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Abstract: As managers increasingly seek to apply artifi cial intelligence (AI) technologies to optimize operations and shape 
competitive advantage, research on the impact of AI on employees within the hospitality and tourism industry has grown 
in recent years. Despite the importance of this topic, systematic studies of employee relationship management in the resort 
context remain limited and fragmented. This study employs a systematic literature review to examine 36 English-language 
academic publications released between 2015 and 2024. It proposes a defi nition and conceptual framework for employee re-
lationship management in the AI era, suited to resort settings. The framework outlines key antecedents, outcomes, mediating, 
and moderating variables in this fi eld. The fi ndings not only present the current state of research but also identify existing 
gaps, off ering directions for future investigation. In addition, the analysis provides theoretical grounding and practical insights 
for resort managers aiming to manage employee relations eff ectively and enhance organizational performance in the age of 
artifi cial intelligence.
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1.Introduction
This study aims to identify the current state and emerging directions of research on employee relations in resort settings 
within the context of artifi cial intelligence, through a systematic literature review. Building on this foundation, it proposes 
an integrated framework with practical implications. To ensure methodological transparency and replicability, the study 
follows the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA) statement[1]. Peer-reviewed 
English-language journal articles were systematically searched, screened, and assessed. The databases, search strategies, time 
frame, and inclusion and exclusion criteria are described in detail in the methodology section.
In the global tourism industry, resorts represent a premium segment that serves as both a key pillar of the leisure economy and 
a central vehicle for delivering service quality and experiential value. Unlike traditional models that rely on standardized tan-
gible products, the core value of a resort lies in its ability to off er highly customized and emotionally engaging experiences. 
This characteristic underscores a deep dependence on human involvement, encompassing not only frontline employees who 
interact directly with guests but also, increasingly, artifi cial intelligence as a technological enabler [2].
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The high-contact and experience-driven nature of resort operations makes a stable, engaged, and adaptable workforce, capa-
ble of collaborating within emerging human–machine environments, a strategic resource. Artificial intelligence has been ad-
opted across the hospitality industry for its operational efficiency and functional benefits[3]. However, resorts continue to face 
structural challenges such as seasonal employment patterns and the intensive emotional demands of service work[4]. While the 
introduction of AI offers opportunities to enhance operational efficiency and reduce routine workloads, its implementation can 
also become a double-edged instrument in practice. Poorly managed deployment may heighten employees’ perceptions of job 
insecurity and lead to emotional exhaustion or turnover intentions[5], thereby eroding the very human capital on which resort 
competitiveness depends.
Within this context, the question of how to foster constructive employee relations that promote human–machine collaboration 
rather than opposition has become increasingly salient. For resorts, this issue extends beyond workforce management; it is 
closely tied to the consistency of service delivery, organizational resilience, and long-term competitive sustainability.
Existing research remains limited in several respects. Most studies emphasize the direct effect of AI awareness on a single 
outcome variable or examine the role of specific moderating factors. Few have developed an integrated framework situated in 
the context of resorts that systematically explains the complex interactions among AI integration, employees’ psychological 
perceptions, and key employee relationship practices. This gap constrains our understanding of how AI influences essential 
employee attitudes and behaviors through the mediating mechanisms embedded in employee relations.
Although resorts may imitate compensation structures, business processes, or even the adoption of AI technologies, the 
relational foundations shaped during technological transformation—particularly those centered on perceived organizational 
support and interactional fairness—are not easily replicated[6]. Within the context of AI integration, achieving a distinctive 
and sustainable competitive advantage requires moving beyond a focus on technology itself. It involves clarifying how 
employees’ perceptions of AI interact with relational dimensions to shape their attitudes and behaviors.
By systematically synthesizing and reviewing existing studies, this research seeks to advance understanding in this field and 
provide a conceptual foundation for future theoretical inquiry and managerial application. The research problems addressed in 
this study are summarized in Table 1.

Table 1 Research Problems

number Research Problems

RQ1 In the context of resort AI integration, how is “employee relations” defined?

RQ2 What are the key dimensions of employee relations in resorts with AI integration?

RQ3 What are the antecedent and outcome variables of employee relations in resorts with AI integration?

RQ4 Which variables moderate or mediate the relationship between AI integration and resort employee relationship outcomes?

