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    ABSTRACT

    The Purpose of this research is to examine the development of Artificial Intelligence use in the hospitality industry. As is well known, Artificial Intelligence is already being used in every industry, including the hospitality industry. The global world has already implemented its use and is already at the stage of assisting in operations. Meanwhile, the hospitality industry in Indonesia has not yet fully adopted this technology to support business operations. The method used in this study is a qualitative research method with a literature review analysis technique. The steps in this research are problem formulation, literature search based on criteria and dimensions relevant to the research topic, selection of literature to be used, and drawing conclusions or synthesizing the overall results of the literature review the results of this study indicate that the use of Artificial Intelligence can enhance the effectiveness and efficiency of business operational processes.
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INTRODUCTION


Artificial
Intelligence (AI) in Indonesia has emerged as a transformative technology with
great potential to revolutionize the way of service industries operate and
interact with the customers. AI can analyze large amounts of data, making
accurate predictions about all kinds of activities, and offering promising
solutions to overcome various challenges and take advantage of opportunities in
the service industry. AI can provide customer support through automated
response systems and personalized services based on a prior understanding of
customer preferences, supported by a database according to (Kusumawardhany & Abdullah I, 2025).


According
to a report from the Ministry of Communication and Information Technology
(Kominfo), the adoption of AI in Indonesia's industrial sector has reached a
significant level and is expected to continue growing toward 2030 as the
country builds a national AI ecosystem to support digital economic growth. AI
can process large amounts of data at high speeds, thereby supporting faster and
more accurate decision-making. AI has become one of the main drivers for
improving service quality and operational efficiency in service companies (komdigi.go.id, 2024).


In the
service industry, AI plays an important role in analyzing consumer data,
personalizing services, and improving customer experience in real time. This is
crucial considering that the service sector is highly dependent on customer
interaction and satisfaction. For example, in the financial services sector, AI
is used for credit risk analysis, fraud detection, and customer service
automation through chatbots. Research by (Lestari, Braweri, Yusmiati,
Karisyati, & Tomasui, 2025) said that AI technology offers significant
benefits in accelerating data processing and decision-making in the financial
industry, thereby enhancing the effectiveness and competitiveness of companies.


The
application of AI is not limited to the financial services sector but also
extends to customer service in various other service industries such as
transportation, hospitality, and media. AI technology in the press and media industry
in Indonesia, for example, has begun to replace routine tasks in the content
production and distribution process, improving efficiency without compromising
quality. This demonstrates the potential of AI to completely transform service
delivery by automating tasks that were previously performed manually (Maulana, 2023).


The service
sector that has greatly benefited from the development of artificial
intelligence is the hospitality industry. In the context of the hotel industry
in Indonesia, AI plays an important role in providing a more personalized and
efficient customer experience. AI technology is used to manage reservations
automatically, provide service recommendations based on guest preferences, and
streamline check-in and check-out processes. Several hotels in Indonesia have
implemented chatbots and virtual assistants capable of answering customer
inquiries 24/7, thereby enhancing customer satisfaction and loyalty (Alda & Suharto, 2024).











Chatbots
offer a way to overcome challenges in service delivery such as language
barriers, and the efficiency and experience that AI provides to users is
significant, with automated processes contributing to smoother operations and
higher guest satisfaction (Astuti, Harsono, Uhai, Mutmainah, & Vandika,
2024), another research from (Karmin, 2025) also highlight the opportunities
and challenges in implementing AI in the hospitality industry, particularly in
relation to human resources and specific technological needs in Indonesia.
According to (Zhou, 2025) said that the application of AI with a focus on
optimizing customer experience and hotel operational efficiency also indicates
a lack of in-depth research linking technology implementation with customer
behavior and satisfaction in the Indonesian market.


