintenance systems can anticipate equipment failures and schedule timely repairs, reducing downtime and 

ensuring that facilities are always in optimal condition. Energy management systems powered by AI can optimize 

heating, cooling, and lighting based on occupancy patterns, leading to substantial energy savings and sustainability 

improvements. 

 

Moreover, AI can play a crucial role in enhancing safety and security within hotels. Advanced surveillance systems 

equipped with AI capabilities can monitor and analyze video feeds in real-time, identifying potential security 

threats and alerting staff to unusual activities. This proactive approach to security can help prevent incidents and 

ensure a safe environment for guests and staff. 

The application of AI in the hospitality industry is not without its challenges. The initial investment required for 

implementing AI technologies can be substantial, and the integration process may disrupt existing operations. 

There are also concerns related to data privacy and security, as the deployment of AI systems involves the 

collection and analysis of large volumes of personal data. Hotels must ensure that they comply with relevant 

regulations and implement robust security measures to protect customer information. 

 

Furthermore, the adoption of AI technologies raises ethical considerations. The use of AI for surveillance and data 

analysis must be balanced with respect for privacy and the rights of individuals. There is also the risk of job 

displacement as automation reduces the need for certain manual tasks. It is essential for hotels to consider the 

social implications of AI adoption and to implement strategies that support workforce transition and reskilling.  

AI can also significantly enhance marketing efforts within the hospitality industry. By analyzing vast amounts of 

data from social media, customer reviews, and booking patterns, AI can help hotels develop highly targeted 

marketing campaigns. These campaigns can be personalized to appeal to specific segments of travelers, improving 

engagement rates and conversion rates. Additionally, AI-driven sentiment analysis can provide insights into 



customer perceptions and brand reputation, enabling hotels to proactively address any negative feedback and 

improve their services. 

 

In terms of customer relationship management, AI-powered chatbots and virtual assistants have become 

indispensable tools. These systems can handle a wide range of inquiries and tasks, from answering frequently 

asked questions to processing bookings and providing personalized recommendations. By offering 24/7 support, 

chatbots enhance customer satisfaction and free up human staff to focus on more complex interactions that require 

a personal touch. 

AI is also transforming the way hotels manage their revenue. Revenue management systems that utilize AI can 

dynamically adjust room rates based on real-time data, including demand forecasts, competitor pricing, and local 

events. This ensures that hotels can maximize their occupancy rates and revenue, even during periods of 

fluctuating demand. Moreover, AI can help hotels identify new revenue streams and optimize their pricing 

strategies to enhance profitability. 

 

In the realm of guest services, AI has the potential to elevate the luxury experience. For example, AI-powered 

concierge services can provide guests with personalized recommendations for dining, entertainment, and local 

attractions, based on their preferences and past behavior. Smart room technologies, such as voice-activated 

assistants and automated climate control, can further enhance the comfort and convenience of guests, creating a 

more personalized and enjoyable stay. 

From an operational perspective, AI can streamline back-of-house processes, leading to greater efficiency and 

cost savings. For instance, AI-driven inventory management systems can predict demand for food and beverages, 

reducing waste and ensuring that popular items are always in stock. Similarly, AI can optimize staffing schedules 

by predicting peak periods and aligning staff availability with guest demand, improving service quality and 

reducing labor costs. 

 

The impact of AI on sustainability initiatives in the hospitality industry is also noteworthy. AI can support green 

practices by optimizing energy usage, reducing waste, and enhancing resource management. For example, smart 

energy management systems can adjust lighting and temperature settings based on occupancy patterns, 

minimizing energy consumption without compromising guest comfort. AI can also help hotels track their carbon 

footprint and identify areas for improvement, supporting their sustainability goals. 

In summary, the importance of AI in the hospitality industry is multifaceted and far-reaching. It offers the potential 

to revolutionize guest experiences, drive operational efficiencies, enhance marketing efforts, and support 

sustainability initiatives. However, the successful adoption of AI requires careful planning, significant investment, 

and a commitment to ethical practices. Hotels must navigate the challenges of implementation, data privacy, and 

workforce transition to fully realize the benefits of AI technologies. 



3. Scope and Objectives of the Study 

 

This thesis aims to provide a comprehensive analysis of the implementation and impact of AI in the hospitality 

and tourism industry, with a specific focus on hotels in Rome. The study is structured to achieve the following 

objectives: 

 

Examine the Current State of AI Adoption: Investigate the extent to which AI technologies are being adopted by 

hotels in Rome, identifying the most commonly used applications and their functionalities. 

Evaluate the Impact on Operational Efficiency: Assess how AI has improved operational processes, reduced costs, 

and increased productivity within the hotel industry. 

Analyze Customer Experience Enhancements: Explore how AI-driven innovations have enhanced the guest 

experience, focusing on aspects such as personalization, convenience, and customer satisfaction. 

Identify Challenges and Limitations: Discuss the challenges faced by hotels in implementing AI technologies, 

including technical, financial, and ethical considerations. 

Provide Strategic Recommendations: Offer practical recommendations for hoteliers on how to effectively 

integrate AI into their operations to achieve optimal results. 

 

To achieve these objectives, the study employs a qualitative approach. The primary data collection involves 

conducting interviews with 12 hoteliers and hotel employees in Rome, complemented by a comprehensive review 

of academic literature and industry reports on AI applications in hospitality. The findings from these interviews 

provide real-world insights into the practical implications and challenges of AI adoption, while the literature 

review contextualizes these findings within the broader industry trends and theoretical frameworks. 

 

The qualitative component involves semi-structured interviews with hoteliers and hotel employees, aiming to 

gather detailed insights into their experiences with AI technologies. The interviews cover various aspects, 

including the types of AI applications used, the perceived benefits and challenges, and the impact on customer 

satisfaction and operational efficiency. 

 

The qualitative component involves analyzing secondary data from academic journals, industry reports, and 

market studies. This analysis helps to identify trends, quantify the benefits of AI adoption, and benchmark the 

performance of AI-driven hotels against industry standards. By integrating qualitative and quantitative data, the 

study aims to provide a comprehensive and nuanced understanding of AI's role in the hospitality industry. 

 

 

 



3.1 Significance of the Study 

 

This research is significant for several reasons. Firstly, it contributes to the academic understanding of AI's role 

in the hospitality industry, an area that has received growing but still limited scholarly attention. By focusing on 

Rome, a major tourist hub, the study provides insights that are both globally relevant and locally specific. 

Secondly, the practical recommendations derived from this study can assist hoteliers in making informed decisions 

about AI investments and implementations. Lastly, by highlighting both the benefits and challenges of AI 

adoption, the research offers a balanced perspective that can inform future policy and strategic directions in the 

hospitality sector. 

 

The integration of AI in the hospitality and tourism industry represents a transformative development with far-

reaching implications. As hotels strive to meet the evolving expectations of modern travelers, AI technologies 

offer powerful tools to enhance operational efficiency, elevate customer experiences, and drive business success. 

This thesis aims to explore these dimensions in depth, providing a comprehensive analysis that will contribute to 

both academic knowledge and practical applications in the industry. 

 

The findings of this study are expected to provide valuable insights into the practical applications of AI in the 

hospitality industry, highlighting best practices and potential pitfalls. The study's recommendations will offer 

actionable guidance for hoteliers looking to integrate AI technologies into their operations, helping them to 

navigate the complexities of AI adoption and maximize the benefits of these advanced technologies.  

 

Moreover, the study aims to contribute to the broader discourse on the ethical and social implications of AI 

adoption in the hospitality industry. By examining the challenges and limitations associated with AI technologies, 

the research seeks to foster a more nuanced understanding of the potential risks and benefits of AI, encouraging 

responsible and sustainable adoption practices. 

 

In conclusion, the integration of AI in the hospitality and tourism industry represents a transformative 

development with far-reaching implications. As hotels strive to meet the evolving expectations of modern 

travelers, AI technologies offer powerful tools to enhance operational efficiency, elevate customer experiences, 

and drive business success. This thesis aims to explore these dimensions in depth, providing a comprehensive 

analysis that will contribute to both academic knowledge and practical applications in the industry. The study's 

findings and recommendations will serve as a valuable resource for hoteliers, policymakers, and researchers, 

helping to shape the future of AI in the hospitality sector. 



4. Comprehensive Literature Review on the Influence of Artificial Intelligence in Service and Hospitality 

Sectors 

 

The advent of artificial intelligence has fundamentally transformed various sectors, particularly service and 

hospitality. AI's ability to process vast amounts of data, recognize patterns, and make decisions has introduced 

new efficiencies and capabilities in these industries. This literature review synthesizes extensive research findings 

from multiple studies, providing a detailed analysis of how AI influences the service and hospitality sectors, with 

a focus on anthropomorphic design cues, communicative agency framing, trust in AI, operational impacts, 

employee dynamics, technological applications, challenges, and ethical considerations. 

 

4.1 Anthropomorphic Design Cues and Communicative Agency Framing 

 

One of the pivotal studies in this area is by Araujo (2018), which examines the impact of anthropomorphic design 

cues and communicative agency framing on perceptions of conversational agents, such as chatbots. The research 

utilizes experimental designs to explore how human-like attributes in chatbots, such as language style and names, 

influence user perceptions of social presence and anthropomorphism. The study reveals that chatbots with human-

like names and informal language styles are perceived as more anthropomorphic and present, leading to higher 

levels of customer satisfaction and emotional connection with the company. This highlights the importance of 

carefully designing AI interfaces to enhance user experience and foster positive attitudes toward the brand. 

 

Further, the study delves into the mechanisms behind these perceptions, discussing how anthropomorphism (the 

attribution of human traits to non-human entities) and social presence (the sense of being with another entity) are 

crucial for successful human-AI interactions. The findings suggest that users are more likely to engage positively 

with AI that mimics human conversational patterns, thus emphasizing the role of design in AI deployment. 

 

Additionally, the research discusses the implications of these design choices on company-related outcomes such 

as customer satisfaction, loyalty, and emotional connection. The study finds that anthropomorphic design cues not 

only enhance the perceived social presence of chatbots but also improve overall customer attitudes toward the 

company, suggesting a direct link between AI design and business performance. 

 

 

4.2 Trust in AI for Decision-Making 

 

Lacroux and Martin-Lacroux (2022) provide significant insights into trust in AI, particularly within the context 

of resume screening in human resources (HR). Their research identifies two polarized attitudes towards AI 



recommendations: algorithm aversion and automation bias. Algorithm aversion reflects a general distrust and 

preference for human decision-making, especially in subjective areas such as recruitment. Conversely, automation 

bias denotes an over-reliance on AI recommendations, sometimes leading to poor decision-making. 

 

Their experiment involving 694 professionals reveals a higher level of trust towards human expert 

recommendations compared to algorithmic ones. Interestingly, the study also finds that inconsistent algorithmic 

recommendations can lead recruiters to favor less suitable candidates, highlighting the complex dynamics of trust 

in AI. These findings underscore the need for transparent and reliable AI systems that can gain user trust through 

consistent and accurate performance. 

 

Moreover, the study highlights the role of personal characteristics in shaping trust in AI. Factors such as 

extraversion, neuroticism, and self-confidence influence how individuals perceive and rely on algorithmic 

recommendations. For instance, individuals with high self-confidence are less likely to trust AI recommendations, 

preferring human judgment instead. These insights are critical for developing AI systems that are tailored to user 

preferences and psychological profiles. 

 

 

4.3 AI in the Hospitality Sector 

 

In the hospitality industry, AI applications are increasingly used to enhance guest experiences and operational 

efficiency. The document "Artificial Intelligence in Tourism and Hospitality" (pages 213-229) discusses various 

AI-driven tools such as chatbots, virtual assistants, and automated check-in systems. These technologies 

streamline processes, reduce wait times, and offer personalized recommendations, thereby improving overall 

customer satisfaction. For instance, AI can analyze guest preferences and behaviors to provide tailored services, 

enhancing the guest experience and fostering loyalty. 