2.Scope and Conceptualization
Although positive employee relations are essential for resorts to maintain service consistency, build customer reputation, 
and strengthen organizational resilience in competitive environments[7], academic attention to this topic remains limited and 
fragmented. Existing studies often draw on concepts from organizational behavior, such as perceived organizational support, 
organizational justice[8], psychological safety[9], and leadership styles[10]. However, there is a lack of systematic inquiry that 
treats “employee relations in resorts under AI-driven work conditions” as an integrated and operational construct. This the-
oretical fragmentation leaves management practice without a coherent framework for diagnosing, designing, and evaluating 
interventions aimed at fostering constructive employee relations.
To ensure conceptual comparability and practical relevance, this study focuses on formal employment relationships within 
resort organizations. The scope includes full-time and seasonal employees working in resorts where accommodation serves 
as the core business, integrated with food and beverage, leisure, and entertainment services. Studies on“resort hotels” with 
high comparability are also considered when relevant. Scenarios related to peer-to-peer or sharing economy platforms, as well 
as platform-based gig work, are excluded due to their distinct relational foundations, institutional arrangements, and risk–
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risk-responsibility structures, which differ substantially from those in traditional resort employment relations.
In the literature, the concept of employee relations often overlaps with several related constructs, such as the employee-or-
ganization relationship, psychological contract, employee relations climate, and perceived organizational support. Although 
these terms differ in labeling, they converge on a shared core idea: employees’ overall perception of fairness, respect, 
communication, and psychological safety within the organization.
Measurement approaches to employee relations vary across studies. Some adopt general scales, such as those assessing 
perceived organizational support, organizational justice, or psychological safety, emphasizing overall experiences. Others 
employ more diagnostic instruments, including measures of interactional justice, employee voice, or abusive supervision, 
which capture the mechanisms through which specific managerial practices operate. This diversity has led to conceptual and 
dimensional inconsistencies in defining employee relations within resort research, leaving the construct both complex and 
lacking in consensus.
In summary, early studies on employee relations originated from the perspectives of social exchange and organizational jus-
tice[11]. As theoretical development progressed, scholars incorporated frameworks such as social identity theory and conserva-
tion of resources theory, thereby extending the explanatory scope of the field. Despite these advances, research in the context 
of resorts still lacks a systematic review that traces the evolution of the employee relations construct and its measurement, 
and that evaluates the applicability of general versus diagnostic indicators. Moreover, how the distinctive contextual features 
of the resort industry, such as seasonal employment, residential work arrangements, and the high degree of interdepartmental 
collaboration, interact with AI technologies to shape both the formation process and outcomes of employee relations remains 
insufficiently explored. Conducting a structured, industry-specific review is therefore necessary to determine whether existing 
methodological approaches adequately support the refinement of management practices in resort organizations.

3.Methodology 
This study adopts a systematic literature review to integrate the knowledge framework of employee relationship management 
in resorts within AI-enabled work environments. The purpose of a systematic review is to consolidate knowledge in a specific 
domain, to draw upon the most recent advances, to avoid research that adds little substantive value to disciplinary develop-
ment, and to provide an evidence-based foundation for claims of novelty by comparing existing and emerging insights[12].
The process involves defining research questions, collecting, preparing, and analyzing data, and reporting the results[13]. 
The procedures used for study selection follow the Preferred Reporting Items for Systematic Reviews and Meta-Analyses 
(PRISMA) guidelines. PRISMA is widely recognized within the academic community as a standard for reporting systematic 
reviews[14]. Compared with purely bibliometric or thematic reviews, this approach enhances transparency in the selection and 
analysis of literature, providing a clear reference point for subsequent studies and distinguishing the present research from 
prior work in related areas.
As shown in Figure 1, the review process comprises four stages: identification, screening, eligibility assessment, and 
inclusion.
To comprehensively identify relevant literature, the initial screening focused on English-language journal articles without 
setting a publication year limit. This approach aimed to capture the earliest studies addressing the topic within the resort 
context. The primary databases used were Scopus and Web of Science. To reflect the varied expressions and subfields of 
“employee relations” in management and tourism/hospitality research, multiple sets of synonymous and related constructs 
were included in the search strategy, emphasizing the intersection between resort operations and the application of AI 
technologies.
“employee relations” AND resort
“organizational justice” AND (“resort” OR “resort hotel”)
“employee voice” OR “change communication”
 AND “integrated resort” OR “all-inclusive”
“abusive supervision” OR “workplace harassment” AND resort
“artificial intelligence” “robot” OR “automation” AND “employee” OR “staff”
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The retrieved records were imported into the reference management software Zotero for cross-database deduplication. An 
accompanying spreadsheet was used to document key information, including title, author, journal, year, abstract, research 
objective, context, methodology, and main variables, to facilitate subsequent screening and coding. The screening process 
substantially reduced the number of studies for analysis: of the 1,236 initially identifi ed records, only 281 proceeded to the 
third stage.