Based on
the background above, previous studies have stated the potential of AI in
improving service quality in the global hospitality sector. However, studies
that specifically examine the role of AI in the hotel service industry in
Indonesia are still limited. Most previous studies have tended to focus on AI
technology from a technical perspective without adapting to the context and
characteristics of the market and technological infrastructure in Indonesia.
This has created a knowledge gap in understanding how AI can be truly optimized
to improve the quality of hotel services that meet the needs of local
consumers. Therefore, this study attempts to focus on the hospitality industry,
while identifying the challenges and opportunities that arise in the process of
adopting this technology for hospitality industry in Indonesia


 


LITERATURE
REVIEW


Technology
Acceptance Model (TAM)


This research is using some theoretical framework such
as service quality, technology acceptance model (TAM) and Artificial
Intelligence itself. Service quality is a measure of how well a company, or
organization's services meet or exceed customer expectations. (Parasuraman, Zeithaml, & Berry, 1988) define service quality as the difference between
customer expectations and their perceptions of the services received. This
definition is reinforced by recent research stating that service quality is the
extent to which a service can provide value that satisfies customers through
dimensions such as reliability, responsiveness, assurance, empathy, and
tangibles. Service quality is subjective because it is greatly influenced by the
diverse needs, expectations, and perceptions of customers. Service quality in a
business context can also be viewed as a combination of interactions between
service providers and service recipients that provide a comprehensive
experience for customers (Kankam, 2023).


Recent research research shows that service quality plays a
major role in shaping customer satisfaction and directly influences loyalty and
company performance. An important aspect that is raised is how organizations
can integrate a deep understanding of customer needs with their internal
processes to produce consistent and valuable services, thereby increasing
customer trust and satisfaction (Vu, 2021).











The TAM is is a theoretical framework used to understand and
predict how users accept and use new technologies. This model was first
introduced by Davis (1989) and remains relevant in recent research on
technology adoption. TAM explains that the two main factors influencing users’
decisions to adopt technology are perceived to be useful. It means that the
extent to which users believe that using technology will improve their
performance. Perceived ease of use is the extent to which users feel that using
the technology is free from difficulty. Based on the previous research, it
confirms that these two factors remain the primary drivers of technology
adoption across various contexts, including in the service and hospitality
sectors (Venkatesh & Bala, 2023).


TAM researchers are now adding variables by incorporating external
variables such as social influence, technological readiness, and cultural
context that affect users' perceptions of technology. In this rapidly changing
digital age, understanding the factors that influence technology acceptance is
becoming increasingly important for the successful implementation of new
systems. Previous studies have shown that adaptations to TAM also include
adjustments to the model to accommodate technological developments such as AI
and automation, which are increasingly being adopted in the hospitality and
customer service industries, including in Indonesia (Ibrahim, Munscher,
Daseking, & Telle, 2025).


 


Artificial
Intelligence (AI)


AI is a branch of computer science that focuses on creating systems
capable of performing activities that mimic human cognitive abilities, such as
learning, reasoning, problem-solving, understanding language, and making
decisions automatically. According to (Russel & Norvig, 2023), AI
encompasses various technologies such as machine learning, natural language
processing, and computer vision, which enable computers to perform tasks that
were previously only possible for humans. The definition of AI is further
reinforced by (Kaplan & Haenlein, 2023), who describe AI as the ability of
computer systems to perform activities that require human intelligence by
utilizing complex data and algorithms.


In the context of business and industry, AI is not only a
technological tool but also a digital transformation strategy that changes the
way companies operate and serve customers. A study by (Chen, Gillenson, &
Sherrel, 2023) shows that integrating AI into business processes can improve
operational efficiency, reduce human error, and provide predictive analytics
that help make faster and more accurate decisions. AI enables the automation of
routine tasks while enhancing the capacity for better personalized services,
thereby delivering a more satisfying experience for customers.











The benefits of AI in the service industry, particularly in the
hospitality sector, are significant because AI enables faster, more accurate,
and more personalized service processes. For example, AI can be used for
chatbots that serve customers 24/7 with instant responses, recommendation
systems that tailor room and service options based on guest preferences, and
automated check-in and check-out systems to reduce queues and simplify the
guest experience. Additionally, AI assists hotels in human resource management
and dynamic room pricing optimization based on market demand. According to a
recent report by (Almasi, Cosmas, Cowan, & Ellencweig, 2023), the
implementation of AI in the hospitality industry has contributed to increased
customer satisfaction, reduced operational costs, and enhanced competitiveness
in the global market.


According to the research by (Ivanov, Chiappa, & Heyes, 2021),
AI in Italy hospitality is used to optimize reservation management, personalize
services through chatbots, and predict market demand for more accurate pricing
and promotions. This is in line with other findings that emphasize the role of
AI in providing real-time customer service and speeding up the
check-in/check-out process. (Astuti, Harsono, Uhai, Mutmainah, & Vandika,
2024) state that the implementation of AI in hotels in Indonesia is still in
its early stages, with the focus on chatbots and reservation automation
systems. However, there are significant obstacles, such as limited human
resources with expertise in AI technology and a lack of strategic understanding
in utilizing big data generated from customer interactions.


