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Abstract: As artificial intelligence and robotics become increasingly prevalent in the hospitality 

industry, extensive discussions have emerged regarding the role of robots in hotel operations. This 

paper focuses on the impact of robotic staff on guests' personalized service experiences within hotel 

operations, exploring whether they enhance or diminish the value guests prioritize. Through literature 

analysis and theoretical reasoning, this paper argues that while robots offer advantages in efficiency, 

cost control, and service standardization, these benefits fail to compensate for their shortcomings in 

emotional interaction and personalized care. Research reveals that guests, particularly in luxury hotels, 

rely heavily on human empathy, flexible responses, and emotional connections—qualities robots 

often struggle to capture due to their inability to interpret subtle social cues or convey the experience 

of being understood and valued. Although data-driven recommendation services can offer a degree 

of “superficial personalization,” their lack of deep emotional value may undermine customer 

satisfaction and loyalty. Consequently, this paper advocates for a “human-robot collaboration” model 

in hotel digital transformation, deploying robots for low-emotional, repetitive tasks while reserving 

high-emotional, interactive roles for human staff. This research not only enriches academic discourse 

on the relationship between intelligent services and customer experience but also offers practical 

insights for hotel managers seeking balance between technological adoption and human-centered 

service. 

1. Introduction 

In recent years, driven by rapid advancements in artificial intelligence and robotics, service robots 

have increasingly entered the hospitality industry, finding applications in front desk reception, food 

delivery, and housekeeping. This trend is globally recognized as a key manifestation of digital and 

intelligent hotel operations[1]. Significant divergences persist between academia and industry 

regarding the role of robots in hotel settings[2]. On one hand, proponents argue that robots can 

effectively reduce labor costs, enhance operational efficiency, and minimize human errors, thereby 

helping hotels maintain competitive advantages in a fiercely competitive market[3]. Critics, however, 

point out that guests particularly value “personalized service” in their hotel experience. Robots' 

limitations in empathy, flexibility, and emotional interaction may diminish the overall value of the 

guest experience. This paper argues that while robots play a role in efficiency and standardized 

management, they ultimately undermine the personalized service experience cherished by guests[4]. 

This study aims to systematically analyze the mechanisms through which robots impact personalized 

service. By acknowledging and addressing opposing viewpoints, it further argues that a human-

centered hotel experience remains indispensable in the future. 

Supporters generally believe robotic staff offer significant advantages in hotel operations[5]. First, 

robots can operate continuously around the clock, effectively reducing wait times and enhancing 

service efficiency—particularly critical during peak periods for front desk reception or food delivery. 

Second, robots minimize human error and ensure standardized service procedures, thereby enhancing 

overall operational consistency[6]. Furthermore, with advancements in big data and artificial 

intelligence, certain robots can now provide customized recommendations based on guests' historical 

consumption preferences, partially substituting personalized service. For hotel operators, these 

advantages translate to significant cost savings and greater operational control. 
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These benefits, however, do not negate the fact that robots can diminish guests' personalized 

experiences. Efficiency and standardization are not synonymous with personalization; swift and 

accurate service does not equate to guests feeling “understood” or “valued.” Data-driven 

recommendations often remain superficial, lacking the depth of human staff in contextual judgment, 

empathetic responses, and emotional care[7]. Research indicates that in high-end hotel settings, 

customers are more willing to pay for warm, human-centered service rather than solely pursuing 

efficiency and standardization. 

2. The Core Value of Personalized Service Experiences 

Within the hospitality industry, personalized service experiences are widely regarded as the core 

driver of guest satisfaction and loyalty. Personalization extends beyond offering differentiated services 

based on basic customer information; it emphasizes demonstrating an understanding of and 

responsiveness to guests' unique needs during interactions[8]. When selecting a hotel, guests often 

prioritize not just tangible aspects like facilities and pricing, but also the sense of being understood and 

cared for that emerges throughout the service journey. This experience embodies the essence of 

hospitality—creating emotional value through human interaction, not merely functional value[9]. 

Guest satisfaction tends to decrease as robot usage intensifies, as illustrated in Figure 1:  

 

Figure 1 Guest Satisfaction vs. Robot Usage 

Human staff possess irreplaceable advantages in shaping personalized experiences. They can 

discern underlying emotional needs by observing guests' micro-expressions, tone of voice, and body 

language, enabling flexible responses. Their empathy builds emotional connections during interactions, 

enhancing guests' sense of belonging and satisfaction[10]. Many guests anticipate “surprise-and-

delight” services that exceed expectations, experiences rooted in human creativity and situational 

judgment that often surpass robots' capabilities based on pre-programmed routines. The core value of 

personalized service lies in its profound humanity and emotional warmth—a crucial component of 

customer-perceived value and key to hotels building long-term competitive advantage. While robots 

can offer data-driven recommendations to some extent, they struggle to reach the deeper essence of 

personalized experiences. 

