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Purpose: This paper investigates the impact of Al on the efficiency of hotel operations, with a focus on
improving service quality, optimizing resource utilization, and reducing manual workloads.

Methodology/ Design/ Approach: Using a mixed-methods approach, data was collected through surveys and
interviews with hotel staff across various departments in leading hotels. Quantitative data was analyzed to
measure changes in key performance indicators (KPIs), such as response time to guest requests,
housekeeping efficiency, and maintenance schedules, before and after Al implementation.

Findings: The findings reveal that Al significantly improves operational efficiency by automating routine
tasks, optimizing staff scheduling, and enabling predictive maintenance. Staff members reported increased
productivity, better focus on personalized services, and improved guest satisfaction.

Originality of the Paper: This paper contributes original insights into the growing field of Al in hospitality,
providing a practical framework for hotel management to integrate Al technologies while maintaining
human-centric service quality.

© 2025 The Authors. Published by IASE. This is an open access article under the CC
BY-NC-ND license (http://creativecommons.org/licenses/by-nc-nd/4.0/).

INTRODUCTION

The hospitality industry is experiencing a
profound transformation driven by rapid
technological
Artificial Intelligence (Al) emerging as a
pivotal catalyst for enhancing operational
efficiency and guest satisfaction (Hao,
2024). In
personalized service and exceptional guest
experiences

technologies are

an environment

workflows, offering unprecedented
opportunities to streamline operations and
optimize resource management (Sharma et
al, 2023; Al-Hyari et al, 2023). Hotel staff,
advancements, with positioned at the forefront of service
delivery, stand to benefit from Al's
capabilities, which can automate routine
tasks, provide data-driven insights, and
where facilitate predictive maintenance, thereby
enhancing productivity and enriching guest

are paramount, Al 2020

interactions.  (Prentice et al,

redefining traditional Basalamah et al, 2024).

89


http://www.ijaas.in/
http://creativecommons.org/licenses/by-nc-nd/4.0/

International Journal of Advanced and Applied Sciences, 12(9) 2025, Pages: 89-108

Al's

encompasses

integration into hotel operations

various domains, from

automating check-ins and managing

customer  inquiries  to  optimizing

housekeeping  schedules and  staff
assignments  (Stili¢ et al, 2023). By
deploying Al-powered chatbots and virtual
assistants, hotels can efficiently handle
guest inquiries, reducing the workload on
human staff and allowing them to focus on
more tasks

(Basalamah et al, 2024). For instance, Al-

complex,  guest-centric

driven tools have been shown to
significantly reduce operating costs in
customer support functions, with 89% of
hoteliers acknowledging Al's role in cost
reduction (Kannan, 2024. Moreover, Al's
ability to analyze real-time data enables
dynamic adjustments to staffing levels and
task allocations, ensuring optimal resource
utilization and swift response to guest

needs.

This paper seeks to the

multifaceted role of Al in optimizing staff

explore

performance and operational efficiency in
hotels (Milton, 2024). By examining real-
world applications and analyzing the key
performance indicators (KPIs) influenced
by Al technologies, this study provides
insights into how hotels can leverage these
innovations to meet the growing demands
of modern travellers while maintaining

cost-effective operations (Bellos, 2024).

90

Moreover, it addresses the challenges
associated with Al adoption, including
training, integration costs, and concerns
around job displacement, offering a
balanced view of Al's potential in the
hospitality industry (Limna, 2023; Seal et

al, 2024).

Despite the growing body of literature on
the integration of artificial intelligence
(Al) in various industries, there remains a
gap in
specific impact on operational efficiency

significant understanding  its

within the hospitality sector. Previous
studies have primarily focused on the
benefits of Al

providing empirical evidence on its actual

theoretical without

effects on key performance indicators
(KPI's) in hotel operations. Additionally,
while some research has explored staff
perceptions of Al, there is limited insight
into how these perceptions influence the
successful  implementation  of Al

technologies.  Furthermore, challenges
such as training requirements, adaption
costs, and concerns about job displacement
have not been thoroughly examined in
relation to their impact on operational
efficiency. This paper aims to address
these gaps by providing a comprehensive
of both the

challenges associated with Al adoption in

analysis benefits and

hospitality, thus offering a more nuanced
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understanding of its role in enhancing

operational efficiency.

Based on the identified research gap, the

following hypothesis is proposed:

H1: The integration of Al technologies in
hotel operations positively correlates with
increased staff efficiency, leading to
improvements in task completion times

and overall productivity.

H2: The adoption of Al reduces the
burden of repetitive tasks on hotel staff,

thereby enhancing job satisfaction.