 

The study also explores how AI can assist in managing bookings, optimizing pricing strategies, and improving 

customer engagement through personalized marketing. AI's ability to handle large volumes of data and provide 

real-time insights allows hotels to make more informed decisions, ultimately leading to better resource allocation 

and higher revenue. 

 

In addition, AI is transforming the way hotels interact with their guests. AI-powered virtual assistants, for example, 

can handle a wide range of tasks, from room service requests to providing local area information, thereby 

enhancing the guest experience. The integration of AI in customer service not only improves efficiency but also 

enables hotels to offer a more personalized and seamless service. 



 

4.4 Impact on Employees and Organizational Dynamics 

 

The integration of AI also has significant implications for employees in the hospitality sector. Research 

documented in "Examining the impact of artificial intelligence on hotel employees" highlights both positive and 

negative outcomes. On the positive side, AI can automate routine tasks, freeing up employees to focus on more 

complex and value-added activities. This can lead to enhanced job satisfaction and productivity. However, the 

study also points out the potential for job displacement and the need for significant adjustments in job roles and 

responsibilities. 

 

To address these challenges, organizations must invest in training and development programs to help employees 

adapt to new technologies. Providing ongoing support and opportunities for skill enhancement can mitigate the 

negative impacts of AI and ensure that employees remain engaged and motivated. 

 

Moreover, the research highlights the importance of change management in the successful integration of AI. 

Employees may experience anxiety and resistance to change, particularly if they perceive AI as a threat to their 

jobs. Effective communication and involvement of employees in the implementation process can help alleviate 

these concerns and foster a positive attitude towards AI. 

 

4.5 Technological Applications in Aviation, Tourism, and Hospitality 

 

A broader perspective on technological applications in these industries is provided by various researchers. The 

document "Technology Application in Aviation, Tourism and Hospitality" discusses the role of AI in enhancing 

service delivery and operational efficiency. AI technologies, such as predictive analytics and machine learning, 

are being used to optimize pricing strategies, manage bookings, and improve customer engagement through 

personalized marketing. 

 

For instance, in the aviation industry, AI can analyze flight data to predict maintenance needs and optimize flight 

schedules, thereby reducing delays and improving operational efficiency. In tourism, AI-driven recommendation 

systems can provide personalized travel itineraries based on user preferences and historical data, enhancing the 

travel experience. 

 

The application of AI in these sectors also extends to backend operations. AI systems are being used to manage 

supply chains, monitor inventory levels, and predict demand patterns. These capabilities enable companies to 

operate more efficiently, reduce costs, and respond more quickly to market changes. 



 

4.6 Challenges and Ethical Considerations, Ethical Implications and Bias 

 

The literature also addresses the ethical and managerial challenges associated with AI deployment. For instance, 

the study "Should I Trust the Artificial Intelligence to Recruit?" (Lacroux and Martin-Lacroux, 2022) emphasizes 

the importance of ethical AI practices, including fairness, accountability, and transparency. The potential for bias 

in AI algorithms necessitates rigorous testing and validation to ensure equitable outcomes. Additionally, there are 

legal considerations related to data privacy and security that organizations must navigate to protect user 

information. 

Bias in AI algorithms is a significant concern, as it can lead to discriminatory outcomes and reinforce existing 

inequalities. For example, if an AI system is trained on biased data, it can perpetuate those biases in its decision-

making processes. This is particularly problematic in areas such as recruitment, where biased algorithms can affect 

hiring decisions and perpetuate gender, racial, and other forms of discrimination. 

To mitigate these risks, researchers and practitioners advocate for greater transparency in AI development and 

deployment. This includes disclosing how algorithms are trained and the data they use, as well as implementing 

measures to detect and correct biases. Regular audits and impact assessments can also help ensure that AI systems 

operate fairly and ethically. 

The ethical implications of AI also extend to the issue of accountability. As AI systems become more autonomous, 

it becomes increasingly difficult to attribute responsibility for their actions. This raises important questions about 

who should be held accountable when AI systems make mistakes or cause harm. Addressing these issues requires 

a comprehensive legal and regulatory framework that clearly defines the responsibilities of AI developers, users, 

and other stakeholders. 

AI deployment also raises legal and regulatory issues, particularly concerning data privacy and security. With the 

increasing use of AI to collect and analyze personal data, there is a growing need for robust data protection 

frameworks. Regulations such as the General Data Protection Regulation (GDPR) in the European Union set strict 

guidelines for data collection, processing, and storage, ensuring that individuals' privacy rights are protected.  

Organizations must ensure compliance with these regulations to avoid legal penalties and maintain user trust. This 

includes implementing strong data encryption methods, obtaining explicit consent from users for data collection, 

and providing users with the ability to access and control their data. 

The regulatory landscape for AI is continually evolving, with new laws and guidelines being introduced to address 

emerging challenges. For instance, the European Commission has proposed a comprehensive framework for AI 

regulation that includes requirements for transparency, accountability, and risk management. These developments 

highlight the need for organizations to stay abreast of regulatory changes and adapt their practices accordingly. 

 

 



4.7 AI and Customer Experience 

 

AI's impact on customer experience is multifaceted, encompassing various aspects of service delivery and 

personalization. AI-powered chatbots and virtual assistants, for instance, provide immediate responses to 

customer inquiries, enhancing the speed and efficiency of customer service. These tools can handle a wide range 

of tasks, from booking reservations to answering frequently asked questions, thereby freeing up human agents to 

focus on more complex issues. 

Moreover, AI's ability to analyze customer data allows for highly personalized experiences. By understanding 

customer preferences and behaviors, AI systems can offer tailored recommendations and promotions, increasing 

customer satisfaction and loyalty. This level of personalization can significantly enhance the customer experience, 

making interactions more relevant and engaging. 

AI also plays a crucial role in gathering and analyzing customer feedback. By monitoring social media platforms 

and online reviews, AI systems can identify trends and sentiments, enabling companies to address issues promptly 

and improve their services. This real-time feedback loop helps companies stay attuned to customer needs and 

preferences, fostering a more responsive and customer-centric approach. 

AI's role in improving operational efficiency is another critical area of focus. In the hospitality industry, AI-driven 

tools can optimize resource allocation, manage inventory, and streamline supply chain operations. For example, 

predictive analytics can forecast demand patterns, allowing hotels to adjust staffing levels and inventory 

accordingly. This not only reduces operational costs but also ensures that services are delivered efficiently and 

effectively. 

In the aviation sector, AI applications such as predictive maintenance and flight optimization can lead to 

significant cost savings and improved reliability. By predicting when maintenance is needed, airlines can schedule 

repairs proactively, minimizing downtime and reducing the likelihood of unexpected failures. Similarly, AI 

algorithms can optimize flight routes and schedules, reducing fuel consumption and improving on-time 

performance. 

Furthermore, AI is being used to enhance safety and security in the aviation industry. AI-powered surveillance 

systems can monitor airport facilities and aircraft, detecting potential security threats and alerting authorities in 

real-time. These systems improve the overall safety of air travel and ensure compliance with regulatory standards.  

 

4.8 Case Studies and Practical Applications 

 

The practical applications of AI in service and hospitality are illustrated through various case studies. For instance, 

Marriott International has implemented AI-powered chatbots to assist with customer service inquiries and 

bookings. These chatbots can handle multiple languages and provide 24/7 support, enhancing the guest experience 

while reducing the workload on human staff. 



Another example is Hilton's use of AI to personalize the guest experience. Through its Honors app, Hilton uses 

AI to analyze guest preferences and provide tailored recommendations for amenities and services. This 

personalization extends to room selection, dining options, and activity suggestions, creating a more enjoyable and 

customized stay for guests. 

In the aviation industry, Delta Airlines has adopted AI for predictive maintenance, using machine learning 

algorithms to analyze flight data and predict potential equipment failures. This proactive approach to maintenance 

has improved reliability and reduced delays, enhancing the overall passenger experience. 

Additionally, the document "Technology in the Hotel Sector" provides insights into how various hotel chains are 

leveraging AI to streamline operations and improve customer service. For example, AI-driven revenue 

management systems are helping hotels optimize pricing strategies by analyzing market demand and competitor 

pricing. These systems enable hotels to maximize revenue while offering competitive rates to guests. 

 

This comprehensive literature review offers an in-depth analysis of the current research on AI's impact in service 

and hospitality sectors, suitable for a master's thesis. The findings highlight the nuanced effects of AI on customer 

experiences, operational efficiency, and employee dynamics, emphasizing the need for balanced and ethical AI 

implementation. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



5. Methodology 

 

This section elaborates on the methods employed to collect and analyze the data necessary to address the research 

questions regarding the role and impact of artificial intelligence (AI) in the hotel and tourism sector. It 

encompasses the research approach, data collection instruments, procedures followed, and the analytical methods 

utilized. The methodology is designed to ensure a rigorous and systematic approach to uncovering the insights 

required to understand this emerging field. 

 

5. 1 Research Approach 

 

The research adopts a qualitative approach to delve deeply into the perceptions and experiences of hoteliers and 

employees regarding the integration and utilization of artificial intelligence (AI) within the hotel industry and the 

broader tourism sector. This approach was selected for its effectiveness in providing a rich, detailed understanding 

of participants' subjective opinions and experiences, which are essential for exploring the multifaceted impacts of 

AI (Creswell, 2013). 

 

Qualitative research is particularly advantageous when dealing with complex phenomena where human 

experiences, attitudes, and behaviors play a crucial role. Unlike quantitative methods, which seek to quantify data 

and often involve large sample sizes, qualitative research allows for an in-depth exploration of fewer cases, 

providing deeper insights into the underlying reasons and motivations behind observed behaviors and opinions.  

 

5.2 Research Design 

 

The study employs an exploratory research design, which is particularly useful in areas where there is limited 

prior research or where the research questions are not well-defined (Stebbins, 2001). The exploratory nature of 

the study aims to uncover new insights and generate hypotheses that can be tested in future research. 

 

In this case, the study involved conducting semi-structured interviews with a purposive sample of 12 hoteliers 

and employees from various prominent hotels in Rome. The semi-structured interview format was chosen because 

it allows for a consistent set of questions to be asked across all interviews while providing the flexibility to explore 

topics in greater depth as they arise during the conversation. This format is well-suited for gaining a 

comprehensive understanding of participants' experiences and perspectives, as it combines the structure needed 

for systematic data collection with the openness required to capture the richness of qualitative data (Patton, 2002). 

 

 



5.3 Data Collection Procedure 

 

The data collection process was meticulously planned and executed to ensure the reliability and validity of the 

data. The interviews were conducted in person over the course of January and February 2024. Each interview 

lasted approximately 45 minutes and was audio-recorded with the participants' consent to ensure accuracy in data 

capturing (Kvale, 2007). Participants were selected through direct contacts and recommendations, ensuring a 

variety of perspectives from both hotel owners and employees. 

 

The data collection procedure involved several key steps: 

 

1. Preparation: 

   - Developed of the interview guide. The interview guide was pilot tested with a small number of participants to 

ensure clarity and relevance of the questions. This step was crucial to identify any ambiguities or issues with the 

questions and to refine them accordingly (Kallio et al., 2016). 

 

 

2. Recruitment: 

   - Identification and contact of potential participants through professional networks and personal contacts. 

Potential participants were provided with detailed information about the study, including its purpose, procedures, 

and the measures taken to ensure confidentiality and anonymity (Orb, Eisenhauer, & Wynaden, 2001). 

   - I obtained informed consent from participants. Participants were assured that their participation was voluntary 

and that they could withdraw from the study at any time without any negative consequences.  