Figure 1 Research selection process

The core task of the screening stage was to exclude studies that did not meet the inclusion and exclusion criteria. During 
this process, researchers carefully examined the abstracts of all retrieved records. When uncertainty arose, full texts were 
reviewed to determine eligibility for inclusion in the fi nal analysis. To ensure the quality and consistency of the literature 
selection, explicit inclusion and exclusion criteria were established.
Eligible studies were required to meet the following criteria: they had to be journal articles published in English, appear in 
peer-reviewed journals, and focus directly on employee relationship management or related constructs in AI-enabled resort 
contexts. In addition, the title or abstract had to contain the predefi ned search keywords. Articles were excluded under any 
of the following conditions: the study did not concern resorts or could not be clearly mapped to resort settings; it focused on 
human–platform relationships within the sharing or gig economy; or it addressed labor relations and trade union issues at a 
purely macro level without applicability to organizational or unit-level practices.
After the eligibility screening was completed, all articles were organized into a dedicated Zotero folder, and duplicate records 
were removed. The research team maintained an electronic spreadsheet to track the list of preliminarily screened studies and 
conducted a full reading of all articles before fi nalizing the selection. Following the exclusion of studies that did not meet the 
criteria, the number of papers was reduced from 84 to 36. The inclusion stage referred to the fi nal set of articles incorporated 
into the sample for quantitative analysis[15]. The fi nal sample comprised 36 studies for further examination. Each article was 
read in full, and all relevant information was systematically recorded in an Excel sheet. As the fi nal verifi cation step, the re-
search team implemented a cross-checking procedure to ensure the representativeness of the selected studies. In this process, 
researchers independently extracted key information from each article. After jointly reviewing a subset of the materials, the 
team reached consensus on data extraction standards and maintained close communication throughout, particularly when 
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clarifi cation was required for specifi c cases. Upon completion of this stage, two international scholars specializing in human 
resource management were consulted. These experts had participated in validating the inclusion criteria at earlier stages and 
subsequently reviewed and confi rmed the fi nal sample of selected studies.

4.Analysis and results 
4.1 Publications by year
Figure 2 illustrates the annual distribution of studies related to artifi cial intelligence (AI) and employees in the hospitality 
industry from 2000 to 2025. No publication year limits were applied during the search process, and the earliest identifi ed 
study on this topic dates back to 2015. The number of publications remained limited in the subsequent years. Research 
activity began to increase from 2017 onward and reached its peak in 2022 (n = 9), followed by 2023 (n = 9). These results 
indicate that the topic of AI and employees in the hospitality sector has gained more focused attention in recent years. Within 
the sample analyzed in this review, studies published between 2020 and 2025 account for approximately 83% (30 out of 36).

Figure 2 Articles published per year

4.2 Publications by journal and research methodology
Table 2 presents the distribution of publications across journals. Overall, the number of studies is relatively balanced, with 
most journals publishing one or two articles each. In terms of publication volume, the International Journal of Contemporary 
Hospitality Management (IJCHM) and Tourism Management stand out, together accounting for 13 articles. In addition, the 
International Journal of Hospitality Management (IJHM), the Journal of Hospitality and Tourism Technology (JHTT), and the 
Journal of Retailing and Consumer Services also show notable representation, publishing a combined total of four articles.

Table 2 Number of articles per journal

Journal No. of

International Journal of Contemporary Hospitality Management (IJCHM) 8

Tourism Management 5

International Journal of Hospitality Management (IJHM) 4

Journal of Hospitality and Tourism Technology (JHTT) 4

Journal of Retailing and Consumer Services 4

Journal of Hospitality and Tourism Management 3
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Journal No. of

Current Issues in Tourism 2

Technological Forecasting and Social Change 2

Annals of Tourism Research 1

Journal of Hospitality Marketing & Management 1

Journal of Management & Organization 1

Tourism Management Perspectives 1

Table 3 shows the classification of the methodologies used. Based on the sample (n = 36), quantitative research constitutes 
the majority of the studies, with questionnaire surveys being the most common data collection method. Mixed-method 
approaches combining surveys and interviews, as well as purely qualitative studies, account for a smaller proportion. The 
most frequently used analytical technique is structural equation modeling (SEM/PLS-SEM). In recent years, longitudinal 
designs and cross-cultural comparisons have also been adopted to better reflect the seasonal characteristics and contextual 
variations of resort settings[16-24].

