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Abstract – Digital transformation (DT) in the hotel industry is a major 

focus for researchers because of its impact on business operation and 

customer experience. Most studies have looked at the advantages and 

applications of digitalization. However, there are several emerging chal-

lenges that hoteliers need to tackle when adopting DT. This narrative 

review aims to explore the challenges that DT has brought to the hotel 

industry. The study focuses on the negative impacts of DT drivers in 

hotels through a detailed analysis. The articles published between 2010 

and 2024 were identified by searching Web of Science, Scopus and 

Google Scholar. These include concerns about data security and pri-

vacy, potential job losses, excessive dependence on technology, dispar-

ities in digital access, implementation costs, managing online reviews 

and reputation, dealing with information overload, facing competition, 

sustainability, and maintaining personal interactions. Out of 98 identified 

published documents, only 30 met the criteria for inclusion in the analy-

sis. The findings show that despite the promises of improved efficiency 

and customer experience, the hotel industry's DT is facing challenges. 

It is crucial to carefully navigate the integration of digital tools to minimize 

these negative impacts and maximize the benefits for both guests and 

hoteliers. 
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1. Introduction 

In the quick-paced technological age, the idea of digital transformation (DT) 

has become a key focus in almost every industry globally (Omol, 2023; Pas-

cucci et al., 2023). Sectors like banking, construction, energy, media, trans-

portation, retail trade and security are particularly oriented towards technolog-

ical innovations (Mikheev et al., 2021; Okhrimenko et al., 2019). Companies 

in different industries are quickly adopting DT strategies to stay competitive 

and relevant in a time marked by fast technological progress. It is anticipated 

that businesses would find it difficult to compete in the new digital reality if 

businesses take time to develop and implement digital (Kraus et al., 2021; 

Reis and Melão, 2023). DT is not just an option but a necessity for companies 

aiming to thrive in the era of digital. It is essential for enhancing customer 

experiences by utilizing data analytics and artificial intelligent (AI) to deliver 

personalized and efficient services. Streamlining operations through digital 

tools leads to improved efficiency and cost savings allowing employees to fo-

cus on strategic tasks.   

The origins of DT may be traced back to the 1980s and early 1990s, when 

researchers studied the effects of information technology (IT) adoption on per-

formance, organizational structures, hierarchies, and innovation (Besson and 

Rowe, 2012). As computer technology became more and the Internet grew in 

popularity, IT-enabled business transformation became a significant focus in 

the 1990s (El Sawy et al., 1999). DT is the process by which a company uses 

digital tools to establish a new business model that allows it to generate and 

appropriate greater value (Kraus et al., 2022; Priyono et al., 2020; Nadkarni 

and Prügl, 2021). By integrating digital technologies into various aspects of 

operations, companies can create new revenue streams, improve efficiency, 

enhance customer experiences, and gain competitive advantages. It is a gen-

eral term that encompasses the integration of digital technology across vari-

ous domains (Van Veldhoven and Vanthienen, 2022). DT also leads to signif-

icant changes in how companies operate and provide value to customers 

(Bonnet and Westerman, 2021). The concept of DT may seem relatively new; 

however, it has been building up for several decades (Stolterman and Fors, 

2004). The process of digitization is responsible for the origins of this phenom-

enon, i.e. transformation information and activities that are in analogue format 

into a digital format (Henriette et al., 2015), and in digitization, i.e. the adoption 

of digital technologies on a large scale is a sociotechnical process (Legner et 

al., 2017). 

One industry that has seen significant changes is the hospitality industry 

(Nikopoulou et al., 2023; Zhu et al., 2021), particularly hotels. Hotels are now 

using digital technologies to improve guest experiences make operation more 

efficient and keep up with the digital trends in the market. The appeal of DT in 

hotel is its potential to transform how hotel interact with guests, improve inter-

nal processes and adopt to changing consumer preferences (Lam and Lam, 

2019; Youssofi et al., 2024). For example, online booking platforms have 

transformed how customers find and book accommodation and travel ser-

vices, making the process more convenient and accessible. Personalized 

guest experiences are now a key focus for hospitality businesses, using data 
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analytics to customize services and marketing to individual preferences. More-

over, digital communication channel like social media and chatbots are now 

essential to engaging with guests and collecting feedback (Appel et al., 2020; 

Dwivedi et al., 2020). Behind the scenes, operational efficiency has been 

boosted by property management systems and automation, helping busi-

nesses optimize resources allocation and improve service quality. The 

COVID-19 has speed up the use of contactless technologies, leading to the 

widespread use of mobile check-in/check-out and digital payment options to 

ensure guest safety and convenience (Hao, 2022).  

However, in the midst of the excitement surrounding digital innovation, it is 

important to recognize that the journey towards DT comes with challenges 

and pitfalls. While the benefits of digital transformation are well-documented, 

there is a growing body of literature that already exist underscores the nega-

tive aspects and unintended consequences associated with the adoption of 

technologies in the hotel sector. This comprehensive narrative review of the 

literature aims to explore in-depth of the darker side of DT in the hotel industry, 

exploring the difficulties, drawbacks and unintended consequences that the 

hotel industry may encounter as they navigate the complexities of digitization. 

Issues such as data security and privacy, potential job losses, excessive de-

pendence on technology, disparities in digital access, implementation costs, 

managing online reviews and reputation, dealing with information overload, 

facing competition, sustainability, and maintaining personal interactions. 

By examining the negative aspects of adopting digital transformation, this 

study aims to offer valuable insights to hoteliers, hotel industry stakeholders 

and researchers about potential pitfalls and concern that needs to be ad-

dressed in the pursuit of digital innovation. This review, will therefore, contrib-

ute to a more nuanced discussion on the implications of digital transformation, 

encouraging a more thoughtful and strategic approach to its adoption in the 

hotel industry. 

In doing so, this paper underscores the importance of striking a balance 

between technology advancement and human-centric hospitality, ensuring 

that digital efforts align with the overarching goal of delivering exceptional 

guest experience while safeguarding the core values and principles that de-

fines the hotel industry. Through a comprehensive examination of the negative 

aspects of DT adoption in the hotel industry, this study seeks to inform strate-

gic decisions-making, spur further research and foster dialogue among indus-

try on how to navigate the complexities of digitization in the pursuit of sustain-

able growth and competitive advantage. It is significant to be aware of chal-

lenges associated with digital transformation which is a good input for the or-

ganization to know how to handle these challenges to achieve expected out-

comes. 

2. Methodology 

Articles were selected for this study searching on Web of Science (WoS), 

Scopus and Google Scholar. WoS is the oldest and most widely used data-

base for research publications and citations in the world (Birkle et al., 2020; Li 
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et al., 2018; Öner and Orbay, 2022). It is considered authoritative in the field. 

Scopus which is a comprehensive database that includes peer-reviewed liter-

ature from various disciplines, such as scientific journals, books, and confer-

ence proceedings (Baas et al., 2020).  Google Scholar is a widely used online 

academic search engine that holds anywhere from 2 to 100 million records of 

academic and grey literature (Halevi et al., 2017). The search covered the 

period from January 1, 2010, to June 1, 2024. The entry criteria necessitated 

English language articles, which were identified by using specific search terms 

“data security and privacy”, “job displacement”, “overreliance on technology”, 

“digital divide”, “costs of implementation”, “online reviews and reputation man-

agement”, “information overload”, “competitive pressure”, “sustainability and 

personal interaction”. The studies were included if they focus on the negative 

aspects, challenges and drawbacks of implementing digital transformation in 

hotel industry. The authors reviewed studies that discussed negative aspects 

of digital transformation. Table 1. Do not enter manual numbers to your head-

lines. The styles for main-section and sub-section headlines will add number-

ing automatically. 

3. Results and Discussion  

A total of 98 articles were found, with 30 meeting the inclusion criteria and 

being in English. The articles included different types such as research (prac-

titioner observation, and use of cultures or surveys), reviews, and case re-

ports. Summaries of the articles can be found in Table 1. 
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Figure 1: PRISMA flowchart 

(Source: Author computation on the available data) 

The flow diagram shows the information flow through the several stages of 

systematic review. It maps out the number of records identified, included and 

excluded, and the reasons for exclusions. 
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Table 1: Digital transformation negative aspects in hotel industry 

No Negative Aspects Author(s)  Topic    Type of study Publication Description 

1. Security and Privacy Kansakar et al., 2019 Technology in the hospitality  Exploration  IEEE Consumer  The study discusses some 

       industry: Prospects and challenges study  Electronic fundamental challenges  

             Magazine that must be overcome to  

               institute a lasting, future- 

               proof of solution for  

               hospitality industry.  

 

2. Security and Privacy Zhu et al., 2021  Digital transformation in the  Review  Boston   The article highlight the   

       hospitality industry   study  University  current application of  

             School of three innovation   

             Hospitality technology in the 

             Administra hospitality industry and  

               illustrate how technology  

               innovation can transform  

               hospitality business  

               operation and marketing  

               as well as reshape  

               customer experience.  

 

3. Job Displacement  Kecić, 2019  Is technology stealing our jobs? Literature Core  The research paper verify  

       The impact of the Fourth   review    whether or not the hotel  

       industrial revolution on the hotel     industry jobs are   

       industry workforce      susceptible to automation. 

 

4.  Job Displacement  Hazal and Mahmut,  Effect of digital transformation    Conference: The study revealed how 

    2022   human resources planning in hotel   Scientific trends innovative processes,  

       businesses     in the context of systems and tools such as  

             Globalization new technology smart  

               applications, automation  

               systems, robots, online  

               transaction used in hotel  

               businesses within the  

               scope of digital  

               transformation affect  

               human resource planning  

               qualitatively and  
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               quantitatively.  

 

5. Job Displacement  Tian, 2024  Does technology innovation Empirical International the study aim to   

       have an impact on employment study  Journal of  empirically analyze the  

       in the hospitality industry    Contemporary the impact of technology  

             Hospitality innovation on the quality 

             Management and quantity of  

               employment in the  

               hospitality industry. 

 

6. Overreliance on   Wahl, 2023  Hotel technology – Too much of  Review  Hotel News The aim of striking the  

 Technology     a good thing can be a bad thing study    right balance is to  

               integrate technology in a  

               way that enhances the  

               guest experience without  

               sacrificing the human  

               touch, privacy, and  

               sustainability. 

 

7.  Digital Divide  Minghetti and Buhalis,  Digital divide in tourism  Review   Journal or  The article analyze digital  

    2010       study  Travel Research divide and proposes an  

               Integrated theoretical  

               framework to explore the  

               relevant factors that lead  

               to unequal access use of  

               ICTs for tourist and  

               destinations.  