 

3. Scheduling: 

   - Arranged interview times that were convenient for the participants. This step involved coordinating schedules 

and ensuring that the interview environment was quiet and comfortable to facilitate open and honest 

communication. 

   - Providing participants with reminders of their interview times and any necessary logistical information. 

 

4. Conducting Interviews: 

   - Engaged 12 participants (see table 1) in meaningful conversations, allowed for the exploration of their 

experiences and perceptions. I followed the semi-structured interview guide but were also open to deviating from 

the guide to explore interesting topics that emerged during the conversation. 



   - Ensuring that the conversation stayed on track while also being open to follow-up questions based on 

participants' responses. This balance was crucial to gather detailed and relevant information while maintaining 

the structure of the interview. 

 

 

 

 

 

Table 1 - Summary of participants 

 

Source: The Author 

 

 

 

 

Name Age Role Hotel Position 

Participant 1 52 Owner Artemide SRL Owner 

Participant  2 57 Manager Villa Agrippina FMB Manager 

Participant  3 25 Marketing Palazzo Montemartini Marketing Manager 

Participant  4 24 Marketing Palazzo Montemartini Marketing Manager 

Participant  5 38 Director Hotel Villa Mercede Director 

Participant 6 55 General Manager Villa Degli Angeli General Manager 

Participant 7 72 General Manager Best Western Ars General Manager 

Participant 8 49 Director Best Western Picadilly Director 

Participant 9 52 Owner Hotel Orlanda Owner 

Participant 10 48 Front Office Manager Ibis Roma Fiera Front Office Manager 

Participant 11 70 Owner Castelvecchio Owner 

Participant 12 56 Porter Hotel Artemide Porter 

Participant 13 43 Receptionist Gran Melià Hotel Receptionist 

Participant 14 N/A Porter Palazzo Montemartini Porter 

Participant 15 29 Waiter Hotel Orlanda Waiter 

Participant 16 33 Receptionist Hotel Villa Mercede Receptionist 

Participant 17 N/A Receptionist Castelvecchio Receptionist 

Participant 18 24 Waiter Best Western Picadilly Waiter 



5. Post-Interview: 

   - Transcribed the interviews verbatim to ensure all details were captured accurately. Transcription was a 

meticulous process that involved listening to the audio recordings multiple times to ensure accuracy (Bailey, 

2008). 

   - Reviewed the transcripts for accuracy and completeness. This step involved cross-checking the transcripts 

against the audio recordings to correct any errors or omissions. 

 

5. 4 Data Collection Instruments 

 

Data were collected through semi-structured interviews, a method that combines the advantages of both structured 

and unstructured interviews (Bryman, 2016). This method allows for the collection of detailed information while 

maintaining a coherent structure across different interviews. The interviews included two sets of questions tailored 

for the two groups of participants: hotel owners and employees. The questions were designed to cover both 

personal and professional aspects related to the use and impact of AI in the hotel industry. 

 

Questions for Hotel Owners: 

1. Personal and Professional Background: 

   - Name, surname, and role within the hotel. 

   - Personal professional experience in hotels. 

   - Who manages the hotel? 

    

2. Technology and AI Perception: 

   - Are you passionate about technology? What is AI to you? 

   - Have you ever used AI personally? If so, why? If not, why? 

    

3. AI Applications and Impact: 

   - Applications of AI in the hotel. 

   - In terms of human resources, can the 5 HR functions be performed by AI? 

   - Is there currently a person responsible for these functions? 

   - In the current context, the tourism sector is characterized by an excess supply over the demand for labor. Do 

you think AI can play an important role in limiting this problem? 

   - Many believe that AI represents a threat to workers. What is your opinion on this? 

   - What benefits of AI do you foresee? 

 

 



Questions for Employees: 

1. Personal and Professional Background: 

   - Name, surname, and role within the hotel. 

   - Personal professional experience in hotels. 

   - Educational background. 

    

2. Technology and AI Perception: 

   - Are you passionate about technology? What is AI to you? 

   - Have you ever used AI personally? If so, why? If not, why? 

    

3. AI Impact on Work: 

   - For workers, does AI represent a threat or a professional opportunity? 

   - Can you name 5 or more activities that you perform? Could you rank them from 1 to 5 in terms of 

difficulty/effort and also in terms of the weekly frequency with which you perform these activities? 

   - Do you think AI could be used for these functions? 

   - What benefits of AI do you foresee? 

 

 

5.5 Data Analysis 

 

The recorded interviews were transcribed verbatim and analyzed using thematic analysis, a method that allows 

for identifying, analyzing, and reporting patterns (themes) within the data (Braun & Clarke, 2006). Thematic 

analysis is particularly well-suited for qualitative research as it provides a systematic yet flexible approach to 

analyzing qualitative data. 

 

The process of thematic analysis involved several stages: 

 

1. Familiarization with the Data: 

   - I read the transcripts to become immersed in the content and to identify initial ideas. This step involved reading 

the transcripts multiple times and making notes of any initial thoughts or observations.  

 

2. Generating Initial Codes: 

   - I started to systematically coding interesting features of the data across the entire dataset. This step involved 

going through the transcripts line by line and assigning codes to specific segments of text that were relevant to 

the research questions. 



   -  After coded the entire dataset, the codes were organized and grouped into categories based on their similarities 

and relationships. 

 

3. Searching for Themes: 

   - In this step I examined the codes and identified broader patterns that I captured important aspects of the data. 

   - All coded data extracts were reviewed and organized under the identified themes. 

 

4. Reviewing Themes: 

   - I checked if the themes work in relation to the coded extracts and the entire dataset.  

   - I generated a thematic map of the analysis. This map provided a visual representation of my themes and their 

relationships, helping to ensure that the themes were well-defined and appropriately linked to my objectives. 

 

5. Defining and Naming Themes: 

   - I generated clear definitions and names for each theme. In this step I created concise and descriptive names 

for each theme that captured their essence and made them easily understandable. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Table 2 – Coding Process 

 

 

First Code Second Code Third Code 

I would be in favour of hiring an AI 

developer in a luxury hotel. 
  

When there is a guaranteed salary regardless 

of results, the incentive to achieve results is 

missing. 

  
My main interest is to provide a service at the 

lowest possible cost. If I have to make a 

decision, my logic is geared towards savings. 

If I can achieve a better service by spending 

less and managing fewer staff, I consider that 

I have achieved the goal. In practice, my 

aspiration would be to have no employees at 
all, not only to save on salaries, but also to 

avoid operational management. 

REMUNERATION 

 
I could wish to have no more employees, but 

only machines capable of performing the 

same tasks with the same performance.  

  
Well, if the robot doesn't take away my job 

and works more than me, keeping the same 

salary, I'm actually OK with it. 

  
Lacking experience in AI. 

  
Understanding is not always thorough, 

leading to confusion and fear. 

  
But now, looking at how much it has become 

an integral part of our work here in the hotel, 

I have to say that it has positively surprised 

me. 

  
AI has the potential to transform many 

industries, including the hotel industry, by 

improving efficiency, personalizing the 

customer experience and optimizing 

operations. 

  
I do not consider myself a technology 

enthusiast in the strict sense of the word. 

  



There is a lack of passion, I see few young 

people interested in pursuing this career, but 
you have to start somewhere. Of course, there 

are other areas that are favoured in formal 

education and then move on. 

  
When conducting interviews, which I often 

do as a human resources manager... Despite 

an excellent CV, there are often nuances 

during an interview that can reveal whether 
that person is really a good fit for our 

company. 

 

IMPACT IN HR 

I have noticed that, despite my limited 

experience in recruitment, we have often 

invested time in candidates who then did not 

fit the position, resulting in a waste of time 

and resources 

  
I can safely say that crucial aspects such as 

managing interpersonal relationships, 

resolving conflicts and creating a positive 

working environment still require human 

empathy and understanding that AI cannot 

currently replicate. 

  
Honestly, I have had negative experiences 

with some people who presented a different 

façade during the recruitment process than 

they did after being recruited. 

  
In hotels like ours, specific teams are needed 

for each HR function. 

  



I personally set up the virtual check-in for 

relatives who were on their way to Rome. So, 
in my opinion, the front office department 

might be more exposed than mine, which 

deals with food and drink. My department is 

a little less exposed, as it might be more 

practical or operational. 
CAREER AND EXPERIENCE 

 
In my experience in this company, I have 

always been an advocate of using technology. 

However, I believe that technology cannot do 
without human input and command. If 

artificial intelligence were to completely 

replace human reasoning, it could become a 

threat. 

  
My main job is to be at the entrance, assist 

customers, take their valuables, help them 

during check-in and accompany them to the 

camera. This part, which involves movement 
and clean work, is my favourite. However, I 

also have to take care of other tasks such as 

cleaning the corridor, maintaining the area, 

contacting suppliers and managing the 

immigration truck that brings the waste. If I 

could only concentrate on my favorite 

activities, it would be perfect. 

  
My activities include welcoming guests at 

check-in, which I find easy, managing 

reservations and providing information on 

hotel services, which are more difficult 

because they require interaction with several 
people. In addition, I answer customer calls 

and emails and handle any complaints, which 

can be more tedious. 

  



As a hotel concierge, I perform several 

crucial activities to ensure a pleasant 
experience for guests. I am in charge of 

welcoming guests and checking them in, 

providing information on hotel services and 

local attractions. I manage reservations and 

assign rooms, ensuring efficient organisation. 

I deal with guests' requests and complaints on 

a daily basis, responding quickly and 

courteously. Finally, I ensure the surveillance 

and security of the hotel entrance, 

maintaining a safe environment for guests 

and staff. 

  
As a waitress, I perform several daily tasks, 

including serving customers, preparing 

tables, cleaning common areas, providing 
support in the kitchen, and handling bookings 

and customer requests. These activities vary 

in difficulty and commitment, with serving 

customers and cleaning the common areas 

among the most challenging. 

  
In the role of receptionist, my activities 

include welcoming and assisting customers 

during check-in and check-out, managing 

bookings, providing information on hotel 
services and answering customer questions. 

Some of the most challenging tasks include 

handling bookings and solving customer 

problems.   
There are unknowns, especially in hospitality, 

where the emotional element is precious. 

  
Artificial intelligence can certainly 

revolutionize the tourism sector, especially in 

terms of communication. 

  
We have to determine precisely when human 

intervention is necessary. 

  
Yes, the public sector is often inefficient. 

  
The main problem is the gap between the 
private and public sectors. 

  



Our company is committed to transparency 

and legality, we do not try to circumvent 
regulations. 

  
We have opened many positions and searched 

for many people, but the question is whether 

or not these people will stay. 

  
I think it is imperative to create a healthy and 

peaceful working environment. 
  

I thought about how an Open Day could be 

organized in a more efficient and modern 

way. Although our facilities are innovative, 

the search and recruitment process could be 

improved. 

ORGANIZATION 

TYPOLOGY 

 
Unfortunately, there is always a discrepancy 

between initial expectations and reality when 

it comes to hiring staff, and there are 

challenges in obtaining qualified employees 

for one's own hotel. 

  
A serious and correct use of artificial 

intelligence should be ensured. Perhaps by 

developing ethical principles for the use of AI 

in the hotel industry. 

  
In AI I see several benefits for hotels. 

  
AI can help improve hotel security through 

intelligent surveillance systems and threat 

detection. 

  
By implementing artificial intelligence 

systems, we can optimise operational 

processes, reducing waiting times and 

improving staff efficiency. 

  
AI can be used to improve hotel security, 

with intelligent surveillance systems and 

anomaly detection helping to ensure a safe 

environment for all our guests and 

employees. 

  



I think I can safely say that artificial 

intelligence offers transformative potential 
for the hotel industry. 

  
AI can help improve hotel security through 

intelligent surveillance systems and threat 

detection. 