Table 3 Number of articles per research methodology

Research Method No. Of articles Authors

Quantitative 28 Li et al. (2019); Liang et al. (2022); Huang & Gursoy (2024); He et al. (2023); Zhou et al. 
(2024)

Qualitative 5 Bhattacharyya & Nair (2019); Leavy (2019); Vatan & Dogan (2021)

Mixed 3 Sousa & Wilks (2018); Sowa et al. (2021)

4.3 Conceptualization and dimensionality
Scholars generally agree that employee relations possess strong interactive and organizational characteristics. They represent 
the psychological and behavioral responses employees develop throughout their tenure in response to a range of institutional 
and interpersonal stimuli[25]. Building on existing definitions, this study proposes an integrated conceptualization suitable 
for resort contexts: employee relations constitute a holistic, multidimensional, and dynamically evolving relational state 
encompassing cognitive, emotional, behavioral, and social dimensions. This state is initiated and sustained through the 
combined influence of organizational structures, managerial actions, and everyday interpersonal interactions, and unfolds 
across individual, team, and organizational levels.
In resorts, employee relations extend across the entire employment cycle—from pre-entry expectations of a “sun-and-sand” 
work environment, to high-contact service interactions and emotional labor during employment, and eventually to reflections 
following career progression or seasonal departure[26]. With the growing integration of AI technologies, employee relations are 
being reshaped by the coexistence of technological and interpersonal environments. Their specific forms and interpretations 
are closely shaped by contextual factors unique to resorts, including seasonal employment, on-site work arrangements, and 
multicultural settings. This conceptualization provides a clear foundation for subsequent systematic analyses of the anteced-
ents, dimensions, and outcomes of employee relations within the resort and AI integration context.

4.4 Antecedents and consequences
Academic research on employee relations in the workplace has demonstrated their multidimensional and complex nature. 
When the focus shifts to employee relationship management in resorts shaped by artificial intelligence technologies, however, 
the key antecedent and consequence variables reveal a distinct contextual specificity. Through a systematic review of the 
literature, this study identified twelve major antecedents and seventeen key consequences (see Figure 3). These variables 
reflect how the introduction of AI technologies reshapes the work environment and the patterns of human–machine interac-
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tion within resorts. To clarify the core mechanisms operating under AI-enabled conditions, Figure 3 highlights the central 
constructs most closely related to AI awareness, human–machine collaboration, and technology integration. This framework 
illustrates how artifi cial intelligence fundamentally infl uences and reconfi gures the dynamics of employee relations in resort 
contexts.

Figure 3 Summary model of resort employee relations

4.4.1 Antecedents
Through a systematic review of the literature, this study identifi es the key antecedents that shape employee relations in resorts 
under the infl uence of artifi cial intelligence. These antecedents are categorized into three core dimensions: the contextual 
features arising from AI integration, the organizational systems and leadership support established to manage AI-driven 
transformation, and the psychological and capability-related characteristics of employees as they engage with AI. This 
classifi cation framework provides a structured perspective for understanding how artifi cial intelligence operates as a central 
variable that embeds within and reshapes the ecosystem of employee relations.
4.4.1.1 Contextual Features of AI Integration
This category of antecedents derives directly from the characteristics of AI technologies and the ways in which they are 
integrated into resort operations. It represents the primary source of change driving the dynamics of employee relations. The 
main elements include AI dependence and event intensity[27], work redesign through human–machine collaboration[28], and the 
reliability and transparency of technology[29]. AI dependence and event intensity refer to the extent to which employees rely 
on AI tools within their work processes, as well as the degree of disruption, complexity, and uncertainty associated with AI 
technologies. High-intensity AI-related events are more likely to be perceived by employees as major transformations, trig-
gering cognitive and emotional evaluations. The introduction of AI also redefi nes work roles and task boundaries, requiring 
employees to shift from performing routine operations toward managing, collaborating, and supporting decision-making. This 
fundamental change in job content constitutes a key antecedent infl uencing employees’ attitudes and behaviors toward AI. 
Furthermore, the interpretability of AI systems’ decision logic and the stability of their operation directly aff ect employees’ 
trust in the technology.
4.4.1.2 Organizational Systems and Leadership Support
This category of antecedents encompasses the systematic strategies and leadership behaviors implemented by organizations 
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to guide the integration of artificial intelligence. These factors function as managerial variables that mitigate technological 
disruption and shape constructive employee relations. The main components include AI skill training and perceived 
organizational support, change-oriented leadership[30], and responsible AI principles[31]. When organizations provide structured 
AI training programs and clear technological support, they send a strong signal of commitment to their employees. Such 
practices determine whether employees can access the essential resources and confidence needed to adapt to new work 
models. This is particularly relevant for resorts, where short training cycles and a high proportion of seasonal employees are 
common. Change-oriented leadership contributes to the creation of a psychologically safe environment in which employees 
can engage with AI technologies, transforming technological challenges into opportunities for shared growth. In addition, 
transparent and fair ethical guidelines governing AI use are designed to ensure justice and accountability in technological 
applications. Clearly articulated standards help reduce ambiguity and potential conflict in human–machine collaboration, 
reinforcing employees’ perceptions of procedural fairness and strengthening their trust in the organization.
4.4.1.3 Individual Psychological and Cognitive Characteristics
This category of antecedents focuses on employees’ relatively stable internal traits, which function as psychological filters 
through which they interpret and respond to AI technologies. These characteristics influence behavioral intentions and inter-
action patterns prior to any direct engagement with AI. Technological readiness reflects an individual’s intrinsic inclination 
to embrace new technologies, while AI anxiety captures concerns about the potential negative consequences of technological 
adoption. Together, these traits represent employees’ initial psychological orientation toward AI—whether they perceive it 
as an opportunity or as a threat[32] They serve as foundational personality variables that shape willingness to collaborate and 
satisfaction with the work experience, setting the tone for human–machine interaction. According to regulatory focus theory, 
individual motivation can be oriented toward either promotion, emphasizing growth and accomplishment, or prevention, 
emphasizing security and responsibility. Employees with a promotion focus are more likely to view AI integration as an 
opportunity for personal development, which fosters exploratory behavior. Those guided by a prevention focus tend to 
emphasize potential risks and may adopt defensive coping strategies. Consequently, employees differ markedly in their 
adaptation trajectories and approaches to job redesign. Learning goal orientation further reflects an individual’s intrinsic moti-
vation to acquire new skills and manage challenges. Employees with a strong learning goal orientation perceive AI integration 
as a valuable process for enhancing their capabilities rather than as an additional burden. This orientation functions as a key 
internal driver that motivates proactive learning, facilitates positive adaptation, and enables effective collaboration with AI 
systems.