            

8.  Digital Divide  Sau et al., 2023  Bridging digital divide: Empirical Empirical Atlantis Press The aim study was to  

       evidence of the hotel sector in  study    assess the current level of  

       Vietnam        digital adoption and  

               among various hotels in  

               Vietnam, identifying key 

               factors contributing to  

               digital divide, and then  

               suggesting evidence base 

               interventions or policies to  

               promote more equitable  
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access to digital  technol-

ogies and resources in ho-

tel sector. 

                 

9.  Digital Divide  Shin and Baek, 2023 Unequal diffusion on innovation: Empirical Journal of The study comparatively  

       Focusing on the digital divide in  study  Hospitality analyze how young and  

       using smartphones for travel   and Tourism  senior travelers adopt  

             Management smartphones before,  

               during and after travel  

               from the digital divide  

               perspective. 

 

10.  Cost of Implementation Alrawadieh et al., 2021 Digital transformation and   Empirical  Tourism  The research examine the   

revenue management: Evidence study  Economics extent of technology   

               from the hotel industry 

               adoption in  

               management (RM)  

               operations within the  

               lodging industry on luxury  

               and upscale hotels in  

               Jordan. 

  

11. Cost of Implementation Chatzipetrou and   Managerial digitization cost in  Empirical Administrative  The aim of the study was  

    Konstantinos, 2024 the hotel sector: The case of study  Sciences to measure the managerial  

       Northern Greece       digitalization cost of the  

               hotel industry in Northern  

               Greece.  

 

12. Online Review of  Ahmed et al., 2022 Persuasive communication, Empirical Australasian This study investigate how 

 Reputation     online reviews and service  study  Accounting, the quality of external 

       performances – A study on    Business and services impact the   

       hotel industry of New Zealand   Finance Journal performance of hotels in  

               New Zealand. 

 

13. Online Reviews of De Pelsmacker et al., Digital marketing strategies Empirical International The study aims determine  

 Reputation  2018   online reviews and hotel   study  Journal of how digital marketing  

       Performance     Hospitality strategies, like having a   

             Management plan, responding to guest  

               reviews and monitoring 
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               online reviews, impact  

               hotel room occupancy and 

               RevPar.  

 

14. Online Reviews of Gabbard, 2023  The impact of online reviews Empirical Journal or This study’s primary goal  

 Reputation     on hotel performance  study  Modern  was to investigate the  

             Hospitality internet reviews affect  

               hotel performance.  

                

15. Online Reviews of Chen, and Tabari, 2017 A study of negative customer  Review  Journal of This paper aims to  

 Reputation     online reviews and managerial   Marketing investigate the main  

       Response on social media – Case   and Consumer reasons why hotel    

       of the Marriott Hotel Group in   Research customers complain on  

       Beijing        social media and how  

               hotel managers typically  

               respond to these issues. 

                

16. Online Reviews of Dong et al., 2014  Classification of customer   Empirical 13th Conference The study examines the 

 Reputation     satisfaction attributes: An   study  on e-Business,  factors that contribute to 

       application of online hotel    e-Service and  hotel customer satisfaction  

       review analysis     e-Society by analyzing online  

               reviews from actual hotel 

               guests.  

 

17. Online Reviews of Gangananda et al., 2022 Examining the effect of social Empirical International The study aims to  

 Reputation     media on online reputation  study  Journal of investigate the impact  

       management of hotels special   Engineering and of social media on hotel    

       reference to down south area in    Management online reputation  

       Sri Lanka during COVID 19   Research management, focusing on  

       pandemic       the southern are of Sri  

               Lanka 

                 

18. Online Reviews of Nguyen and   Understanding customer   Empirical Humanities and  The study seek to gain  

 Reputation  Coudounaris, 2015 experience with Vietnamese study  Social Sciences insights into the  

       hotels by analyzing online    Communications perceptions, satisfaction 

       reviews        levels and preferences of  

                customers regarding  

               hotels in Vietnam. 
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19. Online Reviews of Perez-Aranda et al., Hotels’ online reputation   Empirical  International This study creates a model  

 Reputation  2019   management: Benefits perception study  Journal of to assist hotels in handling  

       by managers     Contemporary their reputation online  

             Hospitality review platforms.   

             Management   

                

20. Information Overload Bawden and Robinson,  Information Overload: An   Review  Oxford  The aim of the study is to 

2020   overview      University press provide a foundation  

           understanding of this  

           pervasive issue and to  

           offer insights into how it  

           can be effectively in  

               today’s information-rich  

               environment.  

                

21. Information Overload Högberg, 2021  Technology among hotel   Review  Proceedings of The study focus on  

       employees – a longitudinal  study  the ENTER  technostress among  

       of media as digital service     2021 eTourism employees in an  

       encouters     Conference international hotel chain. 

 

22.  Information Overload Matthes et al., 2020 “Too much to handle”: Impact to Empirical Computer in The study examined how   

       mobile social networking sites on study  Human  different mobile socials   

       information overload, depressive    Behavior  networking sites affect 

       symptoms and well-being      information overload,  

               depressive symptoms, and  

               overall well-being in   

               peoples of various age  

               group. 

 

23.  Information Overload Saxena and Lamest,  Information overload and  Interpretive  Journal of The aim of the study is to  

2018   coping strategies in the big data case study Information investigate how  

   context: Evidence from the    Science  information overload 

       hospitality sector       affects professionals in  

               in the hospitality industry  

               particularly in the big data 

 

24. Information Overload Wu et al., 2022  The effect of information  Empirical Frontier in This study aims to identify  

       overload and perceived risk study  Psychology the factors that influence  

       on tourists’ intention to travel     Chinese tourists’ travel  
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       in the post-COVID-19 pandemic     intentions after the  

               COVID-19 pandemic. It  

               will consider factors such  

               as information overload  

               and perceived risks. 

               

25. Competitive Pressure Balsiger et al., 2023 Coping with digital market  Case study Competition & This study investigate how   

       re-organization: How the hotel   Change  hotels adapt and respond  

       industry strategically respond to     to the changing dynamics  

       digital platform power       brought about by digital 

               platforms in the market. 

                 

26. Competitive Pressure Wu et al., 2023  How firms cope with social crisis: Empirical PLOS ONE The study investigate how 

       The mediating role of digital study    businesses navigate and 

       transformation as a strategic     respond to social crises,   

       response to the COVID-19      with a particular focus on  

       pandemic.       the COVID-19 pandemic.  

               This research seeks to 

               understand the strategies 

               that firms employ to 

               address the challenges 

               posed by the pandemic 

               and it’s associated 

               disruption to economic, 

               social and operational 

               landscapes. 

 

27.  Sustainability   Djevojić and Vitasovic,  Digital transformation of business Review  Dubrovnik This research aimed to  

2023   in the hotel industry and its impact study  International highlight the necessity 

   on sustainable development   Economic of quick digital change in  

         Meeting  the hotel sector and  

               underscore the  

               significance of sustainable  

               development in tourism by 

               leveraging the advantages  

               of digital transformation. 

 

28. Sustainability  Prihanto and   Sustainable digital transformation Empirical  Advance in This study introduces and  

    Kurniasari, 2019   in hotel industry: Study of hotel   Economic, analyzes a model that  
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       industry in Indonesia    Business and  looks into how leaders in  

             Management the hospitality industry in  

             Research,  Indonesia can use  

             volume 100 resources like digital  

               market capabilities, digital 

               leadership capabilities and  

               digital technology  

               capabilities to achieve  

               sustainable digital  

               transformation and  

               enhance customer  

               engagement strategies.  

 

29. Decline of Personal Das, 2023  Technology an guest experience Empirical International This research delves into  

 Interaction     Innovation reshaping hotel  Study  Journal for the profound impact of  

       Management     Multidime- technology in hotel  

             sional Research management and guest 

             Perspectives experience, a topic that  

               has gained considerable  

               attention in contemporal  

               hospitality research.   

 

30. Decline of Personal Mandić et al., 2023 Automated service delivery in  Empirical International This paper explore the  

 Interaction     hotels: Balancing efficiency and study  Scientific challenges and  

       human interaction for optimal   Conference on opportunities of automated  

       guest satisfaction     Economy, service delivery in hotels.  

             Management It looks at how reduced  

             and Information human interaction can  

             technologies affect guest satisfaction,  

               including factors like  

               personalization, emotional  

               connection and service
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3.1 Digital Transformation Negative Aspects  

3.1.1 Data security and privacy concerns in hotel industry 

The term data security describe the precautions required to keep infor-

mation safe from tampering or illegal access throughout its lifecycle, including 

storage, transmission and processing (Duggineni, 2023). It includes adminis-

trative controls, access controls, hardware, software, storage devices as well 

as procedures and organizational policies. Our society becomes increasingly 

digitalized, data security and privacy concerns have become a paramount is-

sue for individuals, businesses and governments alike (She et al., 2020; 

Quach et al., 2022). With the rapid advancements in technology, the amount 

of personal information being collected and stored has grown exponentially 

(Iacovitti, 2022). The proliferation on internet-connection devices, social me-

dia platforms, online transactions and various digital services, individuals are 

generating massive amounts of data every day. This data include everything 

from browsing history and social media interactions to financial transactions 

and location information. Data security and privacy are critical concerns in any 

industry including hotel industry undergoing DT (Zhu et al., 2021).  

The hotel industry is complex and highly competitive sector that plays a vital 

part in the global economic growth (Salam et al., 2024). As one of the funda-

mental element of the hospitality sector, hotels serve tourist with accommo-

dation, dinning, entertainment and various other services. Recent technologi-

cal advancements have transformed the way hotels operate, with many es-

tablishments implementing software solution and reservation system, mobile 

check-in options and smart room technology to improve guest experiences 

(Das, 2023). Tourists often unknowingly provide their personal information to 

hotels through various means for example through the hotel booking system, 

where guest are required to input their name, contacts details and payment 

information. Furthermore, many hotels offer free Wi-Fi to guests, tourists must 

enter personal information like their email address or social network accounts. 

Hotels also use key cards systems that track guest movement throughout the 

hotel, gathering data on preferences and behaviors. The hotel industry has a 

responsibility to protect the personal information of guests, including credit 

card details, addresses, and contact information of guest. However, cyberse-

curity has become a major concern for hotels as they adapt to the digital world 

(Shabani and Munir, 2020). The increasing use of technology in guest ser-

vices, reservations, and payments makes hotels attractive targets for cyberat-

tacks that aim to access sensitive guest data. Data breaches, ransomware 

attacks, phishing scams, insider threats, and vulnerabilities in point-of-sale 

systems all pose significant risks to both guests and hotel operations. Hotels 

are at risk of cyberattacks that seek to steal guest data, putting visitor trust 

and legal consequences in jeopardy.  