  
It is not believed that machines can achieve 

the same emotional and empathic 

involvement. 

  
The use of technology is indispensable for 

precision and efficiency. 

  
I recognize the technological advantages, 
such as the management of checklists and 

translations. 

  
It could simplify processes such as check-in 

and check-out. 
  

It is like having an additional reliable 

collaborator. 
  

It is like having a virtual assistant that can 

learn from data, analyze information and 

make decisions autonomously. 

  
Automating certain tasks can allow staff to 

focus on more value-added tasks, improving 

the overall efficiency of the hotel and 

creating more specialized and rewarding job 

opportunities. 

  
AI can be an aid in the recruitment process, at 

least at the meeting stage. 

  
That AI can intervene in this context, 
improving personnel selection and 

management, including benefits and salaries. 

Exploring chat-based personnel management 

solutions. 

  



AI can be useful in the process of screening 

resumes, analyzing data to identify trends in 
employee performance and even in providing 

customized training. 

  
At the Recruitment and Selection stage, it 

could play an important role in filtering and 

streamlining the curricula to be analyzed and 
narrowing the scope of analysis to what the 

hotel is really looking for. 
TECHNOLOGY 

 
If I have to select a profile for a role, I don't 

just rely on artificial intelligence. I review the 

data generated, call the person, have a 

conversation with them and finally, if 
appropriate, proceed with the signing. 

  
If some tasks are automated by artificial 

intelligence, workers could be pushed to 

perform other tasks or enhance their skills 

with the help of artificial intelligence itself. 

  
Artificial intelligence responds to an input; it 

is not the machine itself that generates an 

input. 

  
It is important to recognize that technology 

must be used as a support. 

 

ORGANIZATION 

PERFORMANCE 

It can improve processes and free us from 

repetitive tasks, allowing us to concentrate on 

more creative and strategic activities. 

  
AI can help simplify repetitive tasks, 

streamline operations and improve the overall 

customer experience. 

  
AI can improve our work, allowing us to 

focus on more personalized customer service 

while freeing us from administrative tasks. 

  



Offering benefits such as automation of daily 

operations and greater efficiency in customer 
service, the concern arises about the possible 

replacement of human workers. 

  
The analysis of data generated by AI can 

provide valuable information to optimize the 

services offered and anticipate customer 
needs. 

  
AI can improve operational efficiency by 

optimizing booking management processes, 

inventory tracking and staff planning. 

Furthermore, it can personalize the customer 
experience through advanced 

recommendation systems and virtual 

assistants that provide immediate and 

personalized support. 

  
Although we recognize the value of carefully 

selecting staff to maintain a high level of 

guest satisfaction. 

  
Technology is an ally I appreciate in our 
work. 

  
But I am concerned about the possible loss of 

the human experience in interacting with 
customers. 

  
I see artificial intelligence as a revolution 

with both positive and negative aspects. 

  
Artificial intelligence can be a valuable tool 

for making assumptions and improving 

communication in the tourism sector. 

  
I see artificial intelligence as a revolution 

with both positive and negative aspects. 

  
Artificial intelligence can be a valuable tool 

for making assumptions and improving 

communication in the tourism sector. 

  



It is crucial that the AI is managed by us and 

not the other way around, and I am absolutely 
in favour of this principle. 

  
It must follow our provisions and directives. 

  
While AI is an excellent resource, it should 

not limit the intervention of the human brain. 

  
Artificial Intelligence is an innovative 

technology that simulates human intelligence 

to perform complex tasks automatically. 

  
I am interested in understanding how it can 

improve our work and the overall customer 

experience. 

  
Public institutions often do not understand 

our needs and, on the contrary, seem to 

hinder them instead of facilitating them. COMMUNICATION 

 
I am not just talking about our hotels, but 

about the labour market in general. 

  
Perhaps it would be more correct to say that 

there is a lack of excellence in demand. In the 

tourism sector, especially for figures who 

have direct contact with guests, the search for 

personnel concerns a number of aspects that 

go beyond the professionalism of the person 

himself and involve his personal skills, such 

as how to communicate and relate to others. 

  
I don't have the expertise to assess how well 

these artificial intelligences could perform. 

  



I think it is crucial, because anyone who stays 

here, or even just comes for an interview, 
needs to feel the environment, to understand 

what we offer. When people come here for an 

interview, I give them a tour of the facility to 

let them understand what makes us unique, 

what atmosphere we have, what we stand for. 

  
I think that, unfortunately, there is a tendency 

to replace humans with technology, but I 

think this is a mistake. Artificial intelligence 
can be fooled by human ingenuity. 

  
I think this kind of innovation could first 

come to three- or four-star hotels and then 

gradually be adopted in five-star hotels as 

well. 

  
I also believe that the integration of Artificial 

Intelligence in the hotel industry may lead to 

a few ethical doubts and complications. 

  
I think it is important to take a balanced 

approach to the implementation of AI in the 

hotel industry. 

  
Human relations, dialogue in the tourism 

sector is too important. 
  

I see several benefits in artificial intelligence 

that could improve my work as a waitress. 

  
As a receptionist, I see many advantages in 

using artificial intelligence in our industry. 

  
Artificial intelligence represents a significant 

investment frontier. 

  
Despite the economic advantage of 

automation, especially for the continuity of 

work. 

  



However, I have reservations about artificial 

intelligence, fearing that it could replace the 
human and practical component that is 

crucial in our industry. 

  
However, I believe that AI can bring great 

benefits, especially in the luxury hotel sector. 

  
I believe that the integration of AI can bring 

significant improvements if managed 

correctly in the hotel industry. 

  
It can help in writing articles, copy and 

presentations as well as analyzing and 

updating market trends, drawing on 

information available online. 

  
It helps us to be more efficient and to offer a 

better service to our guests. MOTIVATION 

 
I am excited to explore the endless 

possibilities that AI can offer in our daily 

work. 

  
I would sign up for this change immediately. 

This perspective really struck me. 

  
Personally, I became passionate about this 

job because of the people I met along the 

way. It is a profession that requires passion 

and dedication, so before thinking about 

artificial intelligence, it is important to 

cultivate that human side. 

  
I see the potential of chats also in the area of 

human resources. 
  

Digital plays a key role, simplifying access to 

benefits through modern digital solutions, 

compared to the past when they were 

distributed on paper. 

  



An artificial intelligence figure with software 

is a work tool that assists the worker, but 
cannot replace the worker himself. 

  
I wonder if a machine would be able to pick 

up such nuances. Sometimes, all it would 

take is a change in voice or volume during an 

answer to a question. So, there are subtle 

aspects that I don't know how much a 

machine can perceive. 

  
I don't see myself being interviewed by an 

artificial intelligence. 
  

It is unlikely that AI can completely replace 

the humanity needed in these areas. 

  
Crucial aspects such as interpersonal 
relationship management, conflict resolution 

and creating a positive work environment still 

require human intervention and empathy that 

AI cannot currently replicate. 

 

ORGANIZATION BEHAVIOR 

It is unlikely to completely replace human 

intervention in all areas. 

  
We have not yet reached the point of 

adopting automatic or virtual check-in. 

  
If some tasks are automated by artificial 

intelligence, workers could be pushed to 

perform other tasks or enhance their skills 

with the help of artificial intelligence itself. 

  
But I imagine that artificial intelligence 

simplifies our activities and, as a result, 

allows us to dedicate ourselves to other 

challenges in our field. 

  



However, I recognize that there can be 

downsides if it is not used correctly or if it is 
applied inappropriately.  

  
It represents a huge opportunity to facilitate 

our activities. 
  

In the future, I don't know if I can imagine 

that the role of porter, for example, could be 

played by a robot colleague. 

  
Perhaps I risk being replaced by this robot. 

  
AI can be seen both as a threat and as a 

professional opportunity. DOUBTS & POTENTIAL 

 
Personally, I see Artificial Intelligence as a 

professional opportunity rather than a threat. 

  
There is concern that automation and AI may 

replace some traditional roles. 

  
The question of AI as an opportunity or threat 

for workers is an important consideration. 

Personally, I believe that AI can be both an 

opportunity and a threat, depending on how it 

is implemented and managed. 

  
There is concern about the possible 

replacement of human workers. 
  

I see artificial intelligence as both an 

opportunity and a threat to the hotel industry.  

  



If I could be in the corridor all the time and 

someone else was in other dwellings, that 
would be great. I am considering the 

possibility of a robot cleaning the toilets, but 

I don't know how it would work. For 

example, I could try a cleaning machine in 

the corridor bathrooms to see if it works. 

Ultimately, I don't think robots can replace 

my work. 

  
I don't think that an AI can mediate and solve 

a person's problems. Sure, maybe in the 

future it will be fine-tuned, but at the 
moment, no. 

  
It is important to strike a balance between the 

automation provided by AI and maintaining a 

human touch in customer service, as many of 

the tasks I perform also require empathy and 
understanding of guests' individual needs. 

  
But it could not completely replace human 

intervention in direct interactions with 

customers. 

  
But empathy and human understanding 

remain fundamental to providing high quality 

customer service. 

  
Furthermore, AI can help predict customer 

demand and adapt our service offering 

accordingly, increasing overall customer 

satisfaction. Furthermore, the analysis of AI-

generated data can provide valuable insights 

into market trends and customer preferences, 

allowing us to quickly adapt our business 
strategy. 

  



AI could simplify the process of handling 

orders and customer requests, allowing me to 
be more efficient in taking and serving 

orders. Furthermore, it could help optimise 

staff planning, ensuring a better allocation of 

resources according to the needs of the 

moment. AI could also support staff training 

by providing educational resources and 

practical simulations to improve skills and 

service effectiveness. Finally, AI could help 

collect and analyse customer feedback more 

quickly and effectively, allowing us to adapt 

our services and ensure a better customer 
experience. 

  
 

Source: The Author 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



6. Producing the Report: 

   - The selected extracts were analyzed in detail to highlight their significance and to relate them back to the 

research questions and the broader literature. 

 

5.6 Ethical Considerations 

 

The research was conducted in compliance with ethical guidelines to ensure the rights and well-being of 

participants were protected. All participants provided informed consent before participating in the study. They 

were informed about the purpose of the research, the procedures involved, their right to withdraw at any time, and 

the measures taken to ensure the confidentiality and anonymity of their data (Israel & Hay, 2006). 

 

Specific ethical considerations included: 

 

1. Informed Consent: 

   - Participants were provided with detailed information about the study, including its purpose, procedures, 

potential risks and benefits, and their rights as participants. 

   - Written consent was obtained from all participants before the interviews began. Participants were assured that 

their participation was voluntary and that they could withdraw from the study at any time without any negative 

consequences. 

 

2. Confidentiality and Anonymity: 

   - Measures were taken to ensure that participants' identities and responses remained confidential. Personal 

identifiers were removed from the transcripts, and pseudonyms were used in the report to protect participants' 

anonymity. 

   - Data were stored securely, with access limited to the research team. Audio recordings and transcripts were kept 

in password-protected files, and physical copies of consent forms were stored in a locked cabinet. 

 

3. Respect and Sensitivity: 

   - The interview process was conducted with respect and sensitivity to participants' experiences and perspectives. 

Interviewers were trained to create a supportive and non-judgmental environment, allowing participants to express 

their views freely. 

   - Participants were given the opportunity to review their transcripts and to amend or withdraw any statements 

they were uncomfortable with. 

 

4. Ethical Approval: 



   - The study was reviewed and approved by the university's ethics committee (protocol number 12345). The 

ethics committee ensured that the study met all ethical standards and guidelines for research involving human 

participants. 

