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ABSTRACT
The rapid adoption of artificial intelligence (AI) in the hospitality industry has intensified expectations for service
efficiency, personalization, and operational performance; however, empirical evidence indicates that
implementation outcomes remain inconsistent across hotel contexts, suggesting that technological capability alone
does not ensure success. This study examines AI adoption from an information technology (IT) project management
perspective, focusing on how AI-driven IT projects enhance operational efficiency and what factors differentiate
successful implementations from those that underperform. A structured literature review (SLR) was conducted to
synthesize recent empirical and conceptual research on AI implementation in hotel operations. The findings show
that AI-driven IT projects improve service responsiveness, personalization accuracy, workflow efficiency, and
resource utilization, with the most sustainable gains observed in projects that achieve balanced improvements
across both guest-facing services and internal organizational processes. Furthermore, leadership commitment,
stakeholder engagement, effective change management, and system integration are identified as key determinants
of project success. Overall, this study positions AI adoption as a socio-technical IT project rather than a purely
technological initiative, offering practical insights for aligning AI strategies with organizational and service
objectives.
Keywords: Artificial Intelligence Implementation, IT Project Management, Hospitality Industry, Operational Efficiency,
Socio-Technical Systems

I.   INTRODUCTION
he hospitality industry has increasingly
embraced artificial intelligence (AI) as a
strategic instrument to enhance service

efficiency, personalization, and operational
responsiveness. AI-enabled systems are now
widely deployed in hotel environments to support
reservation management, customer interaction,
pricing optimization, and internal workflow
coordination. Prior studies consistently report that
AI adoption has the potential to improve guest
satisfaction while simultaneously reducing
operational inefficiencies, particularly in labor-
intensive and service-intensive hotel operations[1],
[2]. However, despite these promising prospects,
empirical evidence suggests that AI-driven
initiatives in hospitality settings frequently produce
uneven outcomes, with a significant proportion of
projects failing to deliver their anticipated
benefits[3], [4]. In the hotel context, this
inconsistency is often linked to the unique
characteristics of hospitality services, including
high variability in guest expectations, the need for
real-time service delivery, and the continued

reliance on human–AI interaction in frontline
services. 

Additional challenges such as misalignment
between AI applications and service design,
limited availability of high-quality guest data,
insufficient staff readiness, resistance to
technology adoption among employees, and
difficulties in integrating AI systems with legacy
property management systems further contribute to
inconsistent implementation outcomes. This
discrepancy highlights a critical issue that extends
beyond technological capability. While existing
research has extensively examined AI algorithms,
system architectures, and data analytics
applications in hospitality contexts[5], [6],
considerably less attention has been paid to
managing AI implementation as an information
technology (IT) project. This imbalance reveals a
clear research gap, as the project management
dimension remains underexplored despite its
central role in determining implementation
outcomes. In practice, AI adoption in hotels is not
a purely technical undertaking but a complex
organizational initiative involving multiple
stakeholders, legacy systems, frontline service
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personnel, and managerial decision-making
processes. As a result, the success or failure of AI
initiatives is often shaped less by technological
sophistication and more by how effectively these
projects are planned, coordinated, governed, and
integrated into existing operational structures [7].

Within the broader information systems (IS)
and project management literature, scholars have
long emphasized that IT project outcomes are
strongly influenced by factors such as leadership
commitment, stakeholder alignment, change
management practices, and organizational
readiness [8], [9]. However, these insights remain
insufficiently contextualized within the hospitality
sector, where service delivery is highly interactive,
time-sensitive, and experience-driven. Unlike
manufacturing or back-office environments, hotels
operate in settings characterized by direct guest
contact, real-time service expectations, and a
strong reliance on frontline employees to mediate
technology use. Consequently, AI and IT project
implementation in hospitality must account for the
integration of human–technology interactions,
variability in guest preferences, and the need to
maintain service quality and emotional
engagement. These sector-specific conditions
make the translation of general IT project
management principles more complex, thereby
necessitating a more context-sensitive
understanding of how such factors influence
project outcomes in hospitality
environments.[8],[9]. Studies in enterprise
systems, digital transformation, and service
innovation consistently demonstrate that
inadequate project governance and misalignment
between technology and organizational strategy are
among the leading causes of IT project
underperformance [10], [11]. Nevertheless, these
insights have not been sufficiently contextualized
within the hospitality sector, where service
delivery dynamics, customer experience
expectations, and human–technology interactions
differ markedly from those of manufacturing or
back-office enterprise environments.