 

3.1.2 The issue of job displacement within the hotel industry 

Job displacement refers to the situation where employees lose their jobs 

due to various reasons (Baquero, 2022; Michael and Fotiadis, 2022), such as 

changes in the business environment, technological advancements, 
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economic downturns, or organizational restructuring (Khan et al., 2021). Dis-

placement affects workers at different levels within the hotel, from front-line 

staff to managerial positions. Before COVID-19, modern work environments 

were already facing uncertainty because of technological changes, economic 

fluctuations, and political instability (Ghani et al., 2022). Automation and digital 

tools have indeed transformed various industries, including the hotel industry, 

by streamlining operations, improving the visitor experience, and increasing 

efficiency (Bilgihan and Ricci, 2024). Hotel automation is the process of con-

verting time-consuming and hotel operations into ones that require little to no 

human intervention. The use of digital tools ensures that hotels become 

smarter and more technologically savvy. While these advancements offer nu-

merous benefits, they can also lead to potential job displacement. For exam-

ple,  

• Front desk and check-in/check-out: Self-service kiosks, mobile 

check-in, and digital key systems have become prevalent in the 

hotel industry. These tools reduce the need for front desk staff, 

potentially leading to job displacement (Torres, 2018). 

• Room Service and Concierge: Some hotels have implemented 

automation for room service and concierge services through in-

room tablets or mobile apps, reducing the need for human staff in 

these roles (Stringam and Gerdes, 2021). 

• Housekeeping: Robotics and automation can help with tasks like 

vacuuming, linen changing, and room inspection, which may re-

duce the number of housekeeping staff needed (Andrabi, 2023). 

• Booking and Reservation Systems: Automated reservation and 

booking systems can manage room availability and pricing, re-

ducing the need for manual oversight and administrative staff (lit-

tlehotelier.com 2024). 

• Maintenance and Repairs: IoT devices and sensors can monitor 

the condition of equipment and facilities, enabling predictive 

maintenance and potentially reducing the number of maintenance 

staff required (Soori et al., 2023). 

• Guest Services: Chatbots and virtual assistants are used for re-

sponding to guest inquiries and requests, potentially reducing the 

workload for customer service staff (Calvaresi et al., 2021). 

• Data Analytics: Automation tools can help hotels analyze guest 

data, preferences, and feedback, allowing them to make informed 

decisions on services and amenities. This might affect marketing 

and strategy roles (Said, 2023). 

Due to the replacement of human workers by robots, artificial intelligence 

and other automation technologies, the introduction of automation technology 

raises concerns about job losses and technologies unemployed (Dengler and 

Matthes, 2018; Li et al., 2019; Walsh, 2018). According to (Frank et al., 2017; 

Talwar et al., 2017), automation has the potential to improve people’s health, 

well-being and quality of life in addition to generating value for customer and 

shareholders. Some other authors agree that automation will alter the nature 

of employment, the job positions and the skills needed by human employees 

(Ernst et al., 2019; Webster and Ivanov, 2020; West, 2018). In addition, new 
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managerial perspectives would be necessary for these new technologies to 

be adopted by tourist and hospitality businesses, to restructure operational 

procedures and no overcome employee and customer resistance to change 

and complacency (Ringberg et al., 2019). 

 

3.1.3 Overreliance on technology in hotel industry 

Overreliance on technology is a phenomenon where individuals or organi-

zations become excessively dependent on technological tools and systems to 

the extent that it hinders the ability to function effectively without technological 

tools (Grissinger, 2019). This can result in negative outcomes like lower prob-

lem-solving abilities, less interpersonal communication and dependence on 

automated processes that may not be consistently accurate or dependable. 

The hotel industry is facing a problem with relying too much on technology 

(Wynn and Jones, 2022). While technology has made hotels more efficient, 

there is a concern that it is taking away from the personal touch of hospitality. 

Self-service kiosks, online check-ins, and automated customer service sys-

tems can make guests feel disconnected from the personalized experience 

they expect. Relying too heavily on technology also puts hotels at risk of tech-

nical issues and cyber security threats, which can disrupt operations and harm 

their reputation (Shabani and Munir, 2020). This can result in frustrated guests 

and lost revenue. Additionally, if hotels rely too heavily on technology, staff 

may not be properly trained to handle situations without it, which could make 

the problem worse. 

 

3.1.4 The digital divide in the hotel industry  

The digital divide refers to the disparity between individuals, communities 

or countries that have way in to information and communication technology 

(ICTs) and those who do not (Ncubukezi and Makola, 2020; Sanders and 

Scanlon, 2021). This disparity takes on various forms including differences in 

internet connectivity, device ownership, digital skills and affordability of ICT 

services (Afzal et al., 2023). The consequences of the digital divide are far-

reaching and can exacerbate existing inequalities related to education, em-

ployment opportunities, healthcare and civic participation (Lythreatis et al., 

2022). It is crucial for the hotel industry to recognize that not all guests are 

tech-savvy or have access to digital gadgets. While many hotels are increas-

ingly implementing technology-driven solutions such as online check-ins, key-

less entry system and mobile apps for guest services, there remains a signif-

icant portion of the customer base who struggle with these advancements. 

These customers prefer traditional methods of communication and service de-

livery, such as speaking to a front desk receptionist or receiving a physical key 

upon arrival. It is crucial for hotels to provide options that cater to this demo-

graphic by offering personalized assistance and ensuring that customers have 

access to necessary amenities without relying solely on digital platforms en-

suring that accessibility for all is a challenge.  

 

3.1.5 Costs associated with implementing changes in the hotel industry  

The costs of implementation refer to the expenses associated with putting 

a plan, program or strategy into action within an organization. These costs can 
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encompass a wide range of expenses including financial investments in re-

sources such as technology, equipment and staff training (Gold et al., 2022). 

In hotel industry, the implementation of digital technology has become in-

creasingly essential to meet the demand for enhanced guest experiences and 

operational efficiency. However, significant costs are associated with integrat-

ing these technologies within a hotel setting (Sun et al., 2020; Verhoef et al., 

2021). Initial expenses include hardware and software purchases, installation 

fee and staff training programs. Additionally, ongoing maintenance costs such 

as system updates security measures and technical support must be factored 

in to ensure smooth operation. Small and independent businesses in the hotel 

industry may struggle to keep up with the costs of adopting and maintaining 

these technologies (Barquissau et al., 2024; Pillai et al., 2021). 

 

3.1.6 Managing online reviews and reputation is crucial in the hotel in-

dustry 

Online reviews and reputation management are very crucial aspects of a 

company’s online presence and its success. Online reviews are customer rat-

ings, comments, and feedback posted on different websites, including travel 

websites (e.g., Expedia, Hotels.com, Orbitz and TripAdvisor) and social media 

platforms (e.g., Facebook, MySpace and Twitter) (Mudambi and Schuff, 2010; 

Schlosser, 2011; Pavlou and Dimoka, 2006). Customers can independently 

review firms on websites including user reviews. More and more customers 

are relying on online reviews when making purchasing decisions (Chevalier 

and Mayzlin, 2006; Coulter and Roggeveen, 2012; Zhu and Zhang, 2010). 

Positive online reputation leads to increased visibility, more interaction with 

customers, and improved sales (Liu et al., 2018). Customers may rank and 

discuss businesses online in both formal and informal ways thanks to review 

websites. In the hotel industry, online reviews and reputation management 

present significant challenge due to the pervasive nature of social media net-

works and review websites (Becker and Lee, 2019). Hotels must contend with 

the immediacy and reach of customer feedback, which can quickly influence 

potential guests’ perception of their business. Positive reviews help create a 

good brand image, which can attract more customers and ultimately lead to 

higher occupancy rates. In contrast, negative reviews can have a detrimental 

impact on hotel reputation, leading to decreased booking and revenue (Gab-

bard, 2023; Sayfuddin and Chen, 2021). Managing and responding to online 

reviews has become a critical aspect of DT, and it can be challenging to main-

tain a positive image. 

 

3.1.7 The hotel industry is experiencing information overload 

Information overload is known as the condition of being inundated with too 

much material to process or to pay attention to (Hong and Kim, 2020; Klapp, 

1986; Shahrzadi et al., 2024). The issue of information overload is getting 

worse due to the increasing digitization of the workplace and the widespread 

the application of information and communication technology (Arnold et al., 

2023). Today, we have access to a lot of information which can make it difficult 

to distinguish reliable sources from the rest. The excessive amount of infor-

mation and communication through digital platforms can be overwhelming for 
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people. In the end, having too much information can harm the quality of deci-

sions and, as a result, impact online shopping habits (Peng et al., 2021). This 

raises questions about how organizations should shape their brand commu-

nication strategies. Providing users with too much information significantly in-

fluences their behavior before traveling (Tan and Kuo, 2019). Online users 

react negatively to an overload of information (Magnini and Dallinger, 2018), 

which suggests that the tourism and hospitality industry can benefit from fo-

cusing on providing a great user experience and maintaining robust emotional 

connections in the midst Industry 5.0 digital evolution. 

 

3.1.8 The hotel industry is facing intense competition 

Competitive pressure refers to the forces and challenges exerted by rival 

companies within a particular industry to gain a competitive advantage or mar-

ket share. This pressure can manifest in various forms such as price compe-

tition, product innovation, marketing strategies, and enhancements to client 

service (Altuntaş et al., 2014; Kandampully et al., 2015). In the quickly chang-

ing digital world of today, the hotel industry is feeling increased competitive 

pressure to undergo DT in order to stay relevant and meet the changing de-

mands of tech-savvy consumers. Due to the growth of online reservation sys-

tems, social media and review websites influencing consumer choices, hotels 

are realizing the importance of leveraging technology to enhance their cus-

tomer experience, streamline operations, and increase efficiency. From im-

plementing online booking systems and mobile check-in services to utilizing 

artificial intelligence for personalized guest experiences, hotels are under im-

mense pressure to adapt quickly or risk being left behind. Those hotels that 

fail to adapt risk losing market share and revenue to more digitally savvy com-

petitors who are able to provide a seamless, modernized guest experience. 

Furthermore, with the global pandemic accelerating trends towards contact-

less experiences and virtual services, DT has become not just a competitive 

advantage but a necessity for survival in the increasingly competitive hotel 

industry.  