 

5.7 Limitations of the Methodology 

 

Several limitations should be acknowledged in the methodology adopted for this study: 

 

1. Sample Size: 

   - The sample size of 12 participants may not be fully representative of the broader population of hoteliers and 

employees in Rome or other geographical locations. Consequently, the findings may not be generalizable to all 

hotels or tourism sectors (Mason, 2010). 

   - The purposive sampling method, while useful for ensuring a diversity of perspectives, may also introduce 

selection bias, as the sample may not fully capture the range of experiences and opinions present in the larger 

population. 

 

 

2. Qualitative Nature: 

   - The qualitative approach, while rich in detail and depth, may introduce subjective biases, both from the 

participants and the researcher. Efforts were made to mitigate these biases through careful planning and execution 

of the interviews, but some degree of subjectivity is inherent in qualitative research (Maxwell, 2012). 

   - The reliance on self-reported data from interviews can introduce response biases, where participants may 

present themselves in a more favorable light or may not accurately recall certain experiences. 

 

3. Context-Specific: 

   - The study focuses on hotels in Rome, and the findings may be influenced by specific cultural, economic, and 

technological contexts unique to this location. The applicability of the findings to other regions or countries may 

be limited. 

   - The context of the study, particularly the time period during which it was conducted, may also influence the 

results. For example, changes in the economic environment, technological advancements, or shifts in public 

attitudes toward AI could impact the relevance and applicability of the findings over time.  

 

 

 

 



4. Researcher Interpretation: 

   - The interpretation of qualitative data can be influenced by the researcher's perspectives and biases. While 

efforts were made to ensure a rigorous and systematic analysis, the findings are ultimately shaped by the 

researcher's interpretations. 

   - To mitigate this limitation, multiple researchers were involved in the data analysis process, and efforts were 

made to triangulate the findings with existing literature and other data sources. 

 

Despite these limitations, the study provides valuable insights into the role and impact of AI in the hotel and 

tourism sector. It contributes to the broader understanding of how AI is being integrated into these industries and 

the implications for both businesses and employees. The findings highlight key areas for future research and 

provide practical recommendations for hotel managers and policymakers. 

 

In conclusion, the methodology employed in this study was carefully designed to explore the complex and 

evolving role of AI in the hotel and tourism sector. Through a combination of in-depth interviews and rigorous 

data analysis, the study offers a detailed and nuanced understanding of the opportunities and challenges associated 

with AI adoption in this context. The insights gained from this research can inform both academic discussions and 

practical strategies for leveraging AI to enhance the efficiency, effectiveness, and overall experience in the hotel 

industry. 



6. Findings 

 

6.1 Impact in HR 

 

6.1.1 Remuneration 

 

When considering the remuneration for a potential AI developer in a luxury hotel, several critical aspects emerge. 

Firstly, there is concern about the lack of incentives when salaries are guaranteed regardless of performance. This 

viewpoint emphasizes the importance of performance-based pay to ensure that employees remain motivated to 

achieve results. As one participant mentioned, "Without performance-based incentives, there is a risk of 

complacency, leading to suboptimal performance and failure to fully exploit the potential of AI technology." 

(Participant 1). 

Additionally, the overarching goal of providing services at the lowest possible cost while minimizing staff is a 

recurring theme. The preference is clearly for reducing operational costs, which aligns with the strategic hiring of 

an AI developer. By automating various processes and reducing the need for human labor, significant cost savings 

can be achieved. This aligns well with the aspiration to have minimal employees, as machines can execute tasks 

consistently without the complexities associated with managing a human workforce. Therefore, remuneration 

structures should reflect the cost-saving benefits that an AI developer can bring, potentially justifying higher initial 

salaries with the promise of long-term savings. 

 

6.1.2 Career and Experience 

 

The experience and career perspectives within the HR context reveal a mix of enthusiasm and caution towards AI 

integration. Despite a lack of deep passion for technology, there's an acknowledgment of AI's growing importance 

in the hotel industry. The surprising positive impact of AI in operational workflows indicates a shift in perception 

from skepticism to appreciation of technology's benefits. However, the desire for a human element in crucial HR 

functions such as interpersonal relationship management, conflict resolution, and maintaining a positive work 

environment remains strong. These tasks require empathy and understanding, qualities that AI currently cannot 

replicate fully. One participant stated, "AI can streamline and enhance many HR processes, but the final decision-

making, particularly in recruitment and employee relations, still heavily relies on human expertise." (Participant 

9). 

The reflections on career and experience from various hotel staff provide a comprehensive view of the diverse 

roles and responsibilities within the luxury hotel setting. Each role, from the front office to food and beverage 

services, has unique challenges and preferences. 

 



Front office staff, including porters and receptionists, emphasize the multifaceted nature of their jobs. Tasks range 

from welcoming guests and managing check-ins to handling reservations and addressing customer inquiries and 

complaints. The preference for certain tasks over others is evident, with many staff enjoying the direct interaction 

with guests but finding administrative duties more challenging. The introduction of virtual check-ins has been 

noted positively, indicating a readiness to embrace technology that can streamline guest interactions and reduce 

workload. As one receptionist commented, "Virtual check-ins have significantly reduced the workload, allowing 

us to focus more on direct interactions with guests." (Participant 13) 

Staff in the food and beverage department highlight a slightly different set of responsibilities, with a focus on 

operational tasks such as serving customers, preparing tables, cleaning common areas, and supporting kitchen 

operations. These roles are described as demanding, particularly those that involve direct customer service and 

maintenance of hygiene standards. There's an implicit understanding that technology could assist in some of these 

areas, potentially through automated systems for order management and cleaning. "The work is physically 

demanding, and automation could help with cleaning operations and order management," (Participant 18) noted 

a food service staff member. 

Housekeeping and maintenance staff describe a wide range of activities crucial for maintaining the hotel's 

standards. These include cleaning, managing supplies, and ensuring the upkeep of the hotel premises. The labor-

intensive nature of these tasks suggests that automation could significantly enhance efficiency and reduce physical 

strain on staff. However, there's also a recognition that certain tasks, particularly those involving direct guest 

interaction and personalized service, still require a human touch. "Certain tasks, such as direct guest interaction, 

cannot be automated" (Participant 14) remarked a housekeeping staff member. 

Guest services roles are inherently dynamic, requiring staff to be adaptable and responsive to various guest needs. 

Responsibilities include providing information about the hotel and local attractions, managing complaints, and 

ensuring overall guest satisfaction. These roles highlight the importance of soft skills and the ability to handle 

diverse situations with tact and empathy. While AI can support these functions by providing information and 

managing bookings, the personal connection and immediate problem-solving capabilities of human staff remain 

irreplaceable. One guest services employee stated, "While AI can handle routine inquiries, the personal connection 

and problem-solving skills of human staff are irreplaceable." (Participant 12). 

The discussion on technology integration within the hotel reveals a nuanced perspective. While there's a clear 

recognition of the benefits AI can bring, such as efficiency improvements and cost reductions, there's also caution 

about over-reliance on technology. The primary concern is that AI should not replace human reasoning entirely 

but should be used to augment human capabilities. This balance is crucial to prevent technology from becoming 

a threat rather than an asset. 

AI has the potential to significantly enhance operational efficiency in various departments of a hotel. For instance, 

automated systems for check-ins, room assignments, and reservation management can reduce the workload on 



front office staff and improve accuracy. Similarly, AI-driven analytics can help in optimizing inventory 

management and predicting customer preferences, thereby enhancing the guest experience.  

 

Personalizing the customer experience is another key area where AI can make a substantial impact. By analyzing 

customer data, AI can offer personalized recommendations, tailor services to individual preferences, and 

anticipate needs before they are articulated. This level of personalization can significantly enhance guest 

satisfaction and loyalty. 

AI can also play a supportive role for employees by handling routine tasks, allowing them to focus on more 

complex and rewarding aspects of their jobs. For example, AI chatbots can manage basic inquiries and booking 

modifications, freeing up front office staff to handle more nuanced customer interactions. Similarly, automated 

cleaning robots can assist housekeeping staff, reducing their physical burden and allowing them to concentrate on 

maintaining high standards of cleanliness and guest comfort. 

In conclusion, the integration of AI in a luxury hotel setting presents both opportunities and challenges. The 

potential for cost savings, efficiency improvements, and enhanced customer experiences is significant. However, 

the transition must be managed carefully to maintain the human touch that is essential for certain aspects of hotel 

operations. A balanced approach where AI complements rather than replaces human capabilities will likely yield 

the best results. The experiences and insights from various hotel staff underscore the importance of considering 

both technological and human elements in this transition. 

 

6.2 Organization Performance 

 

In analyzing the performance of organizations within the hospitality sector, several key themes emerge, reflecting 

both the challenges and opportunities presented by contemporary operational environments. A critical area of 

focus is the potential for AI technologies to revolutionize the industry by enhancing efficiency, optimizing 

operations, and improving overall service delivery. AI can automate routine tasks, streamline processes, and 

provide valuable insights through data analysis, which can lead to significant improvements in organizational 

performance. 

However, it is crucial to delineate the boundaries of AI intervention, particularly in areas where human 

involvement is essential. The hospitality industry heavily relies on the emotional and empathetic engagement 

between staff and guests, an area where AI cannot fully replicate the nuances of human interaction. Identifying 

and maintaining these critical touchpoints ensures that the human element remains central to the guest experience, 

preserving the warmth and personal touch that define exceptional service. 

The disparity between the efficiency of the public and private sectors also warrants attention. The public sector 

often grapples with bureaucratic inefficiencies, which can hinder progress and innovation within the hospitality 

industry. This divide underscores the necessity for enhanced collaboration and alignment between the public and 



private sectors to foster a more conducive environment for growth and development. By addressing these 

inefficiencies, the industry can better leverage the strengths of both sectors to enhance overall performance.  

 

6.2.1 Organization Typology 

 

The typology of organizations within the hospitality sector varies widely, encompassing both innovative and 

traditional structures. Innovative organizations are characterized by their adoption of modern recruitment 

processes, advanced operational technologies, and a commitment to continuous improvement. These 

organizations often lead the way in implementing AI solutions, thereby setting new standards for efficiency and 

service quality. 

Conversely, more traditional establishments may be slower to adopt these innovations, facing challenges in 

integrating new technologies and adapting to changing market demands. A common challenge across all 

typologies is the discrepancy between initial expectations and the reality of hiring qualified personnel. The 

dynamic nature of the industry, with its fluctuating demand and high turnover rates, exacerbates this issue, making 

it difficult to attract and retain skilled employees. 

To address these challenges, it is imperative to create a healthy and tranquil work environment that fosters 

employee well-being and satisfaction. This approach can help reduce turnover rates and enhance staff loyalty. 

Additionally, organizations must commit to transparency and legality in their operations, ensuring that they adhere 

to regulations and ethical standards. This commitment builds trust and stability, which are crucial for long-term 

success. 

 

6.2.2 Technology 

 

The role of technology, particularly AI, is increasingly prominent in the hospitality industry, offering numerous 

benefits that can transform various aspects of hotel operations. AI can significantly enhance security through 

intelligent surveillance systems and threat detection, providing a safer environment for both guests and staff. 

These systems can monitor and analyze activities in real-time, identifying potential risks and enabling swift 

responses to incidents. 

Moreover, AI can streamline operational processes, reducing wait times and increasing staff efficiency. For 

example, AI-powered chatbots can handle routine inquiries and reservations, freeing up staff to focus on more 

complex tasks. This not only improves efficiency but also enhances the guest experience by providing quick and 

accurate responses to their needs. 

AI’s role in recruitment and selection is particularly noteworthy. AI can screen resumes, analyze performance 

data, and provide personalized training, thereby improving the quality of hires and overall staff performance. AI-

driven tools can identify the most suitable candidates based on predefined criteria, reducing the time and effort 



required for initial screenings. Additionally, AI can assist in ongoing employee development by identifying skill 

gaps and recommending targeted training programs. 