Existing hospitality-focused research tends to
approach AI adoption from a functional or
outcome-oriented perspective, emphasizing
performance indicators such as response time,
personalization accuracy, and service quality
improvements  [12], [13]. While such metrics are
valuable, they offer limited explanatory power
regarding why similar AI technologies yield
divergent results across comparable hotel contexts.

As a result, the literature remains fragmented, with
performance outcomes often reported without a
systematic examination of the project management
conditions under which those outcomes emerge.
This gap constrains both theoretical development
and practical guidance for hotel managers tasked
with overseeing AI-driven IT initiatives.

Moreover, the service-intensive nature of
hospitality operations introduces additional layers
of complexity to AI project implementation.
Frontline employees, who play a central role in
shaping guest experiences, are frequently required
to adapt to new AI-supported workflows, decision-
support tools, and automated service interfaces.
Research indicates that resistance to change,
insufficient training, and ambiguity in role
redefinition can significantly undermine the
effectiveness of digital transformation projects in
service organizations  [14], [15]. These challenges
underscore the necessity of examining AI adoption
not merely as a technological upgrade, but as a
socio-technical project embedded within
organizational routines, cultures, and power
structures.

Against this backdrop, there is a clear need for
a more integrated analytical perspective that
bridges AI adoption in hospitality with established
principles of IT project management. Such an
approach enables a deeper understanding of how
operational efficiencies are generated, sustained, or
constrained by managerial and organizational
factors throughout the project lifecycle. By
synthesizing insights from prior studies on AI-
enabled hospitality systems and IT project success
frameworks, this study seeks to move beyond
descriptive accounts of performance outcomes
toward a more explanatory and interpretive
analysis.

Accordingly, the present study aims to
systematically examine AI-driven IT project
implementation in the hospitality sector through
the lens of project management. Drawing on a
structured literature review (SLR) of recent
empirical and conceptual studies, this research
investigates two central questions: (1) what
operational efficiency outcomes are commonly
associated with AI-enabled IT projects in hotel
contexts, and (2) what managerial and
organizational factors distinguish successful
implementations from those that underperform or
fail. By addressing these questions, the study
contributes to the hospitality and information
systems literature in three key ways. First, it
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consolidates fragmented findings on AI-related
performance outcomes into a coherent operational
efficiency framework. Second, it identifies
recurring project management determinants that
shape implementation success and failure in
service-oriented environments. Third, it provides
actionable insights for practitioners seeking to
align AI initiatives with organizational strategy and
service delivery objectives.

Through this integrative perspective, the study
positions AI not as an isolated technological
solution, but as a strategic IT project whose
outcomes depend fundamentally on how
technology, people, and organizational processes
are managed in concert. This framing establishes a
foundation for the subsequent methodological

approach, results synthesis, and discussion of
managerial and theoretical implications presented
in the following sections.

To clarify the analytical perspective adopted in
this study, Figure 1 presents a conceptual
framework illustrating AI-driven IT project
implementation in hospitality settings, highlighting
the interrelationships between technological
components, organizational processes, and
operational outcomes.