 

3.1.9 The hotel industry is facing sustainability concerns 

According to Mensah (2019), sustainability is the process of addressing 

present social demands without endangering the capacity of future genera-

tions to address their own needs. It involves utilizing resources in a responsi-

ble manner, minimizing waste and negative environmental impacts, and pro-

moting social equity (Hariram et al., 2023). Like other industries, sustainability 

concerns have become a critical issue in the hotel industry as businesses 

seek to reduce their environmental footprint and meet growing consumer de-

mands for eco-friendly practices (Kularatne et al., 2019; Pereira et al., 2021; 

Prakash et al., 2023). Hotels consume vast amounts of energy, water, and 

produce large amounts of waste, making them significant contributors to cli-

mate change and resource depletion (Abdou et al., 2020). The DT era in the 

hotel industry has raised numerous sustainability concerns, stemming from 

the increased energy consumption and electronic waste generation associ-

ated with technological advancements. As hotels implement smart room con-

trols, AI-powered guest services, and digital check-in/out procedures to 
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enhance customer experience and operational efficiency, they inadvertently 

contribute to a higher carbon footprint. The swift obsolescence of digital tech-

nology causes an increase in problems related to the disposal of electronic 

trash. (Jadhao et al., 2022; Prabhu and Majhi, 2023; Shevchenko et al., 2019; 

Vishwakarma et al., 2020). 

 

3.1.10 The decline of personal interaction in the hotel sector 

The lack of personal connection in a work environment means that there is 

less human interaction and connection between people (Della Longa et al., 

2022; Solnet et al., 2019). Providing a personal touch in hotel industry is cru-

cial for ensuring customer satisfaction and loyalty (Harkison, 2017). However, 

the rise of technology in the hotel industry has inadvertently led to a loss of 

personal touch, a key aspect that has traditionally set high-quality establish-

ments apart (Tuomi et al., 2021). With the increasing reliance on online book-

ing platforms and automated check-in processes, guests often find them-

selves navigating their entire stay without ever interacting with a staff member. 

This shift not only removes the opportunity for hotels to personalize their ser-

vice and anticipate guest needs but also eliminates the human connection that 

is essential for creating memorable experiences. The lack of personal touch 

can also impact productivity, creativity, and overall job satisfaction within a 

team or organization. Covid-19 has accelerated the DT of the hotel business 

in unimaginable ways, compelling many hotel practitioners to adopt digital 

technology that would otherwise not be adopted so quickly.  

4. Directions of Future Research 

The future research in hotel industry should explore emerging trends and 

technologies that are rapidly transforming how hotels operation and interact 

with guests. The next wave of DT is being driven by technologies like automa-

tion, blockchain, virtual reality (VR), artificial intelligence (AI), and the Internet 

of Things (IoT). These developments improve guest experiences, streamline 

hotel operations, and develop new business models. Research should con-

centrate on identifying these technologies and investigating their particular 

uses in the hotel industry, such as blockchain for safe payment systems, IoT-

enabled smart rooms, and AI-driven chatbots for customer support. 

Additionally, longitudinal studies that evaluate the long-term impacts of dig-

itization on different facets of hotel operations are becoming more and more 

necessary. Although a lot of research has looked at the immediate advantages 

of implementing digital tools, little is known about how these technologies will 

affect hotels in the long run. Operational efficiency, where digitization simplify 

procedures but also create new complications, and employee dynamics, 

where automation and digital tools cause changes in job roles, skill require-

ments, and workplace culture, are important areas for research. Maintaining 

employee engagement and managing workforce transitions require an under-

standing of these changes. 

Future research studies should examine the long-term effects of digitization 

on visitor loyalty and satisfaction. It is crucial to assess whether hotels' use of 
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more individualized digital services like smooth online check-ins or concierge 

services driven by AI improves visitor experiences over time. In order to ex-

amine the relationship between digital innovations and customer expecta-

tions, longitudinal studies could monitor guest satisfaction levels over time. To 

guarantee a balanced approach to DT, future research should also take into 

account the possible risks, such as privacy issues or an excessive depend-

ence on technology at the expense of human interaction.  

The future research should focus on the following questions: 

• What are the emerging trends and technology that will shape the 

future of hotel industry? 

• How does digitalization impact hotel industry development? 

• What are the effects of digital transformation on employee dy-

namics in hotel industry?  

• How do digitization initiatives impact guest satisfaction and loyalty 

in the long term?   

5. Recommendation 

To successfully navigate the challenges of DT in the hotel industry, it is 

crucial to prioritize data security and privacy (Zhu et al., 2021). Hotels need to 

invest in strong cybersecurity measures, such as encryption protocols and ac-

cess control to protect guest data from potential breaches (Kong et al., 2022).  

It is also important to provide comprehensive staff training on cybersecurity 

best practices to reduce the risk of internal threats (Tolossa, 2023). By doing 

so, hotels create a security-conscious environment by involving all team mem-

bers in upholding data integrity and confidentiality while addressing the evolv-

ing challenges in the field of information security. Collaborating with reputation 

cybersecurity firms for regular security audits will help identify vulnerabilities 

and create customized solutions.  

As digitization reshape jobs roles within the hotel industry, it’s crucial to 

proactively address concerns related to job displacement (Tian, 2024). Invest-

ing in employee reskilling and upskilling programs will equip workers with dig-

ital skills needed to adapt to technological changes and secure alternative 

employment opportunities (Li, 2022). Moreover, fostering a culture of continu-

ous learning and innovation empowers employees to embrace digital tools 

and automation, ensuring a smooth transition to the digital era (Ogunbukola, 

2024). By prioritizing workforce development initiatives that emphasize inter-

nal mobility and career advancement, hotels will mitigate the adverse effects 

of jobs displacement while retaining a skilled and engaged workforce.  

Balancing technology adoption with sustainability is paramount for hotel 

striving to minimize environmental footprint (Abdou et al., 2020). Integrating 

sustainability consideration into the procurement and development of digital 

technologies, such as prioritizing energy-efficient solution and eco-friendly 

material, is essential. Adopting smart energy management systems (SEMS) 

and Internet-of-Thing (IoT)-enabled devices can optimize resource utilization 

and reduce environmental impact (Jha et al., 2024). Collaborating with indus-

try partners and stakeholders to share best practices and develop industry-

http://www.ijarbm.org/


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

wide sustainability standards for DT initiatives will further advance sustaina-

bility goals while driving innovation and efficiency. 

In optimizing guest experiences, hotels must leverage technology to en-

hance services without sacrificing personalization (Das and Philosophers, 

2023). Offering guest a choice between digital and traditional service options 

allows guests to tailor guest experience based on guest preferences. Empow-

ering staff with tools and training to effectively utilize technology foster mean-

ingful personalized interactions with quests, leading to higher satisfaction and 

loyalty. Getting feedback from guests regularly assists hotels identify where 

technology can enhance the guest experience while maintaining a personal-

ized touch. This ensures that DT improves, rather than detracts from the qual-

ity of quest interaction. 

It is fundamental for hotels to effectively manage online reputation and re-

views (Pérez-Aranda et al., 2019). This includes implementing proactive strat-

egies like monitoring online reviews, responding promptly and professionally 

to guest feedback and encouraging happy guests to leave positive reviews. 

Encouraging satisfied guests to leave positive reviews and addressing nega-

tive feedback constructively demonstrates a commitment to guest satisfaction 

and fosters a positive online reputation. Leveraging social media and online 

platforms to engage with guest authentically builds trust and loyalty, ultimate 

enhancing the hotels brand image and competitiveness in the digital market-

place. 

6. Authors 

Ziphozakhe Theophilus Shasha received the BTech degree in Tourism 

Management from Cape Peninsula University of Technology, Cape Town, 

South Africa, in 2010 and received the Master’s degree in Business Infor-

mation System from Cape Peninsula University of Technology, Cape Town, 

South Africa in 2016. He is currently working towards a PhD in Informatics 

with the Department of Information Technology (IT), Cape Peninsula Univer-

sity of Technology, Cape Town, South Africa. His research interests include 

digital transformation, digital technology and innovation, hotel industry and 

tourism industry. 

Melius Weideman is a retired Professor from Cape Peninsula University 

of Technology, Cape Town, South Africa. His research interests include 

search engines, query generation and website visibility. He graduated from 

University of Cape Town in 2001 with his doctoral thesis, titled: Internet 

searching as a study aid for information technology and information systems 

learners at a tertiary level. 

7. References 

Abdou, A.H., Hassan, T.H., and El Dief, M.M. (2020). ‘A description of green 

hotel practices and their role in achieving sustainable development’. Sustain-

ability, 12(22), 1-20. https://doi.org/10.3390/su12229624  

http://www.ijarbm.org/
https://doi.org/10.3390/su12229624


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Afzal, A., Khan, S., Daud, S., Ahmad, Z., & Butt, A. (2023). ‘Addressing the 

digital divide: Access and use of technology in education’. Journal of Social 

Sciences Review, 3(2), 883-895. https://doi.org/10.54183/jssr.v3i2.326  

Ahmed, Z., Fan, X., and Billah, M. (2022). ‘Persuasive Communications, 

Online Reviews and Service Performances - A Study on Hotel Industry of New 

Zealand’. Australasian Accounting, Business and Finance Journal, 16(1), 1-

25. http://dx.doi.org/10.14453/aabfj.v16i1.2  

Alrawadieh, Z., Alrawadieh, Z., and Cetin, G. (2021). ‘Digital transformation 

and revenue management: Evidence from the hotel industry’. Tourism Eco-

nomics, 27(2), 328-345. https://doi.org/10.1177/1354816620901928  

Altuntaş, G., Semerciöz, F., Mert, A., and Çağlar Pehlivan, C. (2014). ‘In-

dustry forces, competitive and functional strategies and organizational perfor-

mance: Evidence from restaurants in Istanbul, Turkey’. 10th International Stra-

tegic Management Conference, 150, 300-309. 

https://doi.org/10.1016/j.sbspro.2014.09.066  

Andrabi, S. (2023). ‘Is a robotic housekeeping team the future’? 

https://www.cleanmiddleeast.ae/news/technology/is-a-robotic-housekeeping-

team-the-future (accessed January 2023). 

Appel, G., Grewal, L., Hadi, R., and Stephen, A.T. 2020. ‘The future of so-

cial media in marketing’. Journal of the Academy of Marketing Science, 48(1), 

79-95. https://doi.org/10.1007/s11747-019-00695-1  

Arnold, M., Goldschmitt, M., and Rigotti, T. (2023). ‘Dealing with information 

overload: a comprehensive review’. Frontiers Psychology, 14, 1-28. 

https://doi.org/10.3389/fpsyg.2023.1122200  

Baas, J., Schotten, M., Plume, A., Côté, G., and Reza Karimi, R. (2020). 