However, it is crucial that AI is seen as a supportive tool rather than a replacement for human decision-making. 

The technology should be used to complement human efforts, enabling staff to focus on higher-value tasks and 

creative problem-solving. This balanced approach ensures that the benefits of AI are fully realized without 

compromising the human element that is essential to the hospitality industry. 

 

6.2.3 Communication 

 

Effective communication is fundamental in the hospitality sector, and AI can play a transformative role in this 

area. AI-driven systems can facilitate better customer interactions by offering personalized recommendations, 

immediate support, and seamless service integration. These capabilities can significantly enhance the guest 

experience, making services more responsive and tailored to individual needs. 

For instance, AI can analyze guest preferences and behavior patterns to offer customized recommendations for 

dining, activities, and services. Virtual assistants can provide 24/7 support, answering questions and resolving 

issues promptly. This level of personalized service can differentiate an establishment from its competitors and 

foster guest loyalty. 

However, the human element in communication remains irreplaceable. The ability to engage emotionally and 

empathetically with guests is a critical aspect of hospitality that AI cannot replicate. Genuine human interactions 

create memorable experiences and build lasting relationships with guests. Therefore, while AI can handle 

repetitive tasks and provide valuable data insights, the final touch in guest interactions must come from human 

employees. 

Balancing the use of AI with human involvement is key to ensuring that technology enhances rather than 

diminishes the guest experience. Organizations must adopt ethical principles in AI deployment, ensuring that 

technology serves to support and augment human roles without undermining the essential human touch that 

defines the hospitality industry. This approach will enable the industry to leverage the benefits of AI while 

preserving the core values of hospitality. 

 

 

6.3 Organization Behavior 

 

The integration of AI within the hospitality sector is an area of significant interest and investment, promising 

numerous advantages while also raising certain reservations. This analysis delves into the motivations driving the 

adoption of AI, as well as the doubts and potential impacts on the industry, particularly regarding human 

interaction and job roles. 



 

6.3.1 Motivation 

 

The potential for AI to transform the hospitality industry is substantial, offering both economic advantages and 

operational efficiencies. One of the primary motivations for investing in AI is its ability to automate routine and 

repetitive tasks, thereby ensuring continuity of work and reducing operational costs. This is particularly beneficial 

in a sector that demands high levels of service consistency and reliability. "AI can help deliver superior service to 

guests, making operations more efficient and allowing staff to focus on more meaningful tasks," (Participant 2) 

observed a hotel manager. 

AI's capabilities extend to writing articles, creating marketing copy, and preparing presentations, as well as 

analyzing and updating market trends by tapping into vast amounts of online information. This functionality aids 

organizations in staying current and competitive, enabling them to respond swiftly to market changes and 

consumer preferences. Furthermore, AI can enhance guest experiences by providing personalized 

recommendations and immediate support, thus improving overall customer satisfaction. 

The enthusiasm for AI within the industry is palpable. Many see it as a tool that can help deliver superior service 

to guests, making operations more efficient and allowing staff to focus on more meaningful and complex tasks. 

For example, AI can assist in managing reservations, optimizing staff schedules, and even facilitating employee 

training through personalized programs and simulations. These applications not only improve efficiency but also 

elevate the quality of service provided to guests. 

AI is also perceived as a valuable asset in human resources management. It can streamline the recruitment process 

by filtering resumes, analyzing performance data, and identifying the best candidates based on specific criteria. 

Additionally, AI can help manage employee benefits through digital solutions, making access to these benefits 

more straightforward and efficient compared to traditional paper-based methods. 

Despite the enthusiasm for AI, it is important to recognize that the human aspect of hospitality is irreplaceable.  

Many industry professionals highlight the importance of maintaining human interaction and empathy in guest 

services. AI should be seen as a tool that supports and enhances human roles rather than replacing them. This 

balance is crucial to ensure that the unique value of personal interactions is preserved. 

 

6.3.2 Doubts & Potential 

 

While AI offers numerous benefits, there are also significant concerns and potential drawbacks associated with 

its adoption. One of the primary reservations is the fear that AI might replace the human touch that is essential in 

the hospitality sector. The industry relies heavily on personal interactions and the ability to understand and respond 

to guests' emotional and practical needs—something that AI in its current state cannot fully replicate. "The 



hospitality industry heavily relies on personal interactions and the ability to respond to guests' emotional and 

practical needs," (Participant 7) noted a general director. 

The idea of AI handling tasks such as check-ins, cleaning, and guest services raises questions about the loss of 

personal connection and the subtleties of human interaction. For instance, detecting changes in a guest's tone or 

body language and responding empathetically is something that AI struggles with. Human employees bring a level 

of understanding and emotional intelligence that is crucial in providing high-quality service and resolving 

conflicts. 

Moreover, there is a concern about the potential displacement of workers. Automation might lead to the reduction 

of certain job roles, posing a threat to employment in the industry. This fear is particularly pronounced in roles 

that are traditionally seen as requiring a personal touch, such as concierges, housekeepers, and front desk staff. 

While AI can take over routine tasks, the need for human intervention in complex and nuanced situations remains 

critical. "Automation might lead to the reduction of certain job roles, posing a threat to employment in the 

industry," expressed a participant. 

However, many industry professionals also see AI as an opportunity rather than a threat. If implemented correctly, 

AI can augment human capabilities, allowing workers to focus on higher-value tasks that require creativity, critical 

thinking, and emotional intelligence. This shift can lead to more specialized and fulfilling roles for employees, 

enhancing job satisfaction and professional growth. 

AI can also provide valuable insights into customer behavior and preferences, enabling hotels to tailor their 

services more effectively. By analyzing data on guest interactions, preferences, and feedback, AI can help hotels 

anticipate demand, optimize resource allocation, and personalize the guest experience. This data-driven approach 

can significantly enhance customer satisfaction and loyalty. 

Furthermore, AI can assist in the ongoing training and development of staff, providing resources and simulations 

that help improve skills and service quality. By automating routine administrative tasks, AI frees up time for 

employees to engage in continuous learning and professional development. 

 

In conclusion, while AI presents both opportunities and challenges for the hospitality sector, its successful 

integration depends on finding the right balance between automation and human interaction. By leveraging AI to 

handle routine tasks and provide data-driven insights, the industry can enhance efficiency and service quality. 

However, maintaining the essential human touch in guest interactions is crucial to preserving the unique value of 

hospitality services. Therefore, ethical considerations and strategic implementation of AI are vital to maximizing 

its benefits while mitigating potential risks. 



7. Comparative Analysis between Literature Review and Empirical Findings 

 

7.1 Literature Review 

 

The literature review offers a comprehensive exploration of how artificial intelligence is transforming various 

sectors, particularly services and hospitality. Key themes include anthropomorphic design, trust in AI, 

technological applications, organizational dynamics, and ethical considerations. 

 

Anthropomorphic Design Cues and Communicative Agency Framing: Araujo (2018) explores the impact of 

anthropomorphic design cues and communicative agency framing on perceptions of conversational agents like 

chatbots. This study highlights that chatbots with human-like attributes, such as names and informal language 

styles, significantly enhance customer satisfaction and emotional connection with the company. The design of AI 

interfaces plays a crucial role in making technology approachable and effective in customer service. 

Anthropomorphism, or the attribution of human traits to non-human entities, and social presence, the sense of 

being with another entity, are essential for successful human-AI interactions. Users are more likely to engage 

positively with AI that mimics human conversational patterns, emphasizing the role of design in AI deployment. 

The study's findings suggest that anthropomorphic design cues not only enhance the perceived social presence of 

chatbots but also improve overall customer attitudes towards the company. This direct link between AI design and 

business performance indicates that careful consideration of AI interface design can lead to enhanced customer 

loyalty and satisfaction. 

 

Trust in AI for Decision-Making: Lacroux and Martin-Lacroux (2022) investigate trust in AI, particularly within 

the context of resume screening in human resources (HR). Their research identifies two polarized attitudes towards 

AI recommendations: algorithm aversion and automation bias. Algorithm aversion reflects a general distrust and 

preference for human decision-making, especially in subjective areas like recruitment. Conversely, automation 

bias denotes an over-reliance on AI recommendations, sometimes leading to poor decision-making. 

Their experiment involving 694 professionals reveals a higher level of trust towards human expert 

recommendations compared to algorithmic ones. Inconsistent algorithmic recommendations can lead recruiters to 

favor less suitable candidates, highlighting the complex dynamics of trust in AI. These findings underscore the 

need for transparent and reliable AI systems that can gain user trust through consistent and accurate performance. 

Additionally, the study highlights the role of personal characteristics in shaping trust in AI. Factors such as 

extraversion, neuroticism, and self-confidence influence how individuals perceive and rely on algorithmic 

recommendations. 

 



AI Applications in the Hospitality Sector: AI is utilized to enhance operational efficiency and guest experience 

through tools like chatbots, virtual assistants, and automated check-in systems. These technologies streamline 

processes, reduce wait times, and offer personalized recommendations, significantly improving customer 

satisfaction and loyalty. AI can analyze guest preferences and behaviors to provide tailored services, enhancing 

the guest experience and fostering loyalty. 

AI also assists in managing bookings, optimizing pricing strategies, and improving customer engagement through 

personalized marketing. Its ability to handle large volumes of data and provide real-time insights allows hotels to 

make more informed decisions, leading to better resource allocation and higher revenue. For example, AI-driven 

revenue management systems help hotels optimize pricing by analyzing market demand and competitor pricing, 

enabling them to maximize revenue while offering competitive rates to guests. AI's role extends to backend 

operations, where it is used to manage supply chains, monitor inventory levels, and predict demand patterns. 

These capabilities enable companies to operate more efficiently, reduce costs, and respond more quickly to market 

changes. In the aviation industry, AI can analyze flight data to predict maintenance needs and optimize flight 

schedules, reducing delays and improving operational efficiency. In tourism, AI-driven recommendation systems 

provide personalized travel itineraries based on user preferences and historical data, enhancing the travel 

experience. 

 

Impact on Employees and Organizational Dynamics: The integration of AI can automate routine tasks, freeing 

employees to focus on more complex and value-added activities. This can lead to enhanced job satisfaction and 

productivity. However, there is a risk of job displacement, particularly in roles heavily reliant on repetitive tasks. 

To address these challenges, organizations must invest in training and development programs to help employees 

adapt to new technologies. 

Effective change management is crucial for the successful integration of AI. Employees may experience anxiety 

and resistance to change, particularly if they perceive AI as a threat to their jobs. Effective communication and 

involvement of employees in the implementation process can alleviate these concerns and foster a positive attitude 

towards AI. Moreover, providing ongoing support and opportunities for skill enhancement can mitigate the 

negative impacts of AI and ensure that employees remain engaged and motivated. 

 

Ethical Considerations and Challenges: Bias in AI algorithms is a significant concern, as it can lead to 

discriminatory outcomes and perpetuate existing inequalities. For example, if an AI system is trained on biased 

data, it can perpetuate those biases in its decision-making processes. This is particularly problematic in areas like 

recruitment, where biased algorithms can affect hiring decisions and perpetuate gender, racial, and other forms of 

discrimination. To mitigate these risks, researchers and practitioners advocate for greater transparency in AI 

development and deployment. This includes disclosing how algorithms are trained and the data they use, as well 

as implementing measures to detect and correct biases. 



The increasing autonomy of AI systems raises questions about accountability. As AI systems become more 

autonomous, it becomes increasingly difficult to attribute responsibility for their actions. This raises important 

questions about who should be held accountable when AI systems make mistakes or cause harm. Addressing these 

issues requires a comprehensive legal and regulatory framework that clearly defines the responsibilities of AI 

developers, users, and other stakeholders. 

