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ABSTRACT 

 

The tourism and hospitality industry has been profoundly impacted by the COVID-19 pandemic, necessitating a 

systematic review to comprehend the strategic recovery approaches suggested and employed across the industry. 

The review will examine existing literature to identify key challenges, trends, threats, and opportunities following 

the pandemic. The comprehensive analysis revealed that the recovery strategies require substantial shifts in customer 

satisfaction levels, adoption of sustainable practices, technological advancements, and heightened health-related 

considerations. 

 

1.  INTRODUCTION 
 

The tourism and hospitality industry encompasses various fields within the service sector, covering lodging, food 

and beverage service, event planning, theme parks, and travel. It includes establishments such as hotels, travel 

agencies, restaurants, and bars. Although the hospitality industry does not have a universally accepted start date, its 

history spans thousands of years and regions. For instance, in ancient Greece, "xenia" - also known as the sacred 

rule of hospitality - emphasized the generosity and courtesy shown to those far from home or host guests (Cvent, 

2020). While the modern interpretation of hospitality may differ from that of thousands of years ago, the central 

theme remains: providing quality service to guests.  

The tourism and hospitality industry, a vital part of the global economy, has undergone significant changes due to 

the challenges posed by the COVID-19 pandemic. Before the pandemic, the