Based on the review of the literature above, this study uses
theories from service quality, technology acceptance model, and artificial
intelligence. Then, in the literature discussion, it is stated that based on
previous studies, the use of AI in Indonesia for businesses engaged in the
service sector, especially in the hospitality industry, has not been widely
adopted. There are already hotel industries in Indonesia that use AI, but they
are only in the early stages, not yet at the advanced stage


 


METHODOLOGY


This
research will
use qualitative research methods. There are several ways to analyze qualitative
methods, namely interviews, participatory observation, document and text
analysis, visual observation methods, case studies, systematic review,
literature review and grounded theory. In this research, the analysis used is
literature review. Qualitative methods using literature review techniques are a
research approach that prioritizes in-depth understanding through critical
review and analysis of relevant literature. This technique enables researchers
to draw conceptual and thematic conclusions from previous qualitative studies,
thereby establishing a strong theoretical foundation and new insights into the
phenomenon under investigation.











By conducting a
literature review, researchers can systematize and synthesize data from various
sources to produce a comprehensive and valid understanding. The advantage of
this method is its ability to provide a holistic overview of the main issues
and identify research gaps that require further exploration. In addition, the
systematic literature review technique allows for cross-validation of findings
from various studies, thereby increasing the credibility and robustness of
research arguments. This approach is particularly useful for researchers who
wish to develop new theories or formulate conceptual frameworks based on the
results of recent studies (Randles & Finnegan, 2023). 


According to (Kunisch, Denyer, Bartunek, Menz, & Cardinal, 2022) steps in conducting research using
the literature review analysis technique is to formulate the focus of the
research and the objectives of the literature review. This is followed by the
literature search stage, which involves using scientific databases with
specific keywords according to criteria determined by the researcher. Once the
desired literature has been obtained, it is selected based on quality and
relevance, and then data extraction and analysis are carried out to obtain a
comprehensive narrative synthesis of the analysis results.


 


RESEARCH
RESULT


Literature Review Process


The literature review process conducted in this study
involved searching for previous research on the use of AI in the hospitality
industry's business processes that had been conducted worldwide, limiting the
research to studies conducted between 2023 until 2025. The result from the first
literature is from (Wang, Aw, Tan, Sthapit, & Li, 2025) said that AI trust
through increased AI competence and understanding influences employees'
improvisational abilities and reduces role ambiguity in service. This study
also highlights the importance of managerial support as a moderating factor
that strengthens the relationship between AI trust and employee performance.
The recommendation from this study is that hotel managers should conduct
in-depth training and education on AI for employees to build trust and improve
adaptation to this technology. In addition, management should strengthen
supervisor support so that technological changes can be adopted more
effectively, reducing concerns about job roles and creating a collaborative
work environment between humans and AI.


The second literature is from (Zrnic, Li'an, & Luzhou, 2025) states that AI plays an important role in driving innovation and
optimizing operations in the hospitality sector. The implementation of AI helps
businesses improve customer engagement, refine marketing strategies, and
increase guest satisfaction and loyalty. The adoption of AI technology also
improves service efficiency and enriches the overall travel experience. The
recommendation from this research for hotel businesses is to actively adopt and
integrate AI technology with a balanced approach between machines and humans.
It is important for hotel management to provide adequate training to staff to
ensure a smooth transition to AI and reduce concerns about changes in job
roles. Collaboration between AI technology and human labor must continue to be
enhanced to create maximum value for the guest experience while maintaining the
sustainability of human resources in this sector.


Then the research that been written from (Shin, Ryu, & Jo, 2025) said that the adoption of AI in the hospitality industry is influenced
by various key factors, including organizational factors such as management
support and cultural readiness, technological factors such as ease of use and
system compatibility, and human resource factors such as employee skills and
attitudes towards AI. Effective AI implementation contributes to positive
managerial outcomes, such as improved operational efficiency, better
decision-making, and enhanced guest experience. However, the success of AI
adoption also depends heavily on managers' ability to manage change and
integrate technology with existing business strategies.  The recommendation for
hotel management from this study is that a comprehensive AI adoption strategy
should be implemented, considering technical aspects, overall organizational
considerations, and human readiness. Education on the use of AI is crucial to
avoid resistance to change in the industry, and full support from management is
essential for the digital transformation process and to create a work
environment that is adaptable to the use of technology.