‘Scopus as a curated, high-quality bibliometric data source for academic re-

search in quantitative science studies’. Quantitative Science Studies, 1(1), 

377-386. https://doi.org/10.1162/qss_a_00019  

Balsiger, P., Jammet, T., Cianferoni, N., and Surdez, M. (2023). ‘Coping 

with digital market re-organization: How the hotel industry strategically re-

sponds to digital platform power’. Competition & Change, 27(1), 163-183. 

https://doi.org/10.1177/10245294211055612  

Baquero, A. (2022). ‘Job insecurity and intention to quit: The role of psy-

chological distress and resistance to change in the UAE Hotel Industry’. Inter-

national Journal of Environmental Research and Public Health, 19(20), 1-20. 

https://doi.org/10.3390/ijerph192013629  

Barquissau, N.D., Pett, T.L., and Sers, C.F. (2024). ‘Can independent ho-

tels survive? A case study of how technology changes the industry’. Journal 

of Business Strategy, 45(1), 17-24. https://doi.org/10.1108/JBS-10-2022-0178  

Bawden, D., and Robinson, L. (2020). ‘Information overload: An overview. 

Oxford encyclopedia of political decision making’. Oxford: Oxford University 

Press, 1-62. http://doi:10.1093/acrefore/9780190228637.013.1360  

Becker, K., and Lee, J.W. (2019). ‘Organizational usage of social media for 

corporate reputation management’. Journal of Asian Finance Economics and 

Business, 6(1), 231-240. https://doi.org/10.13106/jafeb.2019.vol6.no1.231  

Besson, P., and Rowe, F. (2012). ‘Strategizing information systems-ena-

bled organizational transformation: A transdisciplinary review and new 

http://www.ijarbm.org/
https://doi.org/10.54183/jssr.v3i2.326
http://dx.doi.org/10.14453/aabfj.v16i1.2
https://doi.org/10.1177/1354816620901928
https://doi.org/10.1016/j.sbspro.2014.09.066
https://www.cleanmiddleeast.ae/news/technology/is-a-robotic-housekeeping-team-the-future
https://www.cleanmiddleeast.ae/news/technology/is-a-robotic-housekeeping-team-the-future
https://doi.org/10.1007/s11747-019-00695-1
https://doi.org/10.3389/fpsyg.2023.1122200
https://doi.org/10.1162/qss_a_00019
https://doi.org/10.1177/10245294211055612
https://doi.org/10.3390/ijerph192013629
https://doi.org/10.1108/JBS-10-2022-0178
http://doi:10.1093/acrefore/9780190228637.013.1360
https://doi.org/10.13106/jafeb.2019.vol6.no1.231


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

directions’. The Journal of Strategic Information Systems, 21(2), 103-124. 

https://doi.org/10.1016/j.jsis.2012.05.001   

Bilgihan, A., and Ricci, P. (2024). ‘The new era of hotel marketing: integrat-

ing cutting-edge technologies with core marketing principles’. Journal of Hos-

pitality and Tourism Technology, 15(1), 123-137. 

https://doi.org/10.1108/JHTT-04-2023-0095  

Birkle, C., Pendlebury, D.A., Schnell, J., and Adams, J. (2020). ‘Web of 

Science as a data source for research on scientific and scholarly activity’. 

Quantitative Science Studies, 1(1), 363-376. 

https://doi.org/10.1162/qss_a_00018  

Bonnet, D., and Westerman, G. 2021. ‘The new elements of digital trans-

formation: The authors revisit their landmark research and address how the 

competitive advantages offered by digital technology have evolved’. MIT 

Sloan Management Review, 82-89. 

Calvaresi, D., Ibrahim, A., Calbimonte, J.P., Schegg, R., Fragniere, E., and 

Schumacher, M. (2021). ‘The evolution of chatbots in tourism: A systematic 

literature review’. In: Wörndl, W., Koo, C., Stienmetz, J.L. (eds) Information 

and Communication Technologies in Tourism 2021. Springer, Cham. 

https://doi.org/10.1007/978-3-030-65785-7_1  

Chatzipetrou, E., and Konstantinos, V. (2024). ‘Managerial digitalisation 

cost in the hotel sector: The case of Northern Greece’. Administrative Sci-

ences 14(3), 1-12. https://doi.org/10.3390/admsci14030052  

Chen, W., and Tabari, S. (2017). ‘A study of negative customer online re-

views and managerial responses on social media - Case study of the Marriott 

Hotel Group in Beijing’. An International Peer-reviewed Journal, 41, 53-64.  

Chevalier, J. A., and Mayzlin, D. (2006). ‘The effect of word of mouth on 

sales: Online book reviews’. Journal of Marketing Research, 43(3), 345-354. 

https://doi.org/10.1509/jmkr.43.3.345  

Coulter, K. S., and Roggeveen, A. (2012). ‘Like it or not: Consumer re-

sponses to word-of-mouth communication in online social networks’. Manage-

ment Research Review, 35(9), 878-899. 

https://doi.org/10.1108/01409171211256587  

Das, M.P., and Philosophers, C. (2023). ‘Technology and guest experience: 

Innovations reshaping hotel management’. International Journal for Multidi-

mensional Research Perspectives, 1(3), 76-95. 

Della Longa, L., Valori, I., and Farroni, T. (2022). ‘Interpersonal affective 

touch in a virtual world: Feeling the social presence of others to overcome 

loneliness’. Frontiers in Psychology, 12, 1-17. 

https://doi.org/10.3389/fpsyg.2021.795283  

Dengler, K., and Matthes, B. (2018). ‘The impacts of digital transformation 

on the labour market: Substitution potentials of occupations in Germany’. 

Technological Forecasting and Social Change, 137(C), 304-316. 

https://doi:10.1016/j.techfore.2018.09.024  

De Pelsmacker, P., van Tilburg, S., and Holthof, C. (2018). ‘Digital market-

ing strategies, online reviews and hotel performance’. International Journal of 

Hospitality Management, 72, 47-55. 

https://doi.org/10.1016/j.ijhm.2018.01.003  

http://www.ijarbm.org/
https://doi.org/10.1016/j.jsis.2012.05.001
https://doi.org/10.1108/JHTT-04-2023-0095
https://doi.org/10.1162/qss_a_00018
https://doi.org/10.1007/978-3-030-65785-7_1
https://doi.org/10.3390/admsci14030052
https://doi.org/10.1509/jmkr.43.3.345
https://doi.org/10.1108/01409171211256587
https://doi.org/10.3389/fpsyg.2021.795283
https://doi:10.1016/j.techfore.2018.09.024
https://doi.org/10.1016/j.ijhm.2018.01.003


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Dong, J., Li, H., and Zhang, X. (2014). ‘Classification of customer satisfac-

tion attributes: An application of online hotel review analysis’. 13th Conference 

on e-Business, e-Services and e-Society (I3E), Nov 2014, Sanya, China, 238-

250. https://doi.org/10.1007/978-3-662-45526-5_23  

Djevojić, C., and Vitasovic, Z. (2023). ‘Digital transformation of business in 

the hotel industry and its impact on sustainable development’. Dubrovnik In-

ternational Economic Meeting, 8(1), 46-56. 

https://doi.org/10.17818/DIEM/2023/1.6  

Duggineni, S. 2023. ‘Impact of controls on data integrity and information 

systems’. Science and Technology, 13(2), 29-35. 

https://doi:10.5923/j.scit.20231302.04  

Dwivedi, Y.K., Ismagilova, E., Hughes, D.L., Carlson, J., Filieri, R., Jacob-

son, J., Jain, V., Karjaluoto, H., Kefi, H., Krishen, A.S., Kumar, V., Rahman, 

M.M., Raman, R., Rauschnabel, P.A., Rowley, J.E., Salo, J.T., Tran, G.A., and 

Wang, Y. (2020). ‘Setting the future of digital and social media marketing re-

search: Perspectives and research propositions’. International Journal of In-

formation Management, 59, 1-37. https://doi.org/10.1016/j.ijinfo-

mgt.2020.102168  

El Sawy, O.A., Malhotra, A., Gosain, S., and Young, K.M. (1999). ‘IT-

Intensive value innovation in the electronic economy: Insights from marshall 

industries’. MIS Quarterly, 23(3), 305-335. https://doi.org/10.2307/249466  

Ernst, E., Merola, R., and Samaan, D. (2019). ‘Economics of artificial intel-

ligence: Implications for the future of work’. IZA Journal of Labor Policy, 9(1), 

1-41. https://doi.org/10.2478/izajolp-2019-0004  

Frank, M., Roehring, P., and Pring, B. (2017). ‘What to do when machines 

do everything: How to get ahead in a world of AI, algorithms, bots and big 

data’. John Wiley and Sons, Hoboken, NJ. 

Gabbard, D. (2023). ‘The impact of online reviews on hotel performance’. 

Journal of Modern Hospitality, 2(1), 26-36. https://doi.org/10.47941/jmh.1558  

Gangananda, A.M.N.M., Perera, L.A.P.C., Pattiyagedara, P.G.S.S., and 

Bandara, W.M.A.H. (2022).  ‘Examining the effect of social media on online 

reputation management of hotels special reference to down south area in Sri 

Lanka during COVID 19 Pandemic’. International Journal of Engineering and 

Management Research, 12(1), 1-8. https://doi.org/10.31033/ijemr.12.1.11  

Ghani, B., Memon, K.R., Han, H., Ariza-Montes, A., and Arjona-Fuentes, 

J.M. (2022). ‘Work stress, technological changes, and job insecurity in the re-

tail organization context’. Frontiers in Psychology, 13, 1-14. 

https://doi.org/10.3389/fpsyg.2022.918065  

Gold, H.T., McDermott, C., Hoomans, T., and Wagner, T.H. (2022). ‘Cost 

data in implementation science: categories and approaches to costing’. Im-

plementation Science, 17(11), 1-12. https://doi.org/10.1186/s13012-021-

01172-6  

Grissinger, M. (2019). ‘Understanding human over-reliance on technology’. 

Pharmacy and Therapeutics, 44(6), 320-375. 

Halevi, G., Moed, H., and Bar-Ilan, J. (2017). ‘Suitability of Google Scholar 

as a source of scientific information and as a source of data for scientific eval-

uation-Review of the literature’. Journal of Informetrics, 11(3), 823-834. 

https://doi.org/10.1016/j.joi.2017.06.005  

http://www.ijarbm.org/
https://doi.org/10.1007/978-3-662-45526-5_23
https://doi.org/10.17818/DIEM/2023/1.6
https://doi:10.5923/j.scit.20231302.04
https://doi.org/10.1016/j.ijinfomgt.2020.102168
https://doi.org/10.1016/j.ijinfomgt.2020.102168
https://doi.org/10.2307/249466
https://doi.org/10.2478/izajolp-2019-0004
https://doi.org/10.47941/jmh.1558
https://doi.org/10.31033/ijemr.12.1.11
https://doi.org/10.3389/fpsyg.2022.918065
https://doi.org/10.1186/s13012-021-01172-6
https://doi.org/10.1186/s13012-021-01172-6
https://doi.org/10.1016/j.joi.2017.06.005


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Hao, F. (2022). ‘Acceptance of contactless technology in the hospitality in-

dustry: extending the unified theory of acceptance and use of technology 2’. 