4.4.2 Consequences
4.4.2.1 Attitudinal Consequences
This category of consequences concerns employees’ evaluations and emotional orientations toward their work and 
organization. The key variables include job satisfaction[33], organizational commitment[34], organizational identification[35], 
psychological safety[36], and turnover intention[37].
4.4.2.2 Behavioral Consequences
This category of consequences focuses on the observable behavioral changes that emerge from employees’ experiences of 
AI-enabled human–machine interaction. The main variables include organizational citizenship behavior, counterproductive 
work behavior[38], innovative behavior[39], service performance[40], retention or turnover behavior[41], and work–family conflict 
or facilitation[42].
4.4.2.3 Well-being Consequences
This category of consequences centers on the effects of AI integration on employees’ psychological health and overall 
well-being. The key variables include emotional exhaustion and job burnout[43], subjective well-being, and work engage-
ment[44].

4.4.3 Variables Serving as Both Antecedents and Consequences
Variables such as organizational commitment and work engagement play dual roles as both antecedents and consequences 
in the dynamic process of employee relations. Employee relations encompass a series of interactional touchpoints across the 
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entire employment cycle, from pre-entry expectations to post-employment evaluations. This process spans stages in which 
employees seek job information, adapt to work requirements, perform assigned responsibilities, and reflect on their career 
experiences. It is therefore not unexpected that some variables appear simultaneously as antecedents and consequences. In 
academic research, they are often conceptualized both as foundational elements in relationship formation and as outcomes 
that emerge from relational interactions. For example, in the hospitality sector, a high-quality supervisor–subordinate 
relationship serves as a strong influencing factor that shapes employees’ initial expectations and work experiences[45], thereby 
functioning as an antecedent of employee relations. A relationship characterized by mutual trust and support can foster favor-
able attitudes toward the organization. At the same time, positive employee relation experiences can strengthen employees’ 
affective commitment; when such relationships continue to generate value and satisfaction, they enhance retention intentions 
and encourage extra-role behaviors[46]. Regarding variables that overlap as mediators, antecedents, and consequences, testing 
mediation requires first verifying a significant association between the two variables. Specifically, the independent variable 
(X) must influence the outcome variable (Y), and X must also affect the proposed mediating variable (M). When both X and 
M are entered as predictors, the mediating variable (M) should significantly affect Y[47]. Within the framework of employee 
relations research, such chain mechanisms of influence are common.

4.5 Mediating and Moderating 
In research on employee relations, mediation effects have been observed primarily along two pathways: between antecedent 
variables and the core construct of employee relations, and between the core construct and its consequences. Along the 
pathway linking the core construct to its consequences, identified mediating variables include emotional exhaustion, organi-
zational commitment, psychological safety, harmonious work passion, and job satisfaction. Along the pathway connecting 
antecedent variables to the core construct, mediators are often associated with employees’ initial interpretations of AI and 
their immediate emotional responses. Examples include challenge–hindrance appraisals, which reflect whether employees 
perceive AI as an opportunity or a threat, an essential cognitive mechanism shaping subsequent judgments of relationship 
quality. Another example is negative work reflection , where post-work rumination induced by AI-related stress erodes the 
basis of positive employee relations. In addition, AI anxiety and trust function as critical mediators, as employees’ fear of or 
confidence in AI technologies directly influences the initial foundation of their relationships with both the technology and the 
organization.
Similarly, moderating variables have been identified along both the pathway from antecedents to employee relations and the 
pathway from employee relations to their consequences. On the latter pathway, a larger number of moderators have been 
found, including organizational support factors such as perceived organizational support and change-oriented leadership. 
These variables can mitigate the adverse impact of negative relationships and enhance the benefits of positive ones. 
Individual characteristics also serve as moderators, including employees’ promotion or prevention focus, resilience, and level 
of AI knowledge, which influence how employees manage stress or seize opportunities within specific relational contexts. 
Moderators situated between antecedent variables and employee relations are likewise associated with personal traits and 
organizational contextual factors. Examples include openness and neuroticism, as well as situational elements such as a 
competitive psychological climate and the quality of team collaboration.