According to (Alawami, et al., 2023) said that AI
enables personalized guest experiences, more optimal resource management, and
reduced operational costs through the automation of routine tasks. In addition,
the use of AI can increase customer satisfaction and loyalty through more
responsive and targeted services. Research also highlights the role of AI in
promoting sustainability and continuous innovation in the restaurant sector,
assisting decision-makers with accurate data and consumption trend predictions.
The suggestion that this research said that restaurant management is necessary
to focus on a balanced integration of AI between automation and human touch to
maintain the value of personalized service. This approach must also be
accompanied by the development of adequate technological infrastructure to
support innovation and adaptation to dynamic changes in consumer needs.
Stakeholders are also advised to continuously evaluate the impact of AI to
ensure that the technology delivers long-term positive results for both
businesses and customers.


(Anwar, Deliana, & Suyamto, 2024) said that digital transformation that integrates AI,
the Internet of Things (IoT), and big data is bringing revolutionary changes to
the hospitality industry, with improvements in operational efficiency, more
personalized guest experiences, and more accurate data driven in decision
making. The implementation of these technologies enables hotels and other
hospitality sectors to improve service, predict customer needs, and optimize
resource management in real time. They suggest that hospitality industry
players adopt an integrated digital transformation approach, focusing
investment on developing technological infrastructure and training human
resources to ensure optimal adaptation to these innovations. Ethical data
management is also an important aspect of maintaining customer trust.











Then
continued into the next previous research results from (Zahidi, Kaluvilla,
& Mulla, 2024) said that with AI, hotels and hospitality businesses can
make better use of data to predict customer needs, automate routine processes,
and provide faster and more accurate services. However, behind these
opportunities lie significant challenges, such as concerns about data privacy,
anxiety about technology, and the risk of reducing human touch in service
interactions, which is an important value in the hospitality industry. They
suggest that management must proactively manage cultural change and resistance
to technology by establishing transparent and inclusive communication. This
strategic approach will help make AI not only a tool for efficiency, but also a
driver of sustainable innovation in hospitality.


According
to (Pericleous, Liasidou, & Dyankov, 2025) at first, employees felt
threatened by the presence of AI in their work systems, with their main concern
being that they would lose their jobs and be replaced by AI. However, after
experiencing the impact of AI in assisting their work and delivering more
effective and efficient results in their operational tasks, they began to
realize the true benefits of AI. Therefore, the role of management in the
hospitality industry is crucial in assuring employees that the use of AI can
bring significant benefits to both the company and their jobs. This, in turn,
will improve work performance and enhance customer satisfaction.


The
last results is the research from (Wang P. Q., 2023) said that the use of AI in
the hospitality industry, particularly in the hotel industry, has been said to
provide cost savings, increased efficiency in the workplace, and the ability to
create specific preferences for consumer demand. However, the question raised
by this research is AI's ability to integrate corporate culture with AI, its
ability to cope with rapid changes, maintain data privacy, and find the right
services with a human touch. Finally, the recommendation for the hotel industry
when considering the use of AI in their business is to ensure the legality of
AI use across all areas, so that any errors caused by AI can be resolved
appropriately in accordance with applicable regulations.


 


DISCUSSION


From the results of a
literature review of previous studies, it was found that the use of AI in the
hospitality industry can improve operational effectiveness and efficiency and
enhance customer experience. (Wang, Aw, Tan, Sthapit, & Li, 2025) and (Zrnic, Li'an, & Luzhou, 2025) said that the role of AI in building employee trust at
work is to provide AI tools and management must give clear trust and boundaries
that AI will not replace the position of these employees. Once the role of AI
within the company is clearly defined, it is important to emphasize that AI can
drive operational optimization, enhance customer engagement, and foster
innovation within the hospitality industry. This makes AI a valuable tool for
driving innovation in the hospitality sector.