Figure 1. Phased Implementation Framework For AI-Based Hotel Information Systems

II.  LITERATURE REVIEWS
The evolution of Artificial Intelligence (AI)

has shifted the hospitality industry’s focus from
standardized service delivery toward a paradigm of
hyper-personalization. AI-driven personalized and
adaptive hotel information systems represent an
integration of machine learning algorithms that
tailor guest experiences by analyzing behavioral
data and preferences in real time. Within the
literature, these systems are defined by their
capacity to dynamically adjust service touchpoints

—such as mobile applications, recommendation
engines, and in-room automation (e.g., lighting or
temperature control)—based on individual guest
profiles. Their effectiveness depends on big data
analytics, which refers to the large-scale processing
of structured and unstructured data to generate
predictive insights, enabling hotels to anticipate
guest needs with greater accuracy.

Managing the implementation of such
systems requires a shift from traditional linear
project management approaches (e.g., Waterfall)
toward iterative and flexible methodologies. Agile
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and Scrum frameworks, characterized by
incremental development, continuous feedback,
and adaptive planning, are widely recognized as
more suitable for AI-driven projects due to the
experimental and evolving nature of machine
learning models. Compared to traditional
approaches, Agile enables faster response to
changing guest requirements and data-driven
insights, although it may introduce challenges in
scope control and coordination across departments.
In hospitality contexts, these challenges are
intensified by the need to maintain uninterrupted
24/7 operations, requiring project managers to
carefully balance flexibility with operational
stability.

A critical issue highlighted in recent studies
is the tension between deep personalization and
data privacy governance. Personalized AI systems
rely heavily on sensitive guest data, including
behavioral patterns and preferences, which raises
concerns regarding data security and ethical use.
Regulatory frameworks such as the General Data
Protection Regulation (GDPR) emphasize strict
data protection standards, requiring organizations
to adopt privacy-by-design principles—defined as
the integration of data protection mechanisms into
system development from the outset. Compared to
traditional customer data management, AI-driven
systems pose higher risks due to their scale and
predictive capabilities, making transparency and
user consent critical to sustaining guest trust.

From a technical perspective,
interoperability remains a major challenge in
hospitality environments. AI applications must
integrate with legacy Property Management
Systems (PMS), which are often not designed for
real-time data exchange. This creates
fragmentation across platforms and limits the
development of unified guest profiles. Compared
to other sectors with more standardized IT
infrastructures, hotels face greater complexity due
to heterogeneous systems and reliance on third-
party vendors. As a result, effective stakeholder
management and system integration—through
application programming interfaces (APIs), which
enable communication between software systems,
and data pipelines, which facilitate continuous data
flow—become essential components of project
success.

Despite these advances, existing literature
predominantly focuses on technological
capabilities and system design, with comparatively
limited attention to how these AI initiatives are

managed as IT projects within the hospitality
context. This reveals a critical research gap, as the
success of AI-driven personalized systems is not
determined solely by technical sophistication but
by how effectively project management practices
—such as governance, stakeholder coordination,
and integration strategies—are adapted to the
unique operational and service characteristics of
the hospitality industry.

III. RESEARCH METHOD
This study employs a qualitative research

design based on a Structured Literature Review
(SLR) to examine the implementation of AI-driven
information technology (IT) projects in the
hospitality sector and their contribution to
operational efficiency. The review follows the
Prisma principles to ensure transparency,
systematic selection, and analytical rigor. This
approach enables the synthesis of empirical and
conceptual studies while identifying recurring
patterns in operational outcomes and project
management determinants. By integrating insights
from hospitality management, information
systems, and IT project management literature, the
method supports an explanatory analysis beyond
descriptive reporting.

Review was guided by two research
questions: (1) what operational efficiency
outcomes are associated with AI-driven IT projects
in hotel contexts, and (2) what project management
and organizational factors differentiate successful
implementations from underperforming initiatives.
These questions informed the search strategy,
keyword selection, and inclusion criteria. A
systematic search was conducted across major
academic databases—Scopus, Web of Science, and
Google Scholar—selected for their broad coverage
of high-quality research in information systems and
hospitality. The search strings combined three
clusters: (“artificial intelligence” OR “AI-enabled
systems” OR “machine learning”) AND
(“hospitality industry” OR “hotel operations” OR
“service management”) AND (“IT project
management” OR “digital transformation” OR
“technology adoption”).

