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Executive Summary

The global hospitality industry is currently undergoing a rapid technological transformation driven by

Artificial Intelligence (AI) and automation. According to a landmark global study by h2c GmbH—

capturing perspectives from 189 respondents across 171 unique hotel chains—78% of chains already

utilize AI, and 89% plan to implement additional applications within the next 24 months. Despite this

high level of adoption, most initiatives remain tactical, experimental, or confined to general-purpose

public tools.

A significant "Trust-Reliance Gap" exists: while hoteliers report a trust score of 6.6 (out of 10), actual

reliance on AI lags at 4.7. Currently, only 1% of organizations view AI as central to their business model.

Moving forward, the industry is shifting from incremental fixes toward "AI-first" models that integrate

technology into the core of operations, commercial growth, and property development. Organizations

that bridge the gap between experimentation and enterprise-wide strategy—prioritizing data

centralization and staff upskilling—are positioned to set new competitive benchmarks.

Detailed Analysis of Key Themes

1. The State of AI Adoption and the Trust-Reliance Gap

While AI adoption is widespread, it is currently in its "early days" regarding strategic integration.

Adoption vs. Strategy: Although nearly 80% of chains use AI, only 8% have a formal, company-

wide strategy led by senior leadership. 78% of organizations describe their initiatives as

experimental or limited to pilot projects.

The Trust Gap: The disparity between trust (6.6) and reliance (4.7) indicates skepticism regarding

reliability, accuracy, and data security. Using NPS-style analysis, reliance scores reach -70, signaling

a need for immediate attention to vendor reliability and operational integration.

Commercial Integration: 27% of chains rely on publicly available tools (e.g., ChatGPT), while 35%

have some AI-driven features integrated into products. Currently, 0% of chains report that AI is a

"core component" of select offerings, though the ambition is growing.

2. Primary Functional Applications



AI is delivering measurable gains across three primary pillars of hospitality: commercial excellence,

guest experience, and operational efficiency.

Marketing and Revenue Management

Value Perception: Business Intelligence (BI) and Data Analytics are ranked as the highest value-

creating areas (7.8/10).

Dynamic Pricing: AI-driven revenue management now allows for real-time price adjustments based

on supply, demand, competitor moves, and even weather. Some properties have seen a 15% growth

in Revenue Per Available Room (RevPAR) through these optimizers.

Hyper-Personalization: 49% of chains plan to adopt AI-driven personalized booking experiences.

AI can analyze past stays and social media to offer tailored spa packages or room settings upon

arrival.

Guest Experience and Interaction

The Rise of Chatbots: Chatbots are the most common AI application today (42%). 85% of hoteliers

consider booking assistance an essential feature, and 82% prioritize multilingual support.

From Assistants to Agents: The industry is moving from "AI Assistants" (reactive tools like

chatbots) to "AI Agents" (proactive tools capable of independent decision-making). Currently, 34%

use assistants, but only 12% use agents.

Smart Rooms: Automation of lighting, temperature, and AC through IoT sensors and voice

commands (e.g., Amazon Alexa for Hospitality) is becoming standard, improving both guest comfort

and energy sustainability.

Operational Efficiency and Workforce Management

Staffing Solutions: In response to labor shortages and rising costs, AI is being used to synchronize

cleaning schedules. The Ritz-Carlton San Francisco reported a 20% increase in room-cleaning

speed using AI.

Waste Reduction: Implementation of tools like Winnow (AI waste-tracking) at the Four Seasons

Peninsula Papagayo resulted in a 50% reduction in food waste within eight months.

Predictive Maintenance: Sensors in HVAC and elevator systems allow hotels to fix minor issues

before they become costly failures.

3. Critical Barriers to Transformation

The transition to an AI-first model is hindered by internal structural issues rather than technology

limitations.

Skills Shortage: The top barrier is a lack of AI expertise or training (62%). Only 2.9% of full-time

employees in travel and tourism possess AI skills, compared to 21% in the tech sector.

Data Silos: 41% of organizations face barriers due to poor data quality and accessibility. Many

chains operate on a "patchwork" of property management systems (PMS) and point-of-sale (POS)

systems that do not communicate.

ROI Uncertainty: 42% of chains do not track AI Return on Investment (ROI) at all, making it difficult

to secure budgets for scaling pilots.



Important Quotes and Context

Quote Source/Context Significance

"Assistants react; agents act." h2c Global Study

Defines the technical shift from

simple chatbots to proactive AI

capable of task completion.

"A computer is only as good as the person

who feeds it."

Medium-sized

chain executive

Highlights that AI is a tool for

workforce augmentation, not

necessarily a total replacement.

"People have very special skills—but they

often don’t have the time or space to use

them. With AI, we’re finally giving that time

back."

Small chain

executive

Illustrates the "human touch"

philosophy: AI handles routine

tasks so staff can focus on guest

engagement.

"In hospitality, the human touch makes all

the difference. Even if tasks change,

humans will continue to add the most

value."

Small chain

executive

Reflects the industry-wide

concern (50% of respondents)

that automation must not come

at the cost of personalized

service.

"The window for catching up won't stay

open long. Hotel leaders must ask

themselves: Are we embracing the

technologies that will soon disrupt our

industry? Or are we about to be left

behind?"

BCG "AI-First

Hotels" Report

Serves as a call to action for

leadership to move beyond

"incremental fixes" toward a core

AI strategy.

Actionable Insights

Strategic Recommendations for Leadership

Formalize AI Strategy: Move beyond departmental pilots. Only 8% of chains have a company-wide

strategy; establishing one led by the CEO or CTO is critical for fragmented organizations.

Bridge the Trust-Reliance Gap: Focus on high-reliability use cases with proven ROI (such as

Revenue Management or BI) to build internal confidence before moving to complex guest-facing

"agents."

Address the "Skills Gap": Invest in retraining staff to use AI as a "copilot." Since AI-literate workers

are only growing at 5% annually, internal upskilling is a faster path than external hiring.

Operational and Technical Priorities

Unify Data Architecture: Establish a Centralized Data Platform (CDP) to clean and deduplicate

guest records. Without a "single source of truth," AI insights will remain unreliable.

Optimize for "Algorithmic Relevance": As travelers shift toward using AI digital assistants to plan

trips, hotels must ensure their content is machine-readable and present on high-trust platforms



(e.g., Wikipedia, Forbes) to appear in AI-generated "top three" recommendations.

Implement "Predictive" over "Reactive" Tools: Prioritize Robotic Process Automation (RPA) and

AI Agents for back-office tasks like document processing and maintenance to drive immediate cost

savings (lowering "cost per key").

Risk Mitigation

Balance Automation with Human Touch: Monitor guest sentiment closely. 58% of hoteliers fear

bias or errors in AI suggestions, and 50% fear the loss of personalized service. Maintain "human

override" authority for AI-driven decisions.

Prioritize Data Privacy: Ensure all AI tools comply with international data security regulations, as

47% of chains identify guest privacy risks as a major concern.

Want to explore this topic further?

Book a free discovery call to discuss how ManaTech can help

your business implement these ideas.

Book a Discovery Call

ManaTech — Custom Application Development — manatech.nz

https://calendly.com/manatech-nz/discovery