Asia Pacific Journal of Tourism Research, 26(12), 1386-1401. 

https://doi.org/10.1080/10941665.2021.1984264  

Hariram, N.P., Mekha, K.B., Suganthan, V., and Sudhakar, K. (2023). ‘Sus-

tainalism: An integrated socio-economic-environmental model to address sus-

tainable development and sustainability’. Sustainability, 15(13), 1-37. 

https://doi.org/10.3390/su151310682  

Harkison, T. (2017). ‘The importance of the human touch in the luxury ac-

commodation sector’. Research in Hospitality Management, 7(1), 59-64. 

http://creativecommons.org/licenses/by/4.0  

Hazal, E., and Mahmut, D. (2022). ‘Effect of digital transformation on human 

resources planning in hotel businesses’. Conference: Scientific trends and 

trends in the context of globalization, 24(121), 26-37. 

https://doi.org/10.51582/interconf.19-20.08.2022.004  

Henriette, E., Feki, M. and Boughzala, I. 2015. ‘The Shape of Digital Trans-

formation: A Systematic Literature Review’. MCIS 2015 Proceedings. 10. 

https://aisel.aisnet.org/mcis2015/10 (accessed 02 July 2024).  

Högberg, K. (2021). ‘Technostress among hotel employees - a longitudinal 

study of social media as digital service encounters’. Information and Commu-

nication Technologies in Tourism 2021. Springer, Cham. 

https://doi.org/10.1007/978-3-030-65785-7_6  

Hong, H. and Kim, H.J. (2020). ‘Antecedents and consequences of Infor-

mation Overload in the COVID-19 Pandemic’. International Journal of Envi-

ronmental Research and Public Health 17(24), 1-15. 

https://doi.org/10.3390/ijerph17249305  

Iacovitti, G. (2022). ‘How technology influences information gathering and 

information spreading’. Church, Communication and Culture, 7(1), 76-90. 

https://doi.org/10.1080/23753234.2022.2032781  

Jadhao, P.R., Ahmad, E., Pant, K.K., and Nigam, K.D.P. (2022). ‘Advance-

ments in the field of electronic waste recycling: Critical assessment of chemi-

cal route for generation of energy and valuable products coupled with metal 

recovery’. Separation and Purification Technology, 289(3), 1-27. 

https://doi.org/10.1016/j.seppur.2022.120773  

Jha, B.K., Tiwari, A., Kuhada, R.B., and Pindoriya, N.M (2024). ‘IoT-ena-

bled smart energy management device for optimal scheduling of distributed 

energy resources’. Electric Power Systems Research, 229, 1-11. 

https://doi.org/10.1016/j.epsr.2024.110121  

Kandampully, J., Zhang, T.C., and Bilgihan, A. (2015). ‘Customer loyalty: a 

review and future directions with a special focus on the hospitality industry’. 

International Journal of Contemporary Hospitality Management, 27(3), 379-

414. https://doi.org/10.1108/IJCHM-03-2014-0151  

Kansakar, P., Munir, A. and Shabani, N. (2019). ‘Technology in the Hospi-

tality Industry: Prospects and Challenges’. IEEE Consumer Electronics Mag-

azine, 8(3), 60-65. https://doi.org/10.1108/IJCHM-03-2014-0151  

Khan, K.I., Niazi, A., Nasir, A., Hussain, M., and Khan, M.I. (2021). ‘The 

effect of COVID-19 on the hospitality industry: The implication for open 

http://www.ijarbm.org/
https://doi.org/10.1080/10941665.2021.1984264
https://doi.org/10.3390/su151310682
http://creativecommons.org/licenses/by/4.0
https://doi.org/10.51582/interconf.19-20.08.2022.004
https://aisel.aisnet.org/mcis2015/10
https://doi.org/10.1007/978-3-030-65785-7_6
https://doi.org/10.3390/ijerph17249305
https://doi.org/10.1080/23753234.2022.2032781
https://doi.org/10.1016/j.seppur.2022.120773
https://doi.org/10.1016/j.epsr.2024.110121
https://doi.org/10.1108/IJCHM-03-2014-0151
https://doi.org/10.1108/IJCHM-03-2014-0151


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

innovation’. Journal of Open Innovation: Technology, Market, and Complexity, 

7(1), 9-17. https://doi.org/10.3390/joitmc7010030  

Kecić, A. (2019). ‘Is technology stealing our jobs? The impact of the Fourth 

Industrial Revolution on the hotel industry workforce’. https://core.ac.uk/down-

load/pdf/211225359.pdf (accessed 05 April 2024). 

Klapp O.E. (1986). ‘Overload and boredom: essays on the quality of life in 

the information society’. New York: Greenwood Press. 

Kong, A., Kwan, M., and Tong, L. (2022). ‘How to design and strengthen 

cyber security to cope with data breach in the hotel industry’? APacCHRIE 

2022 Conference (23-25 May 2022). https://www.researchgate.net/publica-

tion/360950915_How_to_design_and_strengthen_cyber_secu-

rity_to_cope_with_data_breach_in_the_hotel_industry  (accessed April 

2024). 

Kraus, S., Jones, P., Kailer, N., Weinmann, A., Chaparro-Banegas, N., and 

Roig-Tierno, N. (2021). ‘Digital transformation: An overview of the current 

state of the art of research’. Sage Open, 11(3), 1-15. 

https://doi.org/10.1177/21582440211047576  

Kraus, S., Durst, S., Ferreira, J.J., Veiga, P., Kailer, N., and Weinmann, A. 

(2022). ‘Digital transformation in business and management research: An 

overview of the current status quo’. International Journal of Information Man-

agement, 63(4), 1-19. https://doi.org/10.1016/j.ijinfomgt.2021.102466  

Kularatne, T., Wilson,C., Månsson, J., Hoang, V., and Lee, B. (2019). ‘Do 

environmentally sustainable practices make hotels more efficient? A study of 

major hotels in Sri Lanka’. Tourism Management, 71, 213-225. 

https://doi.org/10.1016/j.tourman.2018.09.009  

Lam, C., and Law. R. (2019). ‘Readiness of upscale and luxury-branded 

hotels for digital transformation’. International Journal of Hospitality Manage-

ment, 79, 60-69. https://doi.org/10.1016/j.ijhm.2018.12.015  

Legner, C., Eymann, T., Hess, T., Matt, C., Böhmann, T., Drew, P., Mäd-

che, A., Urbach, N. and Ahlemann, F. (2017). ‘Digitalization: Opportunity and 

Challenge for the Business and Information Systems Engineering Commu-

nity’. Business & Information Systems Engineering, 59, 301-308. 

https://doi.org/10.1007/s12599-017-0484-2  

Li, J., Bonn, M., and Ye, B.H. (2019). ‘Hotel employee's artificial intelligence 

and robotics awareness and its impact on turnover intention: The moderating 

roles of perceived organizational support and competitive psychological cli-

mate’. Tourism Management, 73(1), 172-181. https://doi.org/10.1016/j.tour-

man.2019.02.006  

Li, K., Rollins, J., and Yan, E. (2018). ‘Web of Science use in published 

research and review papers 1997-2017: a selective, dynamic, cross-domain, 

content-based analysis’. Scientometrics, 115(1), 1-20. 

https://doi.org/10.1007/s11192-017-2622-5  

Li, L. (2022). ‘Reskilling and upskilling the future-ready workforce for indus-

try 4.0 and beyond’. Information Systems Frontiers, 1-16. 

https://doi.org/10.1007/s10796-022-10308-y  

Littlehotelier.com 2024. ‘How to implement an automated reservation sys-

tem for your hotel’. https://www.littlehotelier.com/blog/get-more-bookings/au-

tomated-reservation-system/ (accessed 24 April 2024).  

http://www.ijarbm.org/
https://doi.org/10.3390/joitmc7010030
https://core.ac.uk/download/pdf/211225359.pdf
https://core.ac.uk/download/pdf/211225359.pdf
https://www.researchgate.net/publication/360950915_How_to_design_and_strengthen_cyber_security_to_cope_with_data_breach_in_the_hotel_industry
https://www.researchgate.net/publication/360950915_How_to_design_and_strengthen_cyber_security_to_cope_with_data_breach_in_the_hotel_industry
https://www.researchgate.net/publication/360950915_How_to_design_and_strengthen_cyber_security_to_cope_with_data_breach_in_the_hotel_industry
https://doi.org/10.1177/21582440211047576
https://doi.org/10.1016/j.ijinfomgt.2021.102466
https://doi.org/10.1016/j.tourman.2018.09.009
https://doi.org/10.1016/j.ijhm.2018.12.015
https://doi.org/10.1007/s12599-017-0484-2
https://doi.org/10.1016/j.tourman.2019.02.006
https://doi.org/10.1016/j.tourman.2019.02.006
https://doi.org/10.1007/s11192-017-2622-5
https://doi.org/10.1007/s10796-022-10308-y
https://www.littlehotelier.com/blog/get-more-bookings/automated-reservation-system/
https://www.littlehotelier.com/blog/get-more-bookings/automated-reservation-system/


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Liu, S.Q., Ozanne, M., and Mattila, A.S. (2018). ‘Does expressing subjec-

tivity in online reviews enhance persuasion’? Journal of Consumer Marketing, 

35(4), 403-413. https://doi.org/10.1108/JCM-02-2017-2109   

Lythreatis, S., Singh, S.K., and El-Kassar, A.N. (2022). ‘The digital divide: 

A review and future research agenda’. Technological Forecasting and Social 

Change, 175(6), 1-11. https://doi:10.1016/j.techfore.2021.121359  

Magnini, V.P., and I. Dallinger, I. (2018). ‘Consumer information overload 

and the need to prompt script deviations’. Journal of Quality Assurance in 

Hospitality & Tourism, 19(3), 285-297. 

https://doi.org/10.1080/1528008X.2016.1230038  

Mandić, D., Panić, A., and Čičin Šain, M. (2023). ‘Automated service deliv-

ery in hotels: balancing efficiency and human interaction for optimal guest sat-

isfaction’. International Scientific Conference on Economy, Management and 

Information Technologies, 1(1), 167-174. 

https://doi.org/10.46793/ICEMIT23.137M  

Matthes, J., Karsay, K., Schmuck, D., and Stevic, A. (2020). ‘Too much to 

handle: impact of mobile social networking sites on information overload, de-

pressive symptoms, and well-being’. Computers in Human Behavior, 105(5), 

106217. https://doi.org/10.1016/j.chb.2019.106217  

Mensah, J. (2019). ‘Sustainable development: Meaning, history, principles, 

pillars, and implications for human action: Literature review’. Cogent Social 

Sciences, 5(1), 1-22. https://doi.org/10.1080/23311886.2019.1653531  

Michael, N., and Fotiadis, A.K. (2022). ‘Employee turnover: The hotel in-

dustry perspective’. Journal of Tourism, Heritage & Services Marketing, 8(1), 

38-47. . https://doi.org/10.5281/zenodo.6583698  

Mikheev, A., Serkina, Y., and Vasyaev, A. (2021).  ‘Current trends in the 

digital transformation of higher education institutions in Russia’. Education and 