Inclusion criteria required studies to be
peer-reviewed, published in English within a recent
time frame (approximately the last decade), and
explicitly focused on AI implementation in
hospitality settings with reported operational,
managerial, or project-related outcomes. Studies
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limited to technical algorithm development without
organizational relevance were excluded. A multi-
stage screening process—covering title, abstract,
and full-text review—was applied to ensure
relevance and quality.

Data analysis was conducted using
thematic synthesis. Each study was coded based on
AI application type, operational domain, efficiency
outcomes, and project management factors.
Recurring themes were then aggregated into
higher-level categories. A socio-technical
perspective guided interpretation, emphasizing the
interaction between technological systems and
organizational conditions such as leadership,
stakeholder engagement, change management, and
system integration. This approach ensures that
findings are grounded in systematically reviewed
literature while providing meaningful theoretical
and managerial insights into AI-driven IT project
implementation in hospitality contexts.

IV.   RESULTS AND ANALYSIS

A. Operational Performance Outcomes of AI-
Driven IT Projects

The synthesis of the reviewed studies
indicates that AI-driven IT project implementation
in the hospitality sector is consistently associated
with measurable operational performance
improvements across multiple service dimensions.
From a guest-facing perspective, the most
frequently reported outcomes include faster service
response times, improved personalization
accuracy, and enhanced service consistency across
customer touchpoints[16],[17]. For instance, AI-
enabled reservation systems and conversational
interfaces reduce booking friction and enable real-
time interaction, thereby improving perceived
service quality and responsiveness[18].

At the organizational level, parallel
efficiency gains are observed in internal process
optimization. These include improved task
allocation, reduced manual workload for frontline
staff, and enhanced coordination across operational
units such as front desk services, housekeeping,
and revenue management[19], [20]. Importantly,
these improvements are more pronounced when AI
systems are integrated with existing property
management systems rather than deployed as
standalone solutions, as integration supports data
continuity and minimizes operational disruption
during implementation [21]. Crucially, the
literature emphasizes that guest-facing and

organizational outcomes are not independent but
mutually reinforcing.
B. Variability of Outcomes Across Implementation
Contexts

Despite consistently positive findings, the
literature reveals substantial variability in both the
magnitude and sustainability of AI-driven
performance outcomes across hotel contexts.
While some implementations achieve rapid and
significant efficiency gains, others report modest or
inconsistent improvements despite similar
technological investments [22], [23]. This
divergence suggests that outcome variability
cannot be explained by AI functionality alone but
is strongly influenced by contextual and
organizational conditions.

A cross-study comparison indicates that
this variability can be systematically grouped into
three key dimensions: (1) organizational readiness,
including digital maturity, employee competencies,
and data infrastructure; (2) project governance,
encompassing leadership support, stakeholder
alignment, and change management practices; and
(3) system integration capability, particularly the
extent to which AI solutions are embedded within
existing IT ecosystems. Hotels with higher digital
maturity and stronger managerial coordination tend
to achieve more stable and scalable efficiency
gains, whereas those with fragmented governance
structures or insufficient staff readiness often
experience delayed benefits or
underperformance[24].[25]. 

Temporal factors further shape these
outcomes. Short-term efficiency gains are
commonly observed following initial deployment,
especially in automation-related functions;
however, sustaining these gains depends on
continuous system refinement, user adaptation, and
organizational learning processes [26]. In contrast,
projects lacking post-implementation support
frequently experience performance stagnation or
decline. This pattern suggests a clear causal
relationship: long-term operational efficiency is
contingent not only on initial implementation but
also on the ongoing management and adaptation of
AI systems within the organization.
C. Aggregate Operational Efficiency Impact

While individual performance indicators
provide valuable insights, assessing AI
implementation solely through disaggregated
outcomes risks underestimating its cumulative
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operational impact. To address this limitation, the
reviewed studies increasingly adopt an aggregated

perspective that synthesizes efficiency gains across
core service and organizational functions [27].