3. Current Applications and Advantages of Robotic Staff 

In recent years, as service robots and artificial intelligence technologies have matured, the 

hospitality industry has begun integrating robotic staff across multiple operational segments[11]. 

Practical applications now include front desk reception, food delivery, room cleaning, and information 

inquiry tasks. Major hotel chains utilize delivery robots to provide contactless service to guests, a 

feature that highlighted convenience and safety during the pandemic[12]. Simultaneously, some luxury 

hotels deploy intelligent robots as front desk assistants, enabling swift check-in processing and 

information verification to effectively alleviate staffing pressures during peak periods. 
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From an operational perspective, robots offer distinct advantages[13]. First, their ability to operate 

24/7 significantly reduces service wait times and enhances efficiency. Second, robot operations rely 

on pre-programmed algorithms, minimizing human error and ensuring standardized, consistent service 

delivery. Moreover, through integration with big data and machine learning, certain robotic systems 

can leverage guests' historical spending and behavioral patterns to deliver personalized 

recommendations or reminders, expanding the scope of “data-driven personalization[14].” For hotel 

managers, these benefits translate not only to cost control and operational predictability but also 

provide technological support for enhancing overall competitiveness. These advantages primarily 

manifest as improvements in efficiency and standardization, rather than genuine “personalized service 

experiences.” This provides crucial context for subsequent analysis of how robots diminish the deep 

emotional value guests prioritize. 

4. Path Analysis: How Robots Undermine Personalized Experiences 

While robotic staff offer certain advantages in efficiency and standardization, they possess 

fundamental limitations in shaping personalized service experiences. Guests expect more than speed 

and accuracy from hotel services; they seek emotional connection, flexible responsiveness, and a sense 

of being valued. Robots, lacking emotional expression and social intuition, struggle to meet guests' 

psychological needs in high-interaction scenarios. Their reliance on programmed logic leads to 

monotonous and standardized service experiences, thereby weakening the differentiated 

competitiveness that hotels rely on to maintain customer loyalty. More critically, existing research 

indicates that when robots replace human staff in luxury hotels, both customer satisfaction and 

repurchase intent decline. This demonstrates that robots not only fail to deliver personalized 

experiences but may erode the service values guests cherish across multiple dimensions. The following 

analysis explores three key aspects: the absence of emotion and empathy, the standardization and 

monotony of experiences, and the negative impact on customer satisfaction and loyalty. 

4.1 Lack of Emotional and Empathetic Capabilities 

The core of personalized service experiences lies in employees' ability to connect with guests 

through emotional labor. Robotic staff inherently face limitations in expressing emotions and 

demonstrating empathy. Despite advancements in natural language processing and facial recognition 

technology, robots still struggle to accurately capture customers' micro-expressions, tonal shifts, and 

underlying emotions. This means robots often fail to respond appropriately when guests require 

comfort, care, or special attention. More critically, guests seek not only functional services but also 

emotional value in interactions. The absence of this value leads to a dehumanized experience. Scholars 

emphasize that the hospitality industry's core competitiveness lies in the “human touch,” whereas 

robots typically deliver only programmed interactions. This emotional void directly diminishes guests' 

perception of personalized service, reducing their experience to superficial and utilitarian encounters. 

The distribution of satisfaction ratings differs significantly between hotels with high versus low robot 

adoption, as shown in Figure 2: 

 

Figure 2 Distribution of Guest Satisfaction under Different Robot Adoption Levels 
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4.2 Monotonous and Standardized Experiences 

Robots operate based on pre-set programs and algorithms, ensuring standardized service processes 

but inevitably leading to monotonous experiences. For guests seeking differentiated and surprising 

experiences, interactions with robots often feel mechanical and formulaic, lacking flexibility and 

creativity. A key value of hotel service lies in “exceeding expectations”—such as staff remembering 

regular guests' preferences and proactively offering extra care—and this contextual flexibility is 

difficult for robots to replicate. More critically, as more hotels rely on robotic services, guest 

experiences become increasingly homogenized, eroding competitive differentiation between 

properties. While the standardization benefits of robots may be significant operationally, they come at 

the expense of personalized experiences, ultimately weakening a hotel's ability to sustain long-term 

customer relationships. Service quality dimensions reveal strong contrasts between human and robot 

employees, as presented in Figure 3: 

 

Figure 3 Comparison of Service Quality Dimensions: Human vs. Robot 

4.3 Negative Impact on Customer Satisfaction and Loyalty 

The deployment of robots in high-interaction service scenarios not only diminishes guests' 

perception of personalized experiences but also adversely affects overall satisfaction and loyalty. 