5.Agenda and future research
5.1 Exploration of Moderating Variables in AI Contexts
Moderating variables are essential for understanding how artificial intelligence differentially influences employee relations, 
as they define the boundary conditions of the relationship between AI applications and employee outcomes. In the specific 
context of resorts, the type and depth of AI application—such as substitutive AI for automated front-office services, collab-
orative AI in housekeeping robots, or analytical AI for personalized guest preference prediction, may themselves function 
as key moderating variables. Different forms of AI influence employees’ job content, skill requirements, and psychological 
perceptions in distinct ways, potentially moderating the strength of the association between  AI awareness or AI dependence 
and employee relational outcomes.
Given the diversity of service roles within resort operations, employees’ acceptance, evaluation, and emotional or behavioral 
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responses to AI technologies may vary according to department, frequency and depth of guest interaction, and the resort’s 
market positioning. For example, employees in luxury resorts may perceive AI as an enabling tool that enhances personalized 
service, whereas those in large, efficiency-oriented resorts may regard it as a potential threat to their job security. Analyzing 
such contextual moderating effects can provide a more precise assessment of the dual impact of AI adoption in the complex 
service environment of resorts.
Existing studies have begun to examine the moderating roles of individual traits and organizational factors, yet research 
addressing moderators specific to resort settings remains limited. Future studies should focus on the nature of human, AI 
collaboration, whether substitutive, assistive, or augmentative, and consider factors such as algorithmic transparency and 
controllability, the distinctive “joyful atmosphere” of resort organizational culture, and the moderating role of seasonal work 
pressures. Employing research designs that capture dynamic processes, such as longitudinal comparisons between peak 
and off-peak seasons, could offer valuable insight into how these moderating variables influence the evolution of employee 
relations and well-being across different stages of AI integration.

5.2 Exploration of Mediating Mechanisms in AI Contexts
This systematic literature review highlights the need for deeper investigation into the internal mechanisms that link anteced-
ent variables to employee relational outcomes in AI-driven work environments. Current research on these mediating variables 
remains in an early stage, with only a limited number of variables having been preliminarily examined, such as job insecurity, 
emotional exhaustion, and job crafting. Existing findings suggest that employees’ perceptions and experiences of AI do not 
directly determine behavioral outcomes; rather, they operate through complex processes that influence psychological states 
and work patterns.
Most existing studies have focused on identifying psychological or behavioral variables that mediate the relationship between 
AI perception and negative outcomes, while potential positive mediating pathways have received comparatively little 
attention. For instance, possible mechanisms such as enhanced job autonomy, psychological empowerment, and harmonious 
work passion may explain how AI integration fosters proactive service behavior or innovation, yet these pathways remain 
underexplored. Within the resort context, where work is inherently creative and experience-oriented, examining such positive 
mediators is of particular importance.
Although employees’ perceptions of human-AI collaboration quality have been shown to exert direct effects on work 
outcomes[48], the mechanisms through which this perception mediates the influence of organizational AI strategies on 
employee relational states are still unclear. For example, when resort management introduces service robots, understanding 
how this initiative shapes employees’ daily collaboration experiences with robots, and how these experiences ultimately affect 
organizational commitment, remains an open question. Identifying and verifying mediating variables that play a critical role 
in the distinctive work environment of resorts is therefore essential.
Moreover, employees’ challenge appraisals of AI have been examined as antecedent variables that influence service 
performance through the mediating role of job crafting. This indicates that employees’ overall cognition and interpretation 
of AI may themselves serve as core mediating constructs. Future studies should systematically examine the conditions under 
which the quality of the employee–AI relationship functions as a mediator, and between which organizational antecedents 
and individual consequences it exerts this influence. Such inquiry would contribute to building a more comprehensive and 
dynamic framework for understanding how AI becomes embedded in and reshapes the ecosystem of employee relations in 
resorts.