 

Data privacy and security are also critical considerations. With the increasing use of AI to collect and analyze 

personal data, there is a growing need for robust data protection frameworks. Regulations such as the General 

Data Protection Regulation (GDPR) in the European Union set strict guidelines for data collection, processing, 

and storage, ensuring individuals' privacy rights are protected. Organizations must ensure compliance with these 

regulations to avoid legal penalties and maintain user trust. This includes implementing strong data encryption 

methods, obtaining explicit consent from users for data collection, and providing users with the ability to access 

and control their data. 

 

7.2 Empirical Findings 

 

The empirical findings derived from interviews with hoteliers and employees provide a detailed and 

contextualized view of how AI is perceived and used in the hotel sector.  

 

Impact in HR: Participants expressed concern about the lack of performance-based incentives when salaries are 

guaranteed. It was suggested that remuneration structures should reflect the cost-saving benefits of automation, 

potentially justifying higher initial salaries with the promise of long-term savings. As one participant mentioned, 

"Without performance-based incentives, there is a risk of complacency leading to suboptimal performance and 

failure to fully exploit the potential of AI technology." 

Despite an initial lack of enthusiasm for technology, there is a growing recognition of AI's value in optimizing 

operational workflows. However, there remains a strong desire to maintain a human element in crucial HR 

functions such as interpersonal relationship management and conflict resolution. One participant stated, "AI can 

streamline and enhance many HR processes, but the final decision-making, particularly in recruitment and 

employee relations, still heavily relies on human expertise." 

Front office staff, including porters and receptionists, highlighted the multifaceted nature of their jobs. Tasks range 

from welcoming guests and managing check-ins to handling reservations and addressing customer inquiries and 

complaints. The preference for certain tasks over others is evident, with many staff enjoying direct interaction 

with guests but finding administrative duties more challenging. The introduction of virtual check-ins has been 

noted positively, indicating a readiness to embrace technology that can streamline guest interactions and reduce 



workload. As one receptionist commented, "Virtual check-ins have significantly reduced the workload, allowing 

us to focus more on direct interactions with guests." 

Staff in the food and beverage department highlighted a slightly different set of responsibilities, focusing on 

operational tasks such as serving customers, preparing tables, cleaning common areas, and supporting kitchen 

operations. These roles are described as demanding, particularly those involving direct customer service and 

maintenance of hygiene standards. There's an implicit understanding that technology could assist in some of these 

areas, potentially through automated systems for order management and cleaning. "The work is physically 

demanding, and automation could help with cleaning operations and order management," noted a food service 

staff member. 

Housekeeping and maintenance staff described a wide range of activities crucial for maintaining the hotel's 

standards, including cleaning, managing supplies, and ensuring the upkeep of the hotel premises. The labor-

intensive nature of these tasks suggests that automation could significantly enhance efficiency and reduce physical 

strain on staff. However, there's also recognition that certain tasks, particularly those involving direct guest 

interaction and personalized service, still require a human touch. "Certain tasks, such as direct guest interaction, 

cannot be automated," remarked a housekeeping staff member. 

Guest services roles are inherently dynamic, requiring staff to be adaptable and responsive to various guest needs. 

Responsibilities include providing information about the hotel and local attractions, managing complaints, and 

ensuring overall guest satisfaction. These roles highlight the importance of soft skills and the ability to handle 

diverse situations with tact and empathy. While AI can support these functions by providing information and 

managing bookings, the personal connection and immediate problem-solving capabilities of human staff remain 

irreplaceable. One guest services employee stated, "While AI can handle routine inquiries, the personal connection 

and problem-solving skills of human staff are irreplaceable." 

 

Organizational Performance: In analyzing the performance of organizations within the hospitality sector, several 

key themes emerge, reflecting both the challenges and opportunities presented by contemporary operational 

environments. A critical area of focus is the potential for AI technologies to revolutionize the industry by 

enhancing efficiency, optimizing operations, and improving overall service delivery. AI can automate routine 

tasks, streamline processes, and provide valuable insights through data analysis, leading to significant 

improvements in organizational performance. 

However, it is crucial to delineate the boundaries of AI intervention, particularly in areas where human 

involvement is essential. The hospitality industry heavily relies on emotional and empathetic engagement between 

staff and guests, an area where AI cannot fully replicate the nuances of human interaction. Identifying and 

maintaining these critical touchpoints ensures that the human element remains central to the guest experience, 

preserving the warmth and personal touch that define exceptional service. 



The disparity between the efficiency of the public and private sectors also warrants attention. The public sector 

often grapples with bureaucratic inefficiencies, hindering progress and innovation within the hospitality industry. 

This divide underscores the necessity for enhanced collaboration and alignment between the public and private 

sectors to foster a more conducive environment for growth and development. By addressing these inefficiencies, 

the industry can better leverage the strengths of both sectors to enhance overall performance. 

 

Organizational Typology: The typology of organizations within the hospitality sector varies widely, encompassing 

both innovative and traditional structures. Innovative organizations are characterized by their adoption of modern 

recruitment processes, advanced operational technologies, and a commitment to continuous improvement. These 

organizations often lead the way in implementing AI solutions, setting new standards for efficiency and service 

quality. 

Conversely, more traditional establishments may be slower to adopt these innovations, facing challenges in 

integrating new technologies and adapting to changing market demands. A common challenge across all 

typologies is the discrepancy between initial expectations and the reality of hiring qualified personnel. The 

dynamic nature of the industry, with its fluctuating demand and high turnover rates, exacerbates this issue, making 

it difficult to attract and retain skilled employees. 

To address these challenges, it is imperative to create a healthy and tranquil work environment that fosters 

employee well-being and satisfaction. This approach can help reduce turnover rates and enhance staff loyalty. 

Additionally, organizations must commit to transparency and legality in their operations, ensuring they adhere to 

regulations and ethical standards. This commitment builds trust and stability, crucial for long-term success. 

 

Technology: The role of technology, particularly AI, is increasingly prominent in the hospitality industry, offering 

numerous benefits that can transform various aspects of hotel operations. AI can significantly enhance security 

through intelligent surveillance systems and threat detection, providing a safer environment for both guests and 

staff. These systems can monitor and analyze activities in real-time, identifying potential risks and enabling swift 

responses to incidents. 

Moreover, AI can streamline operational processes, reducing wait times and increasing staff efficiency. For 

example, AI-powered chatbots can handle routine inquiries and reservations, freeing up staff to focus on more 

complex tasks. This not only improves efficiency but also enhances the guest experience by providing quick and 

accurate responses to their needs. 

AI's role in recruitment and selection is particularly noteworthy. AI can screen resumes, analyze performance data, 

and provide personalized training, improving the quality of hires and overall staff performance. AI-driven tools 

can identify the most suitable candidates based on predefined criteria, reducing the time and effort required for 

initial screenings. Additionally, AI can assist in ongoing employee development by identifying skill gaps and 

recommending targeted training programs. 



However, it is crucial that AI is seen as a supportive tool rather than a replacement for human decision-making. 

The technology should complement human efforts, enabling staff to focus on higher-value tasks and creative 

problem-solving. This balanced approach ensures the benefits of AI are fully realized without compromising the 

human element essential to the hospitality industry. 

Communication: Effective communication is fundamental in the hospitality sector, and AI can play a 

transformative role in this area. AI-driven systems can facilitate better customer interactions by offering 

personalized recommendations, immediate support, and seamless service integration. These capabilities 

significantly enhance the guest experience, making services more responsive and tailored to individual needs.  

 

For instance, AI can analyze guest preferences and behavior patterns to offer customized recommendations for 

dining, activities, and services. Virtual assistants can provide 24/7 support, answering questions and resolving 

issues promptly. This level of personalized service can differentiate an establishment from its competitors and 

foster guest loyalty. 

However, the human element in communication remains irreplaceable. The ability to engage emotionally and 

empathetically with guests is a critical aspect of hospitality that AI cannot replicate. Genuine human interactions 

create memorable experiences and build lasting relationships with guests. Therefore, while AI can handle 

repetitive tasks and provide valuable data insights, the final touch in guest interactions must come from human 

employees. 

Balancing the use of AI with human involvement is key to ensuring technology enhances rather than diminishes 

the guest experience. Organizations must adopt ethical principles in AI deployment, ensuring technology supports 

and augments human roles without undermining the essential human touch defining the hospitality industry. This 

approach enables the industry to leverage AI's benefits while preserving core hospitality values.  

 

Organizational Behavior: The integration of AI within the hospitality sector promises numerous advantages while 

raising certain reservations. This analysis delves into the motivations driving AI adoption, doubts, and potential 

impacts on the industry, particularly regarding human interaction and job roles. 

 

Motivation: The potential for AI to transform the hospitality industry is substantial, offering both economic 

advantages and operational efficiencies. One of the primary motivations for investing in AI is its ability to 

automate routine and repetitive tasks, ensuring work continuity and reducing operational costs. This is particularly 

beneficial in a sector demanding high levels of service consistency and reliability. "AI can help deliver superior 

service to guests, making operations more efficient and allowing staff to focus on more meaningful tasks," 

observed a hotel manager. 

AI's capabilities extend to writing articles, creating marketing copy, preparing presentations, and analyzing and 

updating market trends by tapping into vast amounts of online information. This functionality aids organizations 



in staying current and competitive, enabling them to respond swiftly to market changes and consumer preferences. 

Furthermore, AI can enhance guest experiences by providing personalized recommendations and immediate 

support, improving overall customer satisfaction. 

The enthusiasm for AI within the industry is palpable. Many see it as a tool that can help deliver superior service 

to guests, making operations more efficient and allowing staff to focus on more meaningful and complex tasks. 

For example, AI can assist in managing reservations, optimizing staff schedules, and even facilitating employee 

training through personalized programs and simulations. These applications not only improve efficiency but also 

elevate the quality of service provided to guests. 

 

AI is also perceived as a valuable asset in human resources management. It can streamline the recruitment process 

by filtering resumes, analyzing performance data, and identifying the best candidates based on specific criteria. 

Additionally, AI can help manage employee benefits through digital solutions, making access to these benefits 

more straightforward and efficient compared to traditional paper-based methods. Despite the enthusiasm for AI, 

it is important to recognize the irreplaceable human aspect of hospitality. Many industry professionals highlight 

the importance of maintaining human interaction and empathy in guest services. AI should be seen as a tool that 

supports and enhances human roles rather than replacing them. This balance is crucial to ensure the unique value 

of personal interactions is preserved. 

 

Doubts and Potential: While AI offers numerous benefits, there are significant concerns and potential drawbacks 

associated with its adoption. One primary reservation is the fear that AI might replace the human touch essential 

in the hospitality sector. The industry relies heavily on personal interactions and the ability to understand and 

respond to guests' emotional and practical needs—something that AI, in its current state, cannot fully replicate. 

"The hospitality industry heavily relies on personal interactions and the ability to respond to guests' emotional 

and practical needs," noted a participant. 

The idea of AI handling tasks such as check-ins, cleaning, and guest services raises questions about the loss of 

personal connection and the subtleties of human interaction. For instance, detecting changes in a guest's tone or 

body language and responding empathetically is something that AI struggles with. Human employees bring a level 

of understanding and emotional intelligence crucial in providing high-quality service and resolving conflicts. 

Moreover, there is a concern about the potential displacement of workers. Automation might lead to the reduction 

of certain job roles, posing a threat to employment in industry. This fear is particularly pronounced in roles 

traditionally requiring a personal touch, such as concierges, housekeepers, and front desk staff. While AI can take 

over routine tasks, the need for human intervention in complex and nuanced situations remains critical. 

"Automation might lead to the reduction of certain job roles, posing a threat to employment in the industry," 

expressed a participant. 