Empirical studies reveal that when customers perceive a lack of human touch in service, they tend to 

downgrade their overall impression of the hotel—even when efficiency improves. This effect is 

particularly pronounced in luxury hotels, where guests typically pay for “warmth” and “uniqueness” 

rather than merely pursuing fast, standardized functional services. Once personalized experiences are 

diminished, both customer retention rates and word-of-mouth recommendations may suffer, ultimately 

harming the hotel's long-term profitability. While robots can temporarily alleviate labor cost pressures 

and staffing shortages, their deficiencies in emotional value and experiential depth expose hotels to 

the risk of customer attrition in long-term competition. 

5. Opposing Arguments and Rebuttals 

Practical Considerations Some managers contend that robots can significantly enhance customer 

experiences in hotel operations. Robots offer the advantage of 24/7 continuous operation, effectively 

reducing wait times and boosting service efficiency—particularly crucial during peak periods for front 

desk reception or room service. Their programmed operation minimizes human error, ensuring 

consistent and standardized service delivery. Leveraging big data and artificial intelligence, some 

robots can already provide recommendations based on customer history, achieving a degree of “data-

driven personalization.” From an operational perspective, these features not only help hotels reduce 

labor costs but also enhance service convenience and predictability to a certain extent. The efficiency 

tradeoff between robots and human staff in handling guest requests is depicted in Figure 4: 
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Figure 4 Efficiency Tradeoff: Humans vs. Robots 

These advantages cannot truly replace the personalized experiences valued by guests. Increased 

efficiency does not equate to emotional value; swift and accurate service fails to satisfy guests' deeper 

needs for “understanding” and “being valued” during interactions. Data-driven recommendations often 

remain superficial personalization, lacking flexible judgment and empathetic care, and struggle to 

deliver genuine surprises or warmth to guests. In high-end hotel settings, customers are willing to pay 

for human interaction, not for mechanized efficiency. While robots play a role in operations, they are 

insufficient to overturn the conclusion that “robots diminish personalized service experiences.” 

6. Management Implications and Practical Recommendations 

While robotic staff offer efficiency and cost advantages in hotel operations, they exhibit clear 

limitations in shaping personalized service experiences. This finding holds significant implications for 

hotel managers. When advancing digital and intelligent transformation, hotels should avoid a 

“complete replacement” mindset and instead emphasize “human-machine collaboration.” Specifically: 

- Robots are better suited for low-emotional, repetitive, and highly standardized tasks such as room 

delivery, information inquiries, and cleaning services; while high-contact, emotionally demanding 

interactions—front desk communication, complaint resolution, and guest care—should be led by 

empathetic, adaptable human staff. The correlation between perceived warmth and overall satisfaction 

under different service modes is highlighted in Figure 5: 

 

Figure 5 Correlation between Warmth and Satisfaction in Different Service Modes 

Hotels must enhance employee training to integrate technological tools with service artistry. By 

cultivating staff creativity and emotional expression in digital environments, hotels can maintain 

efficiency while elevating guests' emotional engagement. Additionally, management should prioritize 
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customer feedback mechanisms to dynamically assess boundaries between robotic and human services, 

preventing brand erosion from overreliance on technology. Strategically, hotels should view robots as 

supporting tools rather than substitutes for core human assets. Only through human-machine 

collaboration can operational efficiency be enhanced while preserving the personalized, human-

centered experiences guests value—ultimately securing long-term competitive advantage. 

7. Conclusion 

This paper examines the impact of robotic staff on personalized service experiences within hotel 

operations. While robots offer advantages in efficiency gains, cost control, and service standardization, 

these features alone cannot satisfy guests' deeper demands for personalization. By analyzing 

limitations in emotional connection, service flexibility, and customer satisfaction, the study 

demonstrates that robotic staff may diminish the personalized experiences valued by guests in high-

interaction scenarios. 

The findings underscore that the core value of personalized service lies in the emotional connection 

and sense of care fostered through human interaction—a unique advantage robots struggle to replicate. 

As hotels advance their intelligent transformation, they should prioritize human-robot collaboration 

models: assigning robots to standardized and repetitive tasks while reserving emotional labor and 

adaptability for human staff. This strategy helps maintain guest satisfaction and loyalty, building 

sustainable competitive advantages for hotels. 

Future research could further integrate empirical data to explore variations in customer acceptance 

of robotic services across different hotel types and cultural contexts. It should also investigate how 

complementary optimization of technology and human services can balance efficiency with 

personalized needs. This would provide more actionable guidance for the hospitality industry in 

seeking the optimal equilibrium between automation and human touch. 
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