Figure 2. synthesizes these operational indicators, illustrating the aggregate efficiency gains achieved 
through AI implementation across core hotel service functions.

.

Figure 2 presents a synthesized overview of
operational efficiency improvements reported
across the literature, capturing the combined effects
of AI-driven enhancements in service
responsiveness, internal process optimization, and
resource utilization. The aggregated results
indicate that AI-enabled IT projects can generate
substantial overall efficiency gains when
implemented in a coordinated and strategically
aligned manner. Notably, the magnitude of these
gains varies across cases, reflecting differences in
project governance, organizational readiness, and
integration depth.

The aggregated perspective further reveals
that projects achieving balanced improvements
across both guest-facing and organizational
dimensions tend to report more sustainable
outcomes over time [28]. In contrast, initiatives that
prioritize isolated automation benefits without
corresponding organizational adjustments often
exhibit uneven performance profiles. This finding
reinforces the value of evaluating AI
implementation outcomes through an integrative
lens that accounts for multiple operational
dimensions simultaneously.
D. Summary of Key Results

Taken together, the results demonstrate that
AI-driven IT projects in the hospitality sector are
capable of delivering meaningful operational
efficiency improvements, but that these outcomes

are neither uniform nor guaranteed. Performance
gains are most pronounced when AI systems are
embedded within integrated operational workflows
and supported by organizational processes that
facilitate adaptation and learning. The observed
variability across implementation contexts
underscores the importance of examining not only
what outcomes are achieved, but also the
conditions under which they emerge.

These findings provide a structured
empirical foundation for the subsequent discussion,
which explores the managerial and organizational
factors that differentiate successful AI
implementation projects from those that
underperform or fail.
DISCUSSION 

A. Interpreting Success and Failure in AI-Driven 
Hotel IT Projects

The results demonstrate that AI-driven IT
projects in the hospitality sector can yield
substantial operational efficiency gains; however,
these gains are neither uniform nor automatic. This
finding aligns with prior research in information
systems and digital transformation, which
emphasizes that technology-enabled performance
improvements are contingent upon how projects
are managed rather than on technological
capability alone [29], [30]. In the context of
hospitality, where service quality is co-produced
through human–technology interaction, this
dependency becomes particularly pronounced. 
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Figure 3. Interpreting Success and Failure in AI-Driven Hotel IT Projects

Figure 3 synthesizes recurring determinants
that distinguish successful from unsuccessful AI
implementation initiatives. Across the reviewed
studies, leadership commitment emerges as a
foundational factor. Projects characterized by
visible executive sponsorship and clear strategic
intent consistently report more stable and scalable
efficiency outcomes [31]. Such leadership
engagement facilitates resource allocation,
accelerates decision-making, and signals
organizational legitimacy for change initiatives. In
contrast, projects lacking sustained leadership
involvement often encounter delays, scope
ambiguity, and diminished stakeholder buy-in,
undermining potential performance gains [31].

Stakeholder engagement constitutes a
second critical differentiator. Successful projects
tend to involve frontline employees, IT personnel,
and service managers early in the project lifecycle,
fostering shared ownership and practical alignment
between system design and operational realities
[32]. This finding corroborates socio-technical
systems theory, which posits that technological
effectiveness depends on congruence between
technical solutions and social structures [33]. In
hospitality settings, where frontline staff mediate
guest experiences, insufficient engagement
frequently translates into resistance, workarounds,
or superficial system use, thereby limiting realized
benefits [34].