However, in
implementing AI in the hospitality industry, there are several challenges that
need to be considered, namely in terms of technological mastery, organizational
policies or regulations, and most importantly, the readiness of human
resources. This is stated by (Shin, Ryu, & Jo, 2025) and (Alawami, et al., 2023), who highlighted that AI plays a significant role in enhancing the
efficiency and effectiveness of human resource management within an
organization. While AI possesses the capability to automate data
classification, human involvement remains essential in its operation.
Therefore, the success of AI implementation in the hospitality industry heavily
depends on the ability of human resources to maximize AI functions from both
technical and human touch perspectives, thereby delivering the best possible
outcomes for customers.


The results from (Zahidi, Kaluvilla, & Mulla, 2024) research show that organizational culture, which
previously only partially utilized technology, must now fully embrace the use
of AI technology. The use of AI is feared to eliminate human touch, concerns
about data security breaches, and the possibility of direct or indirect
resistance from employees to using AI technology in the company. Therefore,
organizations must emphasize that change management, and a humanistic approach
must be prioritized in the AI adoption process. (Wang, Aw, Tan, Sthapit, &
Li, 2025) suggests that to address the above issues, companies must establish
clear boundaries in the use of AI. Therefore, the recommendation is to align
company culture and data security issues with appropriate adjustments. Such
adjustments should comply with applicable legal provisions to ensure proper
resolution of issues arising from the use of AI technology. Therefore, the
implementation of AI technology must be carried out with a strategy that
balances technology and human touch while adhering to existing and established
regulations.


In the broader
context of digital transformation, the integration of AI with technologies such
as the Internet of Things and Big Data has become a revolutionary pillar for
the hospitality industry. (Anwar, Deliana, & Suyamto, 2024) show that this
combination of technologies improves the accuracy of decision-making and
real-time resource optimizations. However, they also highlight the importance
of technological infrastructure and human resource training to support optimal
adaptation. Ethical issues and data management must also be a top priority to
maintain customer trust throughout the digitalization process.


The conclusion that
can be drawn from the literature review is that the application of AI in the hospitality
industry is about the readiness of human resources. In Indonesia, the
application of AI must be considered, especially in relation to human
resources. Given that the level of AI literacy in Indonesia is still relatively
low, there is a need to improve digital literacy and technological
capabilities. The training and skill development programmed must be designed to
accommodate the rapid changes in AI technology, including a basic understanding
of AI, ethical use, and the ability to collaborate with automation technology
without losing the humanistic service aspects that are characteristic of the
hospitality industry. Higher education institutions and vocational training
institutions should also integrate AI technology curricula that are relevant to
industry needs so that the workforce is ready to face digital transformation.
The use of AI from the results of a literature review in the hospitality
industry shows that it can improve the effectiveness and efficiency of daily
operations. In addition, the use of AI can also create a more engaging
experience with customers because AI's capabilities can personalize each
customer's experience, ensuring that customers receive services that suit their
individual characteristics


 


CONCLUSIONS AND
RECOMMENDATIONS


The
conclusions of
this literature review are that hospitality industry players in Indonesia
should consider strategic steps in planning the use of increasingly advanced AI
technology. Hospitality industry players in Indonesia are currently only using
AI as a simple tool, such as a system aid, additional features, and a means of
creating simple entertainment experiences for their customers. It is time to
invest more in AI technology and develop human resources to maximize its use.
With competent human resources in AI usage, the human touch with customers will
still be felt. This requires immediate integration, given that the digital
transformation era is progressing rapidly.


The next conclusions
for regulators, namely the Indonesian government, is that with the development
of AI technology, they must immediately prepare a complete infrastructure. The
most important thing is to formulate flexible, comprehensive regulations that
can accommodate the development of AI technology in the hospitality industry.
Regulations must pay attention to data security, consumer privacy protection,
and ensure that AI is used ethically and responsibly. Regulations must also
address the social impacts of AI adoption, including protections for workers
who may be affected by automation.


This research has
limitations in terms of data coverage and context, as most of the literature
analyzed comes from international studies that may have different
technological, cultural, and regulatory contexts than those in Indonesia.
Further empirical studies are needed, using research methods that directly
involve hospitality industry customers who have already implemented AI in
Indonesia. 


 


ADVANCED RESEARCH


Recommendations for
further research suggest focusing on concrete case studies and evaluating the
impact of AI implementation in the Indonesian hospitality industry in detail
and in real time.
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