Information Technologies, 26, 4537-4551. https://doi.org/10.1007/s10639-

021-10467-6  

Minghetti, V., and Buhalis, D. (2010). ‘Digital Divide in Tourism’. Journal of 

Travel Research, 49(3), 267-281. https://doi.org/10.1177/0047287509346843  

Mudambi, S.M., and Schuff, D. (2010). ‘What makes a helpful online re-

view? A study of customer reviews on Amazon.com’. MIS Quarterly, 34(1), 

185-200. https://www.jstor.org/stable/20721420  

Nadkarni, S., and Prügl, R. (2021). ‘Digital transformation: a review, syn-

thesis and opportunities for future research’. Management Review Quarterly, 

71(2), 233-341. https://doi.org/10.1007/s11301-020-00185-7  

Ncubukezi, T., and Makola, D. (2020). ‘Digital divide impact among fourth-

year university students: a case of a South African University’. International 

Conference of Education, Research and Innovation, Proceedings of 

ICERI2020 Conference 9th-10th November 2020, 13, 0344-0344. 

https://doi:10.21125/iceri.2020.0113  

Nguyen, K.A., and Coudounaris, D.N. 2015. ‘The mechanism of online re-

view management: A qualitative study’. Tourism Management Perspectives, 

16, 163-175. https://doi.org/10.1016/j.tmp.2015.08.002  

Nikopoulou, M., Kourouthanassis, P., Chasapi, G., Pateli, A., and Mylonas, 

N. (2023). ‘Determinants of digital transformation in the hospitality industry: 

http://www.ijarbm.org/
https://doi.org/10.1108/JCM-02-2017-2109
https://doi:10.1016/j.techfore.2021.121359
https://doi.org/10.1080/1528008X.2016.1230038
https://doi.org/10.46793/ICEMIT23.137M
https://doi.org/10.1016/j.chb.2019.106217
https://doi.org/10.1080/23311886.2019.1653531
https://doi.org/10.5281/zenodo.6583698
https://doi.org/10.1007/s10639-021-10467-6
https://doi.org/10.1007/s10639-021-10467-6
https://doi.org/10.1177/0047287509346843
https://www.jstor.org/stable/20721420
https://doi.org/10.1007/s11301-020-00185-7
https://doi:10.21125/iceri.2020.0113
https://doi.org/10.1016/j.tmp.2015.08.002


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Technological, Organizational, and Environmental Drivers’. Sustainability, 

15(3), 1-20. https://doi.org/10.3390/su15032736  

Ogunbukola, M. (2024). ‘Digital transformation and leadership excellence’. 

https://www.researchgate.net/publication/377778116_Digital_Transfor-

mation_and_Leadership_Excellence (accessed 10 March 2024). 

Okhrimenko, I., Sovik, I., Pyankova, S., and Lukyanova, A. (2019). ‘Digital 

transformation of the socio-economic system: prospects for digitalization in 

society’. https://www.revistaespacios.com/a19v40n38/19403826.html (ac-

cessed 12 March 2024).  

Omol, E.J. (2023). ‘Organizational digital transformation: from evolution to 

future trends’. Digital Transformation and Society, Vol. ahead-of-print No. 

ahead-of-print. https://doi.org/10.1108/DTS-08-2023-0061  

Öner, B.S., and Orbay, M. (2022). ‘Assessing the publication output in the 

field of forensic science and legal medicine using Web of Science database 

from 2011 to 2020’. Forensic Sciences Research, 7(4). 748-760. 

https://doi.org/10.1080/20961790.2021.2002525  

Pascucci, F., Savelli, E. and Gistri, G. (2023). ‘How digital technologies re-

shape marketing: evidence from a qualitative investigation’. Italian Journal of 

Marketing, 2023, 27-58. https://doi.org/10.1007/s43039-023-00063-6  

Pavlou, P. A., and Dimoka, A. (2006). ‘The nature and role of feedback text 

comments in online marketplaces: Implications for trust building, price premi-

ums, and seller differentiation’. Information Systems Research, 17(4), 392-

414. https://doi.org/10.1287/isre.1060.0106  

Peng,M., Xu, Z., and Huang, H. (2021). ‘How does information overload 

affect consumers’ online decision process? An event-related potentials study’. 

Frontiers in Neuroscience, 15, 1-11. 

https://doi.org/10.3389/fnins.2021.695852   

Pereira, V., Silva, G.M., and Dias, Á. (2021). ‘Sustainability practices in hos-

pitality: Case study of a luxury hotel in Arrábida Natural Park’. Sustainability, 

13 (6), 1-20. https://doi.org/10.3390/su13063164  

Perez-Aranda, J., Vallespín, M., and Molinillo, S. (2019). ‘Hotels’ online rep-

utation management: benefits perceived by managers’. International Journal 

of Contemporary Hospitality Management, 31(2), 615-632. 

https://doi.org/10.1108/IJCHM-07-2017-0460  

Pillai, S.G., Haldorai, K., Seo, W.S., and Kim, W.G. (2021). ‘COVID-19 and 

hospitality 5.0: Redefining hospitality operations’. International Journal of Hos-

pitality Management, 94(3), 1-11. https://doi.org/10.1016/j.ijhm.2021.102869  

Prabhu, N.S., and Majhi, R. (2023). ‘Disposal of obsolete mobile phones: A 

review on replacement, disposal methods, in-use lifespan, reuse and recy-

cling’. Waste Management & Research, 41(1), 18-36. 

https://doi:10.1177/0734242X221105429  

Prakash, S., Sharma, V.P., Singh, R., Vijayvargy, L., and Phd, N. (2023). 

‘Adopting green and sustainable practices in the hotel industry operations - an 

analysis of critical performance indicators for improved environmental quality’. 

Management of Environmental Quality, 34(4), 1057-1076. 

https://doi.org/10.1108/MEQ-03-2022-0090  

Prihanto, J.N., and Kurniasari, F. (2019). ‘Sustainable digital  transfor-

mation in hospitality  industry: study of the hotel  industry in Indonesia. 

http://www.ijarbm.org/
https://doi.org/10.3390/su15032736
https://www.researchgate.net/publication/377778116_Digital_Transformation_and_Leadership_Excellence
https://www.researchgate.net/publication/377778116_Digital_Transformation_and_Leadership_Excellence
https://www.revistaespacios.com/a19v40n38/19403826.html
https://doi.org/10.1108/DTS-08-2023-0061
https://doi.org/10.1080/20961790.2021.2002525
https://doi.org/10.1007/s43039-023-00063-6
https://doi.org/10.1287/isre.1060.0106
https://doi.org/10.3389/fnins.2021.695852
https://doi.org/10.3390/su13063164
https://doi.org/10.1108/IJCHM-07-2017-0460
https://doi.org/10.1016/j.ijhm.2021.102869
https://doi:10.1177/0734242X221105429
https://doi.org/10.1108/MEQ-03-2022-0090


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Advances in Economics, Business and Management Research, volume 100’. 

International Conference of Organizational Innovation (ICOI 2019), 217-222. 

https://doi/10.2991/icoi-19.2019.38   

Priyono, A., Moin, A., and Putri, V.N.A.O. (2020). ‘Identifying digital trans-

formation paths in the business model of SMEs during the COVID-19 pan-

demic’. Journal of Open Innovation: Technology, Market, and Complexity, 

6(4), 104-104. https://doi.org/10.3390/joitmc6040104  

Quach, S., Thaichon, P., and Martin, K.D. (2022). ‘Digital technologies: ten-

sions in privacy and data’. Journal of the Academy of Marketing Science, 

50(1), 1299-1323. https://doi.org/10.1007/s11747-022-00845-y  

Reis, J., and Melão, N. (2023). ‘Digital transformation: A meta-review and 

guidelines for future research’. Heliyon, 9(1), 1-19. 

https://doi.org/10.1016/j.heliyon.2023.e12834  

Ringberg, T., Reihlen, M., and Rydén, P. (2019). ‘The technology-mindset 

interactions: Leading to incremental, radical or revolutionary innovations’. In-

dustrial Marketing Management, 79(1), 102-113. 

https://doi.org/10.1016/j.indmarman.2018.06.009  

Sau, T.D., Ha, T.T., and Huy, G.G. (2023). ‘Bridging digital divide: Empirical 

evidence of the hotel sector in Vietnam. Proceedings of the 11th International 

Conference on Emerging Challenges: Smart Business and Digital Economy 

2023 (ICECH 2023)’, Advances in Economics, Business and Management 

Research, 274, 35-46. https://doi/10.2991/978-94-6463-348-1_5  

Said, S. (2023). ‘The role of artificial intelligence (AI) and data analytics in 

enhancing guest personalization in hospitality’. Journal of Modern Hospitality, 

2(1), 1-13. https://doi.org/10.47941/jmh.1556   

Salam, R., Rahardjo, K., Arifin, Z., and Iqbal, M. (2024), ‘The role of com-

petitive advantage in supporting the hospitality industry: Bibliometric analysis’. 

Brawijaya International Conference on Business Administration, Taxation, 

and Tourism, KnE Social Sciences, 399-408. 

https://doi:10.18502/kss.v9i11.15815  

Sanders, C.K., and Scanlon, E. (2021). ‘The digital divide is a human rights 

issue: Advancing social inclusion through social work advocacy’. Journal of 

Human Rights and Social Work, 6(2), 130-143. 

https://doi.org/10.1007/s41134-020-00147-9  

Sayfuddin, A., and Chen, Y. (2021). ‘The signaling and reputational effects 

of customer ratings on hotel revenues: Evidence from TripAdvisor’. Interna-

tional Journal of Hospitality Management, 99, 1-9. 

https://doi.org/10.1016/j.ijhm.2021.103065  

Saxena, D., and Lamest, M. (2018). ‘Information overload and coping strat-

egies in the big data context: Evidence from the hospitality sector’. Journal of 

Information Science, 44(3), 287-297. 

https://doi.org/10.1177/0165551517693712  

Schlosser, A. E. (2011). ‘Can including pros and cons increase the helpful-

ness and persuasiveness of online reviews? The interactive effects of ratings 

and arguments’. Journal of Consumer Psychology, 21(3), 226-239. 

https://doi.org/10.1016/j.jcps.2011.04.002  

http://www.ijarbm.org/
https://doi/10.2991/icoi-19.2019.38
https://doi.org/10.3390/joitmc6040104
https://doi.org/10.1007/s11747-022-00845-y
https://doi.org/10.1016/j.heliyon.2023.e12834
https://doi.org/10.1016/j.indmarman.2018.06.009
https://doi/10.2991/978-94-6463-348-1_5
https://doi.org/10.47941/jmh.1556
https://doi:10.18502/kss.v9i11.15815
https://doi.org/10.1007/s41134-020-00147-9
https://doi.org/10.1016/j.ijhm.2021.103065
https://doi.org/10.1177/0165551517693712
https://doi.org/10.1016/j.jcps.2011.04.002


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Shabani, N., and Munir, A. (2020). ‘A review of cyber security issues in 

hospitality industry’. Intelligent Computing (pp.482-493). 

https://doi.org/10.1007/978-3-030-52243-8_35  

Shahrzadi, L., Mansouri, A., Alavi, M. and Shabani, A. (2024). ‘Causes, 

consequences, and strategies to deal with information overload: A scoping 

review’. International Journal of Information Management Data Insights, 4(2), 

1-12. https://doi.org/10.1016/j.jjimei.2024.100261   

She, A.H., Zarour, M., Alenezi. M., Sarkar, A.K., Agrawal, A., Kumar, R., 

and Khan, R.A. 2020. ‘Healthcare data breaches: Insights and implications’. 