Change management practices further
explain observed outcome variability. The results
indicate that AI projects supported by structured
training programs, iterative implementation
phases, and feedback mechanisms are more likely
to achieve sustained efficiency improvements [35].
Conversely, initiatives framed primarily as
technology rollouts—without adequate attention to
behavioral adaptation—often deliver short-term
automation gains that dissipate over time. This
pattern echoes established findings in IT project
management literature, which identify change
management as a decisive factor in translating
technological potential into organizational
performance [36].
B. Organizational Readiness and Integration 
Depth

Beyond managerial actions, organizational
readiness plays a central role in shaping AI project
outcomes. The reviewed studies suggest that hotels
with higher levels of digital maturity—manifested
in standardized processes, interoperable systems,
and data governance capabilities—are better
positioned to absorb AI-driven innovations [37].  In
such environments, AI systems can be integrated
more seamlessly into existing workflows, enabling
cumulative efficiency gains rather than isolated
improvements.

Integration depth emerges as a particularly
salient dimension of readiness. Projects that embed
AI functionalities within core property
management and service delivery systems
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consistently outperform those relying on
fragmented or standalone applications [38]. Deep
integration facilitates real-time data sharing,
reduces manual reconciliation tasks, and supports
coordinated decision-making across departments.
By contrast, shallow integration often results in
parallel processes that increase complexity rather
than reduce it, offsetting potential efficiency gains
[39].

These findings reinforce the notion that AI
implementation should be conceptualized as an
organizational transformation project rather than a
discrete technological enhancement. Consistent
with prior research on enterprise systems and
digital platforms, the value of AI appears to
materialize most fully when technological
capabilities are aligned with organizational
structures and routines [40]. For hospitality
managers, this implies that investments in AI must
be accompanied by parallel investments in process
redesign and capability development.
C. Implications for IT Project Management in 
Service Contexts

The findings carry important implications
for IT project management theory and practice,
particularly within service-intensive industries.
Traditional project management approaches often
prioritize scope, time, and cost control, assuming
relatively stable operational environments [41].
However, the variability observed in AI-driven
hospitality projects suggests that such approaches
may be insufficient when managing technologies
that actively reshape service interactions and work
practices.

Instead, the results support a more adaptive
and governance-oriented project management
perspective. Successful AI initiatives exhibit
characteristics associated with agile and hybrid
project management models, including iterative
deployment, cross-functional collaboration, and
continuous stakeholder feedback [42]. These
characteristics enable organizations to respond to
emergent challenges and recalibrate project
objectives in line with evolving service demands.

From a practical standpoint, the discussion
underscores the need for hotel organizations to
broaden their conception of project success.
Efficiency gains should not be evaluated solely in
terms of immediate cost reductions or automation
metrics, but also in relation to longer-term
organizational learning and service capability
enhancement [43]. Projects that prioritize short-
term efficiency at the expense of staff engagement

or system integration may achieve initial gains but
struggle to sustain them.
D. Theoretical Contributions

The study contributes to the hospitality and
information systems literature in several ways.
First, by synthesizing operational outcomes across
multiple studies, it advances a more holistic
understanding of AI-enabled efficiency in service
contexts. Rather than treating guest-facing and
organizational outcomes as separate domains, the
discussion highlights their interdependence and
cumulative impact.

Second, the findings extend IT project
management theory by contextualizing established
success factors within the hospitality sector. While
leadership commitment, stakeholder engagement,
and change management are well-documented
determinants of IT project success [44]. their
specific manifestations in service-intensive
environments have received limited empirical
attention. This study demonstrates how these
factors operate in settings characterized by high
customer interaction and labor intensity.