5.3 Focusing on the Dual-Edged Effects of Artificial Intelligence
Existing research has largely concentrated on the positive impacts of artificial intelligence and the conditions that facilitate 
them, such as enhancing work efficiency, promoting job crafting, or fostering employee creativity. However, limited 
understanding remains regarding the potential negative experiences that may arise from AI integration and their broader 
consequences. As studies on job insecurity and emotional exhaustion have indicated, future research needs to shift toward 
examining how organizations can manage AI effectively while mitigating its adverse effects. This line of inquiry should 
explore the underlying factors that generate negative experiences and the mechanisms through which these experiences lead 
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to undesirable outcomes such as counterproductive work behavior, work disengagement, or job burnout.

5.4 Focusing on the Antecedents of Employees’AI Experiences
Although previous studies have identified certain antecedents influencing employees’ experiences with artificial intelligence, 
most have focused on cognitive factors. Research addressing affective antecedents, such as initial attitudes toward technology, 
emotional traits, and deeper organizational or environmental drivers, remains limited. Questions therefore arise as to whether, 
and in what ways, distinctive features of resort organizations, such as a “joyful atmosphere” culture, inclusive leadership 
communication during technological transformation, corporate social responsibility initiatives, and the physical as well 
as technological environment of the resort, shape employees’acceptance and experiences of AI. Given that new forms of 
smart tourism are prompting firms to make substantial investments in AI, the Internet of Things, and big data analytics, it is 
important to examine how the intrinsic characteristics of these technologies interact with their organizational implementation 
contexts to influence employees’AI experiences. Such investigation can inform the design of AI integration strategies that are 
more human-centered and better aligned with employees’ expectations and working realities.

5.5 Expanding and Innovating Research Methods
In methodological terms, current studies have relied heavily on survey-based data collection, while other approaches that can 
reveal causal mechanisms or provide deeper contextual understanding—such as experimental designs, qualitative interviews, 
and longitudinal tracking—remain underutilized. It is therefore necessary to adopt more innovative or mixed-method 
approaches to investigate this phenomenon in a comprehensive and dynamic manner, thereby improving the accuracy and 
reliability of research findings. For instance, experience sampling and diary studies can capture employees’daily emotional 
fluctuations, stress levels, and coping strategies during interactions with AI, making them particularly suitable for examining 
adaptation processes under the seasonal workload conditions of resorts. Experimental research can simulate various hu-
man-AI collaboration scenarios to test causal relationships that have so far been inferred primarily through structural equation 
modeling. Qualitative approaches, including ethnographic or action research, can provide situated insights by observing 
how AI is embedded into and transforms existing work practices, communication patterns, and social networks within resort 
operations. In addition, big data analytics may be employed to examine log data generated from employee-AI interactions 
or to analyze discussions related to AI on internal communication platforms, enabling objective, large-scale identification of 
behavioral patterns and emotional tendencies.

5.6 Digital Work Platforms and Employee Relational Experiences
Although internal digital work platforms and emerging generative AI tools are becoming increasingly prevalent in the 
hospitality industry, serving as essential channels for employees to communicate, share knowledge, and access organizational 
information, no study has yet systematically examined employee relational experiences in resorts from this perspective in 
the age of AI. These platforms function not only as tools for task management but also as spaces that shape organizational 
climate, convey corporate culture, and influence employees’ social connections.

5.7 Expansion and Innovation of Theoretical Frameworks
The literature reviewed in this study shows that theoretical frameworks explaining the mechanisms linking artificial 
intelligence and employee relations remain relatively concentrated, relying primarily on classical theories such as the stress–
appraisal theory[49], conservation of resources theory[50], and social exchange theory[51]. To achieve a more comprehensive 
understanding of this complex phenomenon, future research should incorporate more diverse and contemporary theoretical 
perspectives, adopting a multidisciplinary approach that draws from information technology adoption, organizational 
behavior, and human-computer interaction. Relevant frameworks may include the Unified Theory of Acceptance and Use 
of Technology (UTAUT), job crafting theory, human-AI collaboration theory, and social information processing theory. 
Integrating and cross-applying these perspectives would allow research to move beyond existing conceptual boundaries and 
more precisely reveal how AI interacts with individuals, teams, and organizations within the unique service ecosystem of 
resorts, thereby uncovering the mechanisms through which employee relations are reshaped.

6.Conclusion
This study proposes an integrated conceptual framework that clarifies the core mechanisms and boundary conditions of 
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employee relationship management in resorts within the era of artificial intelligence.