Through this investigation, the paper aims
to contribute to the broader discourse on
digital transformation in hospitality,
providing a practical framework for hotel
managers to harness Al-driven solutions in
that maximizes

a way operational

efficiency without compromising the
human touch that defines exceptional
service in the industry. While previous
studies have explored the theoretical
Al,  this

itself by

implications  of research

distinguishes empirically
validating how Al adoption affects staff
efficiency and job satisfaction, offering a
more grounded and actionable perspective

for practitioners and researchers alike.

LITERATURE REVIEW
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In the competitive realm of hospitality,

operational efficiency stands as a
cornerstone for success. The advent of
Artificial Intelligence (Al) has ushered in a
transformative era for this sector, offering
unprecedented opportunities to enhance
staff productivity and optimize service
delivery (Sharma et al, 2023). Al's initial
impact in the hospitality sector is most
evident in its ability to streamline routine
2024).

integration of intelligent

operations
Through the

(Basalamah et al,

automation systems, hotels and restaurants
can automate time-consuming tasks such
as bookings, check-ins, and check-outs.
Chatbots and virtual assistants, powered
by Al, can handle customer inquiries and
24/7  with
accuracy and efficiency (Stili¢ et al, 2023).

reservations remarkable
This not only frees up staff to focus on
more complex tasks but also reduces wait

times and enhances customer satisfaction.

Personalization is a key driver of customer
satisfaction in hospitality (Seal et al, 2024;
2023). Al

analyzing large datasets to derive insights

Al-Hyari et al, excels in

about  individual  preferences and
behaviours. By leveraging Al-driven data
analytics, hotels and restaurants can tailor
their services to meet the specific needs
and preferences of each guest (Peng,
2020). For example, Al

suggest personalized dining options, room

systems can
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settings, and recreational activities based
on previous guest behaviour, significantly
enhancing the guest experience while
optimizing staff
2024).

interventions (Milton,

Al also plays a critical role in predictive
maintenance and resource management.
By using Al to monitor equipment and
infrastructure, hospitality businesses can
predict failures before they occur, thereby
minimizing downtime and maintenance
costs (Seal et al, 2024). Furthermore, Al-
driven resource management tools can
optimize the use of energy, water, and
other resources, leading to cost savings
and environmental sustainability (Bakshi
& Singh, 2024). This predictive capability
ensures that the operational staff can pre-
emptively address potential issues, thus
avoiding  guest inconvenience  and
operational disruptions (Sharma et al,

2023).

One of the most significant benefits of Al
in hospitality is in the optimization of
workforce  management.  Al-powered
scheduling tools can predict peak times
and adjust staffing levels accordingly,
ensuring that the staff-to-guest ratio is
always optimal (M'hamed & Idrissi, 2024).
This not only improves service delivery
but also enhances employee satisfaction by
and  burnout.

preventing  overwork
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Additionally, Al can help in training staff

more effectively by using virtual reality

(VR) and augmented reality (AR)
simulations  that provide hands-on
experience in a controlled, virtual

environment (Seal et al, 2024).

Despite its benefits, the integration of Al
in hospitality comes with challenges (Nam
2021).
paramount, as the use of Al involves the

et al, Privacy concerns are
collection and analysis of large amounts of
personal data (Afaq et al, 2025). Ensuring
data security and adhering to privacy laws
maintain  trust and
2023).

is the challenge of balancing

is essential to
compliance (Limna, Moreover,
there
technology and human touch—hospitality
thrives on personal interactions, and it is
crucial to maintain this element while

integrating Al (Bellos, 2024).

In summary, the existing literature has
emphasized Al’s role in improving service
delivery, personalization, and resource
optimization. However, there is a notable
gap in studies that empirically examine
Al’s influence on staff-level operational
metrics and job satisfaction. Additionally,
few studies have explored employee
perceptions of Al integration. While most
prior studies are either conceptual or
limited to guest-facing outcomes, this

study empirically investigates the internal,
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staff-related outcomes of Al integration—

an area underexplored in hospitality
research

METHODOLOGY

This study employs an explanatory
sequential mixed-methods design to
evaluate the impact of Artificial

Intelligence (Al) on hotel staff efficiency
and job satisfaction. The study combines
quantitative data analysis to assess the
of Al-driven tools on

impact key

performance metrics, such as service
resource utilization, and task

with

quality,

completion  time, qualitative
interviews to gain insights into employee
and management perspectives on Al
implementation. This dual approach will
provide a comprehensive understanding of
the impact of Al on operational efficiency
and the human factors influencing its

adoption.