Healthcare (Basel), 8(2), 1-18. https://doi.org/10.3390/healthcare8020133   

Shevchenko, T., Laitala, K., and Danko, Y. (2019). ‘Understanding con-

sumer e-waste recycling behavior: Introducing a new economic incentive to 

increase the collection rates’. Sustainability, 11(9), 1-20. 

https://doi.org/10.3390/su11092656  

Shin, H., and Baek, S. 2023. ‘Unequal diffusion of innovation: Focusing on 

the digital divide in using smartphones for travel’. Journal of Hospitality and 

Tourism Management, 55, 277-281. 

https://doi.org/10.1016/j.jhtm.2023.04.012  

Solnet, D., Subramony, M., Ford, R.C., Golubovskaya, M., Kang, H.J.A., 

and Hancer, M. (2019). ‘Leveraging human touch in service interactions: les-

sons from hospitality’. Journal of Service Management, 30(14), 1-19. 

https://doi.org/10.1108/JOSM-12-2018-0380  

Soori, M., Arezoo, B., and Dastres, R. (2023). ‘Internet of things for smart 

factories in industry 4.0, a review’. Internet of Things and Cyber-Physical Sys-

tems, 3, 192-204. https://doi.org/10.1016/j.iotcps.2023.04.006  

Stolterman, E., and Fors, A.C. (2004). ‘Information technology and the good 

life’. In: Kaplan B., Truex D.P., Wastell D., Wood-Harper A.T., DeGross J.I. 

(Eds.) Information Systems Research. IFIP International Federation for Infor-

mation Processing (143). Springer, Boston, MA. https://doi.org/10.1007/1-

4020-8095-6_45  

Stringam, B.B., and Gerdes, J.H. (2021). ‘Hotel and guest room technol-

ogy’. In C. Cobanoglu, S. Dogan, K. Berezina, & G. Collins (Eds.), Hospitality 

& Tourism Information Technology, 1-60. 

https://www.doi.org/10.5038/9781732127593  

Sun, S., Lee, P.C., Law, R., and Zhong, L. (2020). ‘The impact of cultural 

values on the acceptance of hotel technology adoption from the perspective 

of hotel employees’. Journal of Hospitality and Tourism Management, 44, 61-

69. https://doi.org/10.1016/j.jhtm.2020.04.012  

Talwar, R., Wells, S., Whittington, A., Koury, A., and Romero, M. (2017). 

‘The future reinvented. Reimagining life, society, and business’. Fast Future 

Publishing, London. 

Tan, W-K., and Kuo, P-C. (2019). ‘The consequences of online information 

overload confusion in tourism’. Information Research, 24(2), 826. 

http://www.webcitation.org/78mp5aAAT  

Tian, J. (2024). ‘Does technological innovation have an impact on employ-

ment in the hospitality industry?’ International Journal of Contemporary Hos-

pitality Management, 36(4), 1025-1043. https://doi.org/10.1108/IJCHM-03-

2022-0370  

http://www.ijarbm.org/
https://doi.org/10.1007/978-3-030-52243-8_35
https://doi.org/10.1016/j.jjimei.2024.100261
https://doi.org/10.3390/healthcare8020133
https://doi.org/10.3390/su11092656
https://doi.org/10.1016/j.jhtm.2023.04.012
https://doi.org/10.1108/JOSM-12-2018-0380
https://doi.org/10.1016/j.iotcps.2023.04.006
https://doi.org/10.1007/1-4020-8095-6_45
https://doi.org/10.1007/1-4020-8095-6_45
https://www.doi.org/10.5038/9781732127593
https://doi.org/10.1016/j.jhtm.2020.04.012
http://www.webcitation.org/78mp5aAAT
https://doi.org/10.1108/IJCHM-03-2022-0370
https://doi.org/10.1108/IJCHM-03-2022-0370


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Tolossa, D. (2023). ‘Importance of cybersecurity awareness training for em-

ployees in business’. Vidya - A Journal of Gujarat University, 2(2), 104-107. 

https://doi.org/10.47413/vidya.v2i2.206  

Torres, A.M. (2018). ‘Using a smartphone application as a digital key for 

hotel guest room and its other app features’. International Journal of Advanced 

Science and Technology, 113, 103-112. 

http://dx.doi.org/10.14257/ijast.2018.113.11  

Tuomi, A., Tussyadiah, I. P., and Stienmetz, J. (2021). ‘Applications and 

implications of service robots in hospitality’. Cornell Hospitality Quarterly, 

62(2), 232-247. https://doi.org/10.1177/1938965520923961  

Van Veldhoven, Z., and Vanthienen, J. (2022). ‘Digital transformation as an 

interaction-driven perspective between business, society, and technology’. 

Electronic Markets, 32, 629-644. https://doi.org/10.1007/s12525-021-00464-5  

Verhoef, P.C., Broekhuizen, T.L., Bart, Y., Bhattacharya, A., Qi Dong, J., 

Fabian, N.E., and Haenlein, M. (2021). ‘Digital transformation: A multidiscipli-

nary reflection and research agenda’. Journal of Business Research, 122(4), 

889-901. https://doi:10.1016/j.jbusres.2019.09.022  

Vishwakarma, S., Kumar, V., Arya, S., Tembhare, M., Dutta, D., and Kumar, 

S. (2020). ‘E-waste in information and communication technology sector: Ex-

isting scenario, management schemes and initiatives’. Environmental Tech-

nology & Innovation, 27(9), 1-17. https://doi.org/10.1016/j.eti.2022.102797  

Wahl, T. 2023. ‘Hotel technology - too much of a good thing can be a bad 

thing’. https://www.hotelnewsresource.com/article125796.html (accessed 04 

March 2024). 

Walsh, T., 2018. ‘Expert and non-expert opinion about technological unem-

ployment’. International Journal of Automation and Computing, 15(5), 637-

642. https://doi.org/10.1007/s11633-018-1127-x  

Webster, C., and Ivanov, S. (2020). ‘Robotics, artificial intelligence, and the 

evolving nature of work’. In: George, B., Paul, J. (eds) Digital Transformation 

in Business and Society. Palgrave Macmillan, Cham. 

https://doi.org/10.1007/978-3-030-08277-2_8  

West, D.M., 2018. ‘The future of work: Robots, AI, and automation’. Brook-

ings Institution Press, Washington. http://www.insidepolitics.org/Preface.pdf 

(access 01 March 2024) 

Wu, H., Cao, Q., Mao, J-M., and Hu, H-L. (2022). ‘The effect of information 

overload and perceived risk on tourists’ intention to travel in the post-COVID-

19 pandemic’. Frontiers in Psychology, 13, 1-13. 

https://doi.org/10.3389/fpsyg.2022.1000541   

Wu, W., Wang, H., Lu, L., Ma, G., and Gao, X. (2023). ‘How firms cope with 

social crisis: The mediating role of digital transformation as a strategic re-

sponse to the COVID-19 pandemic’. PLoS ONE, 18(4), 1-32. 

https://doi.org/10.1371/journal.pone.0282854  

Wynn, M., and Jones, P. (2022). ‘IT strategy in the hotel industry in the 

digital era’. Sustainability, 14(17), 1-14. https://doi.org/10.3390/su141710705  

Youssofi, A., Jeannot, F., Jongmans, E., and Dampérat, M. (2024). ‘De-

signing the digitalized guest experience: A comprehensive framework and re-

search agenda’. Psychology & Marketing, 41(3), 512-531. 

https://doi.org/10.1002/mar.21929  

http://www.ijarbm.org/
https://doi.org/10.47413/vidya.v2i2.206
http://dx.doi.org/10.14257/ijast.2018.113.11
https://doi.org/10.1177/1938965520923961
https://doi.org/10.1007/s12525-021-00464-5
https://doi:10.1016/j.jbusres.2019.09.022
https://doi.org/10.1016/j.eti.2022.102797
https://www.hotelnewsresource.com/article125796.html
https://doi.org/10.1007/s11633-018-1127-x
https://doi.org/10.1007/978-3-030-08277-2_8
http://www.insidepolitics.org/Preface.pdf
https://doi.org/10.3389/fpsyg.2022.1000541
https://doi.org/10.1371/journal.pone.0282854
https://doi.org/10.3390/su141710705
https://doi.org/10.1002/mar.21929


 

IJARBM – International Journal of Applied Research in Business and Management 
Vol. 06 / Issue 01, January 2025 

ISSN: 2700-8983 | an Open Access Journal by Wohllebe & Ross Publishing 

This paper is available online 
at 

www.ijarbm.org   

Zhu, F., and Zhang, X.M. (2010). ‘Impact of online consumer reviews on 

sales: The moderating role of product and consumer characteristics’. Journal 

of Marketing, 74(2), 133-148. https://doi.org/10.1509/jm.74.2.133  

Zhu, J., Wang, Y., and Cheng, W. 2021. ‘Digital transformation in the hos-

pitality industry’. https://www.bu.edu/bhr/files/2021/10/BHR_Zhu-et-

al_DigitalTransformation_OCT.21.docx.pdf (accessed 01 April 2024).  

http://www.ijarbm.org/
https://doi.org/10.1509/jm.74.2.133
https://www.bu.edu/bhr/files/2021/10/BHR_Zhu-et-al_DigitalTransformation_OCT.21.docx.pdf
https://www.bu.edu/bhr/files/2021/10/BHR_Zhu-et-al_DigitalTransformation_OCT.21.docx.pdf