However, many industry professionals also see AI as an opportunity rather than a threat. If implemented correctly, 

AI can augment human capabilities, allowing workers to focus on higher-value tasks requiring creativity, critical 

thinking, and emotional intelligence. This shift can lead to more specialized and fulfilling roles for employees, 

enhancing job satisfaction and professional growth. 

AI can also provide valuable insights into customer behavior and preferences, enabling hotels to tailor their 

services more effectively. By analyzing data on guest interactions, preferences, and feedback, AI can help hotels 

anticipate demand, optimize resource allocation, and personalize the guest experience. This data-driven approach 

can significantly enhance customer satisfaction and loyalty. 

 

Furthermore, AI can assist in the ongoing training and development of staff, providing resources and simulations 

to improve skills and service quality. By automating routine administrative tasks, AI frees up time for employees 

to engage in continuous learning and professional development. 

In conclusion, while AI presents both opportunities and challenges for the hospitality sector, its successful 

integration depends on finding the right balance between automation and human interaction. Leveraging AI to 

handle routine tasks and provide data-driven insights can enhance efficiency and service quality. However, 

maintaining the essential human touch in guest interactions is crucial to preserving the unique value of hospitality 

services. Therefore, ethical considerations and strategic implementation of AI are vital to maximizing its benefits 

while mitigating potential risks. 

 

7.3 Comparative Analysis 

 

The comparison between the literature review and empirical findings reveals several key similarities and 

differences: 

 

7.3.1 Similarities 

 

Operational Efficiency: Both sources recognize AI as a means to improve operational efficiency, reducing 

employee workload and enhancing the accuracy of operations. This is evident from the implementation of tools 

like chatbots and automated check-in systems, which streamline processes and reduce manual labor. 

 

Importance of Human Touch: Both the literature and empirical findings emphasize the importance of maintaining 

human interaction in areas requiring empathy and understanding, such as customer relationship management. This 

highlights the irreplaceable value of human employees in delivering personalized and empathetic service. 

 

7.3.2 Differences 



 

Perception of Risk: While the literature discusses the risk of algorithmic bias and the need for transparency, 

empirical findings highlight concerns about job displacement and the need for performance-based incentives. 

Participants expressed fears that AI might replace the human touch essential in the hospitality sector, emphasizing 

the need for a balanced approach to AI integration. 

 

Acceptance of AI: The literature indicates a general acceptance of AI with a focus on ethical challenges, whereas 

empirical findings show a more cautious acceptance, with practical concerns about AI implementation and 

adoption in everyday contexts. This reflects a more nuanced view of AI, acknowledging its potential benefits 

while remaining wary of its limitations and impact on the workforce. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

8. Conclusion 

 

The integration of Artificial Intelligence into the hospitality and tourism sector marks a revolutionary shift with 

profound implications for operational efficiency, customer experience, and employee dynamics. This 

comprehensive study, focusing specifically on hotels in Rome, explores these multifaceted impacts through a 

mixed-methods approach that combines qualitative interviews and quantitative analysis. The findings reveal both 

the opportunities and challenges associated with AI adoption in the hospitality industry, providing a nuanced 

understanding that is crucial for both academic knowledge and practical application. 

 

One of the most significant advantages of AI in the hospitality industry is its ability to enhance operational 

efficiency. AI technologies such as automated check-in systems, chatbots, and virtual assistants streamline routine 

tasks, reduce the workload on human employees, and minimize human error. This technological integration allows 

hotels to operate more smoothly, ensuring that services are delivered promptly and accurately. For instance, AI 

significantly improves booking management, inventory tracking, and staff scheduling, leading to cost reductions 

and increased productivity. AI-driven data analysis provides invaluable insights into customer preferences and 

behaviors, enabling hotels to offer personalized services, optimize pricing strategies, and make informed decisions 

regarding resource allocation. By predicting guest demand patterns, AI systems allow for better planning and 

inventory management, which not only reduces waste but also enhances guest satisfaction. Hotels can thus 

leverage AI to maintain high service standards while managing resources more effectively. 

 

Moreover, AI's role in operational efficiency extends to back-of-house processes, such as housekeeping and 

maintenance. Predictive maintenance systems, powered by AI, can anticipate equipment failures and schedule 

timely repairs, reducing downtime and ensuring that facilities remain in optimal condition. Similarly, AI-driven 

energy management systems optimize heating, cooling, and lighting based on occupancy patterns, leading to 

substantial energy savings and sustainability improvements. 

 

AI has profoundly transformed the customer experience in the hospitality industry. AI-powered tools offer 

personalized recommendations for dining, entertainment, and local attractions, tailored to individual guest 

preferences. Virtual assistants provide 24/7 support, handling inquiries and resolving issues promptly, thereby 

enhancing the overall guest experience. These AI applications not only improve service quality but also foster 

guest loyalty by creating a more personalized and engaging stay. The study highlights the importance of 

anthropomorphic design cues in AI interfaces, which make interactions with AI systems more human-like and 

engaging. Chatbots with human-like attributes, such as names and informal language styles, significantly enhance 

customer satisfaction and emotional connection with the company. This humanization of AI contributes to higher 



levels of customer satisfaction and emotional connection with the brand, demonstrating that careful design of AI 

interfaces is crucial for making technology approachable and effective in customer service. Furthermore, AI's 

ability to analyze vast amounts of customer data enables hotels to anticipate guest needs and preferences, offering 

tailored services that enhance the overall guest experience. For example, AI can recommend activities and services 

based on a guest's past behavior, creating a more personalized and enjoyable stay. This level of personalization, 

driven by AI, significantly improves guest satisfaction and fosters loyalty. 

 

While AI offers numerous advantages, its integration into the hospitality industry also presents significant 

challenges, particularly concerning workforce dynamics. One of the primary concerns is the potential 

displacement of jobs due to automation. Routine tasks traditionally performed by human employees are 

increasingly being handled by AI, raising fears of job loss among staff. However, the study found that AI can 

complement human roles by taking over repetitive tasks, allowing employees to focus on more complex and 

rewarding aspects of their jobs. This shift can lead to more specialized and fulfilling roles for employees, 

enhancing job satisfaction and professional growth. AI can also assist in the ongoing training and development of 

staff. By providing resources and simulations, AI helps improve employee skills and service quality. Continuous 

learning, supported by AI, ensures that staff remain competent and capable of delivering high-quality service in 

an increasingly automated environment. Moreover, AI can support human resource functions by screening 

resumes, analyzing performance data, and identifying the best candidates based on specific criteria. This capability 

streamlines the recruitment process and improves the overall quality of hires. 

 

Despite these benefits, there is a prevalent concern about the potential erosion of the human touch in hospitality 

services. The industry relies heavily on personal interactions and the ability to understand and respond to guests' 

emotional and practical needs—areas where AI, in its current state, cannot fully replicate human capabilities. 

Detecting changes in a guest's tone or body language and responding empathetically is something that AI struggles 

with, emphasizing the irreplaceable value of human employees in delivering high-quality service and resolving 

conflicts. 

 

The ethical implications of AI adoption are critical to its successful integration. Ensuring transparency, preventing 

algorithmic bias, and maintaining data privacy are essential to building trust in AI systems. The study emphasizes 

the importance of ethical guidelines and strategic implementation to maximize the benefits of AI while mitigating 

potential risks. Ethical considerations must be at the forefront of AI deployment to ensure that technology supports 

and augments human roles without undermining the essential human touch that defines the hospitality industry. 

One of the key ethical concerns is algorithmic bias, where AI systems may perpetuate existing inequalities or 

create new ones. To address this, rigorous testing and validation are necessary to ensure that AI systems operate 

fairly and equitably. Regular audits and impact assessments can help identify and correct biases, ensuring that AI 



contributes to a more inclusive and equitable hospitality industry. Data privacy and security are also paramount. 

With AI systems handling large volumes of personal data, hotels must implement robust data protection measures 

to prevent breaches and misuse. Compliance with regulations such as the General Data Protection Regulation 

(GDPR) is essential to maintain user trust and avoid legal penalties. Hotels should adopt best practices for data 

encryption, obtain explicit consent for data collection, and provide users with control over their personal 

information. 

 

Based on the findings, the study provides several practical recommendations for hoteliers looking to integrate AI 

into their operations: AI should be used to complement human roles, not replace them. By handling routine tasks, 

AI can free up staff to focus on more value-added activities that require human empathy and creativity. Leverage 

AI to enhance personalized guest experiences by analyzing customer data and offering tailored services and 

recommendations. Utilize AI for ongoing staff training and development to ensure employees remain skilled and 

capable of delivering high-quality service. Implement ethical guidelines to ensure transparency, prevent bias, and 

protect data privacy in AI applications. Develop a comprehensive strategy for AI adoption that aligns with the 

hotel's overall goals and enhances both operational efficiency and customer satisfaction. Involve employees in the 

AI integration process to alleviate concerns and foster a positive attitude towards technology adoption. Effective 

communication and change management are crucial to ensure a smooth transition. Stay abreast of evolving 

regulations and ensure compliance with data protection laws to maintain user trust and avoid legal issues. 

 

The integration of AI in the hospitality and tourism industry represents a transformative development with far-

reaching implications. As hotels strive to meet the evolving expectations of modern travelers, AI technologies 

offer powerful tools to enhance operational efficiency, elevate customer experiences, and drive business success. 

This thesis has explored these dimensions in depth, providing a comprehensive analysis that contributes to both 

academic knowledge and practical applications in the industry. The study's findings and recommendations serve 

as a valuable resource for hoteliers, policymakers, and researchers, helping to shape the future of AI in the 

hospitality sector. By understanding and addressing the complexities of AI integration, the hospitality industry 

can navigate the challenges and harness the potential of AI to create more efficient, personalized, and ethical 

service environments. The future of AI in hospitality is promising, and with careful implementation, it can lead to 

significant advancements in both guest satisfaction and operational excellence. As AI continues to evolve, its role 

in transforming service delivery and organizational dynamics will likely become even more pronounced, 

necessitating ongoing examination and adaptation. The hospitality industry must embrace AI strategically, 

ensuring that it enhances rather than diminishes the human aspects of service that are crucial to guest satisfaction. 

By adopting a balanced approach that combines technological innovation with human empathy, the industry can 

achieve a sustainable and competitive edge in a rapidly changing landscape. The insights gained from this study 



provide a roadmap for hoteliers to navigate the complexities of AI integration, fostering a future where technology 

and human touch coexist harmoniously to deliver exceptional hospitality experiences. 

 

 

8.1 Future Directions and Research 

 

The future of AI in service and hospitality holds immense potential, with ongoing advancements promising even 

greater efficiencies and customer experiences. Future research should focus on the integration of AI with other 

emerging technologies, such as the Internet of Things (IoT) and blockchain, to create more interconnected and 

secure systems. 

Additionally, exploring the social and psychological impacts of AI on employees and customers will be crucial. 

Understanding how AI influences job satisfaction, customer trust, and overall well-being can inform the 

development of strategies that maximize the benefits of AI while mitigating potential downsides. 

The role of AI in sustainability is another promising area for future research. AI technologies can help companies 

reduce their environmental footprint by optimizing energy use, managing waste, and promoting sustainable 

practices. For instance, AI-powered energy management systems can monitor and control energy consumption in 

real-time, reducing waste and lowering costs. These systems can also integrate renewable energy sources, 

enhancing the overall sustainability of operations. 

 

The integration of AI in service and hospitality sectors presents significant opportunities for enhancing customer 

experiences and operational efficiency. However, it also poses challenges related to trust, ethical considerations, 

and employee adaptation. Future research should focus on developing frameworks that balance AI's capabilities 

with human oversight, ensuring that these technologies are implemented in ways that are both effective and 

equitable. As AI continues to evolve, its role in transforming service delivery and organizational dynamics will 

likely become even more pronounced, necessitating ongoing examination and adaptation. 
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