6.1 Theoretical Implications
This systematic review enhances the understanding of the construct of employee relations within the specific context of 
resorts by clarifying its dimensions and manifestations in service-oriented, high-interaction environments. It identifies the dis-
tinctive characteristics of employee relations in such settings and highlights the methodological tendency of existing studies 
to rely predominantly on cross-sectional surveys. The review thus points to opportunities for future research employing longi-
tudinal, experimental, qualitative, and mixed-method designs. Furthermore, this study systematically organizes and integrates 
factors identified in prior research that relate to employee relations in AI-enabled contexts, improving the understanding of 
how these factors influence one another and the reciprocal mechanisms involved. Finally, it offers a structured classification 
of the antecedents and consequences associated with AI’s influence on employee relations.
The analysis of existing literature reveals two main research trajectories in this field. The first represents a generalist line of 
inquiry, which focuses on examining how artificial intelligence, as a pervasive technological stressor, influences employ-
ees’psychological states. This stream of research is primarily grounded in theories such as conservation of resources and the 
job demands–resources model. The second trajectory takes a contextualized perspective, emphasizing how the distinctive 
operational characteristics of resorts interact with AI technologies to shape unique dynamics of employee relations. This 
distinction helps scholars construct theoretical models that align with their specific research focue. Building on an integrated 
analysis of existing definitions and dimensions, this study proposes a conceptual framework for employee relationship 
management in the age of AI, tailored to the characteristics of the resort industry. The framework’s value lies in its incor-
poration of the key elements most relevant to this context, including AI event intensity, employees’psychological appraisal 
processes, and the moderating influence of organizational conditions, thereby offering a coherent structure for examining 
these interactions. The review also identifies several research gaps. Empirical studies addressing how emerging technologies 
such as generative AI or sustainability-oriented practices specific to resorts influence employee relations remain limited. This 
observation differs from findings in broader hospitality research, which tend to identify a wider range of technology-related 
drivers. However, those studies encompass diverse formats, from limited-service to full-service operations, making their 
conclusions less precise for the resort segment. By focusing on the more homogeneous resort context, the present study 
enables the identification of specific and unresolved issues, allowing for the formulation of actionable insights that can inform 
managerial practice and open research avenues often overlooked in broader, more heterogeneous hospitality markets.

6.2 Practical Implications
This study offers guidance for resort managers on how to design positive and supportive employee relationship management 
strategies in the era of artificial intelligence. The synthesis of potential negative outcomes associated with AI awareness 
highlights the importance for managers to recognize and address the psychological impacts of technological transformation 
on employees. In addition, the integrated analysis of mediating mechanisms and moderating variables provides actionable 
leverage points for managerial intervention, enabling more precise improvements in management practices. Understanding 
the antecedents and consequences identified in this study can provide resort managers with a competitive advantage, helping 
them to plan AI integration strategies systematically and to optimize the employee experience through communication, 
training, and organizational culture. For instance, if a resort’s brand identity emphasizes employee care or leadership in green 
technology, this core value should be embedded in the AI adoption process. Managers could design environmentally friendly 
human–AI collaboration workflows or provide informational materials illustrating how AI can reduce repetitive physical 
tasks and optimize energy use. Such initiatives can empower employees to focus on creative service delivery and sustainable 
practices that add greater value. Framing AI as an enabling innovation rather than a replacement threat is also critical. 
Through internal communication, resorts can present AI as a tool that enhances service quality and supports employees 
in understanding guest preferences and anticipating service needs. This framing can help create positive psychological 
expectations among employees and reduce resistance to technological change. Equally important is the establishment of open 
and transparent feedback channels, ensuring that employees’concerns receive timely responses and appropriate support. Such 
practices can strengthen employees’perceptions of organizational support and help buffer the uncertainty and stress associated 
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with AI integration.

6.3 Limitations and Future Research 
The literature search and analysis in this study were primarily based on the Web of Science and Scopus core databases. 
Although a systematic literature review approach was employed to ensure methodological rigor and replicability, the selected 
sample may not fully capture all relevant studies in this research domain. Future work could expand the search to additional 
specialized databases or include publications in other languages to achieve a broader and more comprehensive perspective. 
This study primarily conducted a qualitative synthesis and evaluation of existing research. Future studies may adopt alterna-
tive methodological approaches, such as meta-analysis, to quantify the effect sizes of specific variable relationships, or biblio-
metric analysis to map the structural and evolutionary patterns of knowledge in this field. Comparative studies that examine 
resorts alongside other service industries, such as fine dining or theme parks, could help identify the contextual particularities 
of AI’s influence on employee relations. Moreover, exploring variations among different types of resorts or across employee 
groups in their responses to AI technologies would provide valuable insights. Such focused investigations may yield more 
context-specific managerial implications. The conceptual framework proposed in this study also requires empirical validation. 
Future research could test and refine the framework’s pathways through quantitative surveys, qualitative interviews, or case 
studies, paying particular attention to mediating and moderating mechanisms. These efforts would advance the study of 
employee relationship management in AI-enabled resort contexts toward greater theoretical maturity and analytical precision.
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