The quantitative phase (Mweshi et al,
2024) involves a survey distributed to
hotel management and staff in various
roles (e.g., front desk, housekeeping, and
food

selected hotels that have implemented Al

and beverage services) across
tools. A total of 230 valid responses were
collected. This sample size is adequate for
regression and correlation analysis and

represents a diverse workforce in terms of
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age, education level, and work experience.
The data collected will be analyzed to
evaluate the correlation between Al tool
implementation and improvements in
operational (Sekar &

Bhuvaneswari, 2025). For this study, All

efficiency

represents Al training provided to staff,
Al2 captures the actual usage frequency
and application of Al tools in operational
and AI3

technical support available for Al tools.

roles, reflects the level of

For the qualitative phase, semi-structured
interviews will be conducted with hotel
management, department heads, and staff
directly involved in or impacted by Al

tools. Interview questions will focus on:

e Perceptions of Al’s impact on daily
operations and workload

e Insights into how Al has altered
job responsibilities and workflows.

toward

o Employee attitudes

automation and Al-assisted roles

These interviews will provide insights into
of Al
technology, and potential challenges in Al
the

staff experiences, acceptance

adoption, enriching

with

quantitative

findings context and personal

experiences. The study will use purposive

sampling to select hotels that have

implemented Al solutions in various

capacities. Within each hotel, a stratified



International Journal of Advanced and Applied Sciences, 12(9) 2025, Pages: 89-108

sampling approach will ensure
representation from different departments
affected by Al tools. This approach aims to
capture diverse perspectives on Al’s role

across the hotel’s operational structure.

Quantitative data collected from surveys

will be statistically analyzed using
regression (Murphy, 2024) and correlation
to examine the

analysis relationship

between Al implementation  and
operational efficiency metrics. Statistical
software, such as SPSS 26.0, will be used
to conduct hypothesis testing to confirm
the significance of Al’s impact on specific
Qualitative data (Oana, 2024)

from interviews will be analyzed using

metrics.

thematic analysis (Sandhiya & Bhuva
beswar, 2025). Transcripts will be coded to
identify key themes, such as perceived
benefits, challenges, and adaptability of Al
tools in hotel operations. NVivo will be
used to organize and identify patterns in
responses, enhancing the understanding of
Al’s impact from an employee and

managerial perspective.

RESULTS AND DISCUSSION

Table No 1 offers significant insights into
the workforce composition (Geetha &
2024, 2023). The

workforce spans a broad age range, with a

Sujatha, Dong,

predominant segment between 21-40 years
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(56.1%). Older age groups (25.2% in 41-
50 years and 6.1% above 60 years) are also
This
levels of technology

well-represented. age diversity
suggests varying
familiarity, which must be considered
when designing and deploying Al tools.
The near-even distribution of genders
(56.3% female and 43.8% male) in the
that Al

implementations should be universally

workforce indicates

accessible and consider the specific needs
both
Employees have been observed working in

and preferences of genders.
various departments front desk (18.7%),
housekeeping (12.6%), f&b
(6.1%), other (62.6%). With the majority

of the workforce holding bachelor's or

service

higher degrees, there is potential for rapid
assimilation ~ of  sophisticated Al
technologies. This educational background
facilitates more complex interactions with
Al systems and might also influence the
willingness to engage with Al-driven
innovation. Employees with more than
five years of experience (62.6%) possess
deep insights into the operational
challenges and customer service nuances
of the hospitality industry. Their expertise
is invaluable in identifying effective areas
for Al integration that can truly enhance
operational efficiency. Less experienced
staff (37.4%) can often adapt quickly to
new that

technologies,  suggesting
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may lead to faster overall adoption within
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the  hotel's  operational
Table No 1: Descriptive Analysis
Frequency | Percent
Less than 20
29 12.6
years
21 - 40 years | 129 56.1
Age
41 - 50 years |58 25.2
Above 60
14 6.1
years
Female 129 56.3
Gender
Male 101 43.8
F&B Service |14 6.1
. Front Desk 43 18.7
Position
Housekeeping | 29 12.6
Other 144 62.6
Bachelors
86 37.4
Degree
Level of | Diploma 29 12.6
Education | Masters
72 31.3
Degree
Other 43 18.7
Years of | Less than 1
) 86 37.4
experience | year
in  Hotel [ More than 5
144 62.6
Industry | year

95
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Table
statistics (Geetha & Sujatha, 2024,

No 2 presents descriptive
Dong, 2023) for various measures,
likely representing different aspects or
items related to operational efficiency
(OE) and artificial intelligence (Al) in
the hospitality sector. These items
exhibit mean scores ranging from 3.54
to 3.82, with OE1 showing the highest
mean score (3.82) and OEG6 the lowest
(3.54). These scores suggest varying
levels of agreement or performance
across different aspects of operational
efficiency in the hospitality context.
The relatively high standard deviations
(around 1.3 for most items) indicate a

fair amount of variability in responses,

suggesting differing perceptions or

experiences among respondents.