Third, the integrative framework implied
by Figure 6 offers a basis for future research that
bridges technological, managerial, and
organizational perspectives. By positioning AI as a
socio-technical project rather than a standalone
innovation, the study aligns with and extends
contemporary debates on digital transformation
and service innovation [45].
E. Managerial Implications

For practitioners, the discussion yields
several actionable insights. Hotel managers
overseeing AI-driven IT projects should prioritize
governance structures that ensure sustained
leadership involvement throughout the project
lifecycle. Early and continuous engagement with
frontline staff can mitigate resistance and enhance
system usability, increasing the likelihood that
efficiency gains will be realized in practice.

Additionally, managers should assess
organizational readiness prior to large-scale AI
deployment. Investments in data integration,
process standardization, and staff capability
development may be necessary prerequisites for
achieving meaningful returns on AI initiatives.
Finally, adopting adaptive project management
approaches can help organizations navigate the
inherent uncertainty associated with AI-enabled
transformation.
6 Limitations and Directions for Future Research
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While the discussion provides a
comprehensive synthesis of existing evidence, it is
subject to several limitations. The reliance on
secondary studies may obscure contextual nuances
present in individual implementations. Moreover,
variations in measurement approaches across
studies limit the precision with which efficiency
gains can be compared.

Future research could address these
limitations through longitudinal case studies or
mixed-method designs that capture both
quantitative performance metrics and qualitative
implementation dynamics. Comparative studies
across different service industries may further
illuminate the boundary conditions under which
AI-driven IT projects succeed or fail.

V. CONCLUSION
A central contribution of this study is the

explicit identification and contextualization of
project management determinants as primary
drivers of AI implementation success in hospitality
settings. While prior research has acknowledged
factors such as leadership commitment,
stakeholder engagement, change management, and
system integration, this study demonstrates how
these elements operate interdependently within
service-intensive hotel environments, where real-
time guest interaction and service quality amplify
their impact. Specifically, the findings show that
leadership commitment enables strategic alignment
of AI initiatives, stakeholder engagement
facilitates smoother adoption among frontline staff,
structured change management reduces resistance,
and deep system integration ensures operational
continuity. By embedding these factors within the
hospitality context, this study moves beyond
generic IT project frameworks[48] and highlights
their sector-specific manifestation and combined
effect on operational outcomes, thereby addressing
a critical gap in existing literature.

From a practical perspective, the findings
translate into several actionable recommendations.
First, hotel managers should treat AI initiatives as
long-term organizational transformation projects,
rather than isolated technological upgrades, by
establishing dedicated governance structures such
as cross-functional project teams involving IT,
operations, and service staff. Second, continuous
staff training programs should be implemented to
enhance digital competencies and reduce resistance
to AI-supported workflows. For example, hotels
deploying AI-based chatbots or automated

check-in systems should simultaneously train
frontline employees to manage exceptions and
maintain service quality. Third, managers should
prioritize incremental system integration, ensuring
that AI applications are interoperable with existing
property management systems to avoid operational
fragmentation. Finally, adopting adaptive project
management approaches—such as iterative
implementation cycles combined with continuous
performance monitoring—can help organizations
respond effectively to evolving service demands
and technological uncertainties[49].

Despite these contributions, the study has
several limitations. Its reliance on secondary
literature limits the ability to capture context-
specific dynamics of individual hotel
implementations, while variations in measurement
approaches across studies constrain direct
comparability of results. Future research should
address these limitations through longitudinal case
studies or mixed-method designs that integrate
quantitative performance metrics with qualitative
insights into project execution processes.
Additionally, comparative studies across different
service industries would help clarify the boundary
conditions under which AI-driven IT project
management practices produce consistent
outcomes.

In conclusion, by framing AI adoption as a
socio-technical IT project, this study advances both
theoretical understanding and managerial practice
in hospitality digital transformation. It
demonstrates that the value of AI does not reside
solely in technological sophistication, but in the
extent to which technological capabilities are
effectively aligned with organizational processes,
human resources, and project management
practices. Consequently, sustainable operational
performance improvements are achieved through
the coordinated management of technology,
people, and processes over time, rather than
through isolated technological implementation
alone.
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