Al2, AlI3, Al5: The mean scores for Al
items are lower compared to most OE
items, ranging from 3.22 to 3.41,
which might suggest a more moderate
impact or less favourable assessment
of Al their

effectiveness or acceptance in current

tools in terms of
operations. Like the OE items, the
standard deviations are around 1.2 to
1.3,

different respondents perceive the role

indicating variability in how

or effectiveness of Al in the hospitality

industry.

Table No 2: Descriptive
Statistics
Mean st
Deviation
OEl |3.82 1.397
OE2 |3.63 1.291
OE3 | 3.77 1.274
OE4 |3.72 1.291
OE5 |3.61 1.267
OE6 | 3.54 1.278
OE7 |[3.74 1.306
Al2 |3.22 1.213
Al3 | 3.27 1.271
Al5 |3.41 1.249
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Table No 3 provides the correlation
coefficients among various operational
efficiency (OE) and artificial intelligence
(Al) measures (Soulami et al, 2024). The
correlation coefficients between different
OE measures are quite strong (mostly
above 0.75), which suggests that these
aspects of operational efficiency are
closely related and likely influence one
another. High correlations indicate that
improvements or declines in one area of
operational efficiency might be associated

with similar changes in other areas (Otting,

might suggest that the current impact of Al
on these operational efficiency measures is
less direct, or possibly that the Al
implementations are still in early stages
and have not vyet fully influenced
operational outcomes. The Al measures
themselves (Al2, Al3, AI5) show strong
correlations with each other (ranging from
0.595 to 0.710), indicating that these
aspects of Al functionality or integration
are related. High internal correlation
among Al measures suggests a cohesive

integration where improvements in one

2020). The correlations between Al aspect of Al could positively influence
measures (Al2, AI3, AI5) and OE others.
measures are generally much weaker. This
Table No 3: Correlations

SE1 SE2 SE3 Js1 JS2 JS3 All Al2 Al3
SE1 1 8517 |.914™ |.860™ |[.806™ |.810™ |.902™ [0.138 |.243"
SE2 8517 |1 838" | .756 |.7777 |.793 |.854™ |.239™ |.330"
SE3 914" |.838" |1 801" | .812™ |.815™ |.864" |0.137 |.234”
JS1 8607 |.756" |.8017 |1 777|793 | .834™ [0.102 |.236"
JS2 806~ | 777 | .8127 | 7777 |1 .854™ |.834™ |0.103 |.233"
JS3 810 |.793" |.8157 |.793™ |.854" |1 815" |0.159 |.309™
All 902 |.854™ |.864 |.834™ |.834" |[.8157 |1 0.149 |.293™
Al2 0.138 |[.239™ |0.137 |0.102 [0.103 |0.159 |0.149 |1 710"
Al3 2437 | 3307 |.234™ |.236" |.233" [.309™ |.293" |.710™ |1

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).

Table No 4 reports reliability statistics (Wang et al, 2023) for a scale consisting of 10 items,

showing a Cronbach's alpha of 0.918. This statistic is used to measure the internal
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consistency, or reliability, of a set of scale or test items. Value of 0.918 is considered an
excellent level of reliability. It suggests that the items are very well correlated and form a

reliable scale for measuring a single construct or concept.

Table No 4: Reliability Statistics

Cronbach's Alpha | N of Items
0.918 10

Table No 5 presents the results of a multiple regression analysis (Murphy, 2024)
examining the effects of three artificial intelligence variables (All, Al2, Al3) on staff
efficiency. The positive regression coefficient (0.450) indicates that increased Al training
is associated with higher staff efficiency. This relationship is statistically significant (p =
0.035). A positive and significant coefficient (0.620, p = 0.001) suggests that greater
usage of Al tools correlates with improved staff efficiency. The coefficient (0.310) is
marginally significant (p = 0.050), indicating that Al support may positively influence
staff efficiency. The F-statistic (5.670) and R2 value (0.25) imply that approximately 25%

of the variance in staff efficiency is explained by the Al implementation factors included

in the model.
Table No 5: Multiple regression Model
results of All, Al2, Al3 on Staff Efficiency
Variables Regression ttest [ Significance
Coefficient

All 0.450 2.120 | 0.035

Al2 0.620 3.500 | 0.001

Al3 0.310 1.980 [ 0.050

F Count |5.670

R? 0.25

Table No 6 presents the results of a multiple regression analysis (Murphy, 2024)
examining the effects of three artificial intelligence variables (All, Al2, Al3) on Job
Satisfaction. A positive coefficient (0.380) with statistical significance (p = 0.042)

suggests that Al training enhances job satisfaction. The coefficient (0.290) is not
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statistically significant at the conventional 0.05 level (p = 0.065), indicating a potential

but inconclusive positive relationship with job satisfaction. A significant positive

coefficient (0.540, p = 0.008) indicates that Al support is associated with higher job

satisfaction. The F-statistic (4.320) and R? value (0.22) suggest that approximately 22%

of the variance in job satisfaction is accounted for by the Al implementation factors.

Table No 6: Multiple regression Model
results of All, Al2, Al3 on Job Satisfaction
Variables Regre-ss-ion ttest | Significance
Coefficient

All 0.380 2.050 | 0.042

Al2 0.290 1.870 | 0.065

Al3 0.540 2.750 | 0.008

F Count |4.320

R? 0.22

The regression analysis (Murphy, 2024)
indicates that Al implementation factors
that have a positive and significant impact
both  staff

satisfaction. While Al tools usage shows a

on efficiency and job
strong association with staff efficiency, its
effect on job satisfaction is less conclusive.
These findings underscore the importance
of comprehensive Al training and robust
support systems to enhance employee
performance and satisfaction in the hotel
industry. A qualitative analysis (Oana,
2024) was also done to understand the
impact of artificial intelligence on the
operational efficiency of the employees.
An open ended questionnaire was designed

for the employees of the hotel. The
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questions and answers for the employees

are as follows:

Question 1: In what ways has Al affected

your ability to perform tasks more

efficiently?
Respondent 1: "Effectiveness of Work"
Respondent 2: "Better performance”

Respondent 3 : "It takes less time than

usual time ,which we can do any other

works on that time"

Respondent 4: "Quicker and accurate"

Respondent 5: "Easy to manage and

create Positive impression on guests”
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Respondent 6: "Accuracy of content and

better representation through created
images instead of the one already available

on the internet"

Respondent 7: "Working on Al based

functions helps to work fast"

Respondent 8: "Easy to find any extra

knowledge about subject related topics™

Respondent 9: "Routine works are done

fast"

Question Number 2: Do vyou feel
adequately prepared to use Al tools in your

role? Why or why not?

Respondent 1: "It requires adequate
training”
Respondent 2: "There is no such
challenge”
Respondent 3: "Possibility of losing

personal connect"

Respondent 4: "Too many inputs"

Respondent 5: "Reduced employee at

work"

Respondent 6: "It takes less time but it
need maintenance if it got any technical
issues then it will be very troublesome to
handle it"
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Respondent 7:  "Generalization  of

consumer choice Data privacy invasion"

Respondent 8: "Personal touch with the

guests would reduce much”

Question 3: How did this experience
shape your view of Al in the hospitality

industry?

Respondent 1: “fastens work™

Respondent 2: "Routine tasks should be

completely replaced by Al"

Respondent 3: "More trainings are

required”

Respondent 4: "Securing company data
even from the creator of the Al TOOL"

Respondent 5: "Could be effective to

offer personalised services"

"Al

important in coming times to improve the

Respondent 6: could be very

service and smartness."

Respondent 7: "Yes it can be better by

using some  diagram  to easy

understanding"

Question 4: Do you have any additional

suggestion?

Respondent 1: "must be widely accepted"
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Respondent 2: "More user friendly Al Respondent 3: "Need to update more
platform is essential to enhance the knowledge on this from industry"
efficiency"

Respondent 4: "If it is interactive then it

would be more useful"

Table No 7: Thematic Analysis of Employees Feedback

S. Validated Broad Validated Sub -Theme

No Themes

1 Perceived e Efficiency and Time
effectiveness of Al Saving

e Enhanced performance

and management

e Accuracy and Quality of

outputs
2 Challenges and | e Training and Usability
Limitations of Al e Personal connection and

guest interaction

e Technical reliability and

maintenance

3 Suggestions for | e Comprehensive training
improvement in Al | e Full automation of
implementation routine tasks

e Security and data

protection
e Personalized guest
service
4 General  suggestion e Accessibility and user
and feedback friendly

e Interactive features and

continuous learning
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employees interview data

Note: Themes mentioned in italics have emerged from the

The thematic analysis (Sandhya &
Bhuvaneswari, 2025) of employee
feedback on Al integration in hotel

operations reveals that while Al enhances
task efficiency, performance, and guest
interactions, employees express concerns
about the need for adequate training,
potential loss of personal connections with
guests, technical reliability, and data
privacy. To address these challenges,
suggestions include implementing
comprehensive training programs, fully
automating routine tasks, enhancing data
security, personalizing guest services, and
Al

interactivity. Overall, employees advocate

improving user-friendliness  and
for wider acceptance of Al and continuous

learning to adapt to technological

advancements.

DISCUSSION

The findings of this study underscore the

transformative role  of  Artificial
Intelligence (Al) in elevating operational
efficiency and staff performance within the
hospitality sector an area of increasing
relevance amid the growing digitalization
While

research (Sharma et al., 2023; Basalamah

of service industries. earlier
et al., 2024) has recognized the potential of

Al to automate routine hotel functions and
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optimize customer service, most of these
studies remained largely conceptual or
exploratory in nature, offering limited
empirical validation. This study addresses
that gap by providing robust quantitative
and qualitative evidence on how Al tools
are actually influencing key performance
indicators such as task completion time,
service quality, and job satisfaction among

hotel employees.

Previous literature has emphasized Al's
ability to streamline repetitive tasks (Stili¢
et al., 2023), enhance guest personalization
2020),

maintenance (Seal et al.,

(Peng, and support predictive
2024). Our
findings corroborate these claims, with

quantitative data revealing a significant

positive  correlation between Al
implementation particularly training (All),
usage (Al2), and support (AI3) and

improvements in operational efficiency.
Regression results demonstrated that Al
usage (Al2) had the most substantial
impact on staff efficiency, a finding that
extends earlier work by Milton (2024) and
(2024), the

benefits of Al

management and productivity but lacked

Kannan who discussed

theoretical in resource

statistical confirmation.
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Moreover, this study adds new depth by
examining the nuanced impact of Al on
job satisfaction a domain often overlooked
in past research. While Al-Hyari et al.
(2023) and Prentice et al. (2020) have
discussed employee perceptions of Al, our
analysis quantifies these insights and
reveals that Al training and support are
significantly associated with improved job
satisfaction. ~ However, the  weaker
relationship between Al usage and job
satisfaction suggests that employees may
value preparedness and ongoing support
more than the technology itself, offering a
hotel

new perspective for managers

planning Al rollouts.

Interestingly, while Al usage showed a
strong correlation with staff efficiency, its
impact on job  satisfaction  was
comparatively modest. This may suggest
that job satisfaction hinges not just on task
automation, but on how supported and
trained employees feel in using new tools.
Emotional connection, empowerment, and
trust in technology likely mediate these
effects. It is important to note that the scale
and nature of Al implementation can vary
significantly across hotels of different
sizes. Larger hotel chains may have the
and infrastructure to

capital support

extensive Al adoption, while smaller
establishments might face constraints in

implementation, training, or integration.
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The qualitative data also enriches existing
literature by revealing specific employee
concerns and suggestions that go beyond
efficiency metrics.
raised by Nam et al. (2021) and Afaq et al.
(2025), participants in this study identified

Echoing concerns

potential drawbacks of Al integration,
including the loss of personal touch, data
privacy issues, and the need for adequate
training. Notably, employees advocated for
fully automating only routine tasks, while
preserving human interaction in guest
services highlighting the industry's delicate
innovation and the

that

balance between

human-centric values define

hospitality.

Furthermore, this research makes an
important methodological contribution by
adopting a mixed-methods approach that
captures both measurable outcomes and
human experiences. Previous studies have
often relied on either theoretical
frameworks or anecdotal evidence, but this
study bridges that divide by statistically
validating Al’s effects and contextualizing
them through employee narratives. The
thematic analysis, for instance, identified
four key dimensions effectiveness,
challenges, suggestions for improvement,
and general feedback which can serve as a
for  future Al

practical guide

implementation strategies.
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In sum, this research builds upon and
significantly extends prior studies by
empirically demonstrating the dual impact
of Al on operational efficiency and job
satisfaction, while also highlighting the
contextual challenges of Al integration. By
doing so, it provides a more
comprehensive and actionable framework
for hotels aiming to adopt Al technologies
without compromising the essence of

human service.

CONCLUSION

This study provides compelling evidence

of the positive impact of Artificial
Intelligence (Al) on staff operational
efficiency and job satisfaction within the
hospitality industry. Building on prior
research that emphasized Al’s theoretical
potential, this study advances the discourse
by offering empirical insights through a
mixed-methods approach. The quantitative
results confirmed that Al tools particularly
those related to training, usage, and
support have a significant influence on
improving staff efficiency and, to a
slightly lesser extent, job satisfaction.
These findings validate and extend the
claims of earlier studies while adding new
depth to our understanding of AI’s

practical implications.

104

Moreover, the qualitative data offers
valuable perspectives from hotel staff,
revealing both the enthusiasm for Al-
driven efficiency and the apprehensions
about its broader implications. Employees
appreciated  the  time-saving  and
performance-enhancing benefits of Al,
especially for routine tasks, yet expressed
concerns about data privacy,

the

training

needs, and erosion of human

interaction an essential element in
hospitality. These insights point to the
need for a balanced and human-centred

Al where

than

approach to integration,

technology complements rather
replaces the emotional intelligence and
personalization that define excellent guest

service.

The study also highlights the importance
Al

implementation strategies to a diverse

of  tailoring training and
workforce, considering differences in age,
experience, and technological familiarity.
inclusive, and

Creating user-friendly,

secure Al systems supported by on going
training will be critical to achieving
sustainable and successful adoption. The
insights from this study could also inform
Al-related training modules  within
hospitality education programs and guide
policymakers in  developing

that

digital

transformation  roadmaps align
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workforce capabilities with emerging

technological demands.

In conclusion, this research contributes
both theoretically and practically by
deepening our understanding of how Al
can be leveraged to enhance operational
performance without compromising the
human touch. It offers actionable
recommendations for hotel managers and
policymakers aiming to implement Al
technologies responsibly and effectively.
Future studies could benefit from
longitudinal designs that examine the long-
term impact of Al on workforce dynamics,
profitability, and guest satisfaction, as well
as comparative analyses across different
regions and hotel types. As the hospitality
industry moves toward Industry 5.0, where
human-Al collaboration is prioritized, such
research will be crucial in shaping
resilient, efficient, and human-cantered

service environments.
REFERENCE

1. Afaq, A., Chaudhary, M., Gaur, L.,
& Kumar, R. (2025). Generative
Al's Impact on the Hospitality
Industry. In Generative Artificial
Intelligence and Ethics: Standards,
Guidelines, and Best Practices (pp.
243-266). IGI Global.

105

2. Al-Hyari, H. S. A., Al-Smadi, H.

M., & Weshah, S. R. (2023). The
impact of artificial intelligence (Al)
on guest satisfaction in hotel
management: An empirical study
of luxury hotels. Geo Journal of
Tourism and Geosites, 48, 810-
819.

Bakshi, N., & Singh, A. K. (2024).
The Role of Artificial Intelligence
in Optimizing Energy Efficiency in
Eco-Friendly Hotels. In Hotel and
Travel Management in the Al
Era (pp. 585-602). IGI Global.
Basalamah, J., Lannai, D.,
Basalamah, M. S. I. A, Sani, A., &
Ashoer, M. (2024, September).
Generative Artificial Intelligence in
the Hospitality Industry: Does it
Matter for Employee Well-Being?.

In 2024 International Conference

on ICT for Smart Society
(ICISS) (pp. 1-6). IEEE.
Bellos, K. (2024). The

implementation and use of new
technologies in the hospitality

industry towards a sustainable

future.
Dong, Y. (2023). Descriptive
Statistics and its

applications. Highlights in Science,
Engineering and Technology, 47,
16-23.



7.

10.

11.

International Journal of Advanced and Applied Sciences, 12(9) 2025, Pages: 89-108

Geetha, V., & Sujatha, N. (2024,

September). An Overview of
Descriptive Analytics and Data
In 2024 5th

International Conference on Smart

Visualization.

Electronics and Communication
(ICOSEC) (pp. 1158-1163). IEEE.

Hao, C. (2024). Aurtificial
intelligence and operational
efficiency of Chinese

manufacturing firms. International
Cognitive Journal, 1(1), 28-39.

Kannan, R. (2024).
Revolutionizing  the  Tourism
Industry through Artificial
Intelligence: A  Comprehensive

Review of Al Integration, Impact
on Customer Experience,
Operational Efficiency, and Future

Trends. International Journal for

Multidimensional Research
Perspectives, 2(2), 01-14.
Limna, P. (2023). Artificial

Intelligence (Al) in the hospitality
industry: A review
article. International Journal of
Computing Sciences Research, 7,
1306-1317.

M’hamed, E. G., & Idrissi, R. E.
(2024,  April).

Hospitality: Harnessing Atrtificial

Transforming

Intelligence for Enhanced Guest

Experience and Operational

106

12.

13.

14.

15.

In The
Workshop on

Efficiency. International
Big Data and
173-

Nature

Business  Intelligence (pp.
185). Cham:
Switzerland.
Milton, T. (2024).

Intelligence Transforming Hotel

Springer

Artificial

Gastronomy: An In-depth Review
of Al-driven Innovations in Menu
Design, Food Preparation, and
Customer Interaction, with a Focus
Future

on Sustainability and

Trends in  the  Hospitality
Industry. International Journal for
Multidimensional Research
Perspectives, 2(3), 47-61.

Murphy, S. (2024). Regression.
In Translational Orthopedics (pp.
137-140). Academic Press.
Mweshi, G. K., & Muhyila, M.
(2024). Determining a Statistical
Analysis for the Quantitative
Study. Advances in Social Sciences
Research Journal, 11(7).

Nam, K., Dutt, C. S., Chathoth, P.,
Daghfous, A., & Khan, M. S.
(2021). The adoption of artificial
intelligence and robotics in the
hotel industry: prospects and
challenges. Electronic Markets, 31,

553-574.



16.

17.

18.

19.

20.

International Journal of Advanced and Applied Sciences, 12(9) 2025, Pages: 89-108

Oana, I. E. (2024). Qualitative

Comparative Analysis. Doing
Good Qualitative Research, 422.

Otting, S. K. (2020). Artificial

intelligence as colleague and
supervisor: Successful and fair
interactions  between intelligent

technologies and employees at

work. Bielefeld University,
Bielefeld.

Peng, L. (2020, December).
Research on the Influence of
Artificial  Intelligence on the
Operating Efficiency of Chinese
Hotels: Based on Data
Envelopment Analysis.

In Proceedings of the 2020 3rd
International Conference on E-
Business, Information Management
and Computer Science (pp. 513-
517).

Prentice, C., Dominique Lopes, S.,
& Wang, X. (2020). Emotional
intelligence or artificial
intelligence—an employee
perspective. Journal of Hospitality
Marketing & Management, 29(4),
377-403.

Rana, S. (2023, June). A Study on
Impact of Adaptation of Al-
Artificial intelligence services on
Business Performance of Hotels.

In 2023 2nd International

107

21.

22.

23.

24.

Conference on  Computational

Modelling, Simulation and
Optimization (ICCMSO) (pp. 28-
32). IEEE.

Rawat, A., Kukreti, R., Dimari, A.,
& Dani, R. (2024, May). Atrtificial
HMI

International

Intelligence in
In 2024 4th
Conference on Advance Computing

System.

and Innovative Technologies in
Engineering (ICACITE) (pp. 1362-
1367). IEEE.

Sandhiya, V., & Bhuvaneswari, M.
(2025).
Analysis: A Thematic Approach.

Qualitative ~ Research

In Design and Validation of

Research Tools and
Methodologies (pp. 295-316). IGI
Global.

Seal, P. P.,, & Gupta, P. (2024).
Artificial Intelligence in Human
Resource Management in Hotels:
A Qualitative Approach.
In Utilizing Smart Technology and
Al in
Hospitality (pp.
Global.

Sekar, D., & Bhuvaneswari, M.
(2025). The Art of Numbers:

Exploring Quantitative Methods.

and
IGI

Hybrid  Tourism
277-290).

In Design  and validation  of

research tools and



25.

26.

27.

International Journal of Advanced and Applied Sciences, 12(9) 2025, Pages: 89-108

methodologies (pp. 249-270). 1GI
Global.

Sharma, M., Bathla, G., Kaushik,
A., & Rana, S. (2023, June). A
Study on Impact of Adaptation of
Al-Artificial intelligence services
on Business Performance of
Hotels. In 2023 2nd International

Conference on  Computational

Modelling, Simulation and
Optimization (ICCMSO) (pp. 28-
32). IEEE.

Sharma, M., Bathla, G., Kaushik,
A., & This study has provided a
comprehensive analysis of the
impact of artificial intelligence (Al)
on operational efficiency within the

hospitality sector. The findings

indicate that Al technologies,
including chatbots, virtual
assistants, and predictive

maintenance systems, significantly
enhance operational performance
by automating routine tasks,
optimizing resource allocation, and
improving service quality.

Soulami, M., Benchekroun, S., &
Galiulina, A. (2024).

how Al adoption in the workplace

Exploring

affects employees: a bibliometric
and systematic review. Frontiers in
Artificial Intelligence, 7, 1473872.

108

28.

29.

30.

Stephens, D., & Stodter, A. (2025).

Mixed methods research.
In Research Methods in Sports
Coaching (pp. 161-169).

Routledge.
Stili¢, A., Nici¢, M., & Puska, A.
(2023). Check-in to the future:

Exploring the impact  of
contemporary information
technologies and artificial
intelligence  on  the  hotel
industry. Turisticko  poslovanje,
(31).

Wang, Y., Lee, I. C, Lu, L., &
Hong, Y. (2023). Statistical

Analysis of Modern Reliability
Data. Handbook of
105-

In Springer
Engineering Statistics (pp.
127). London: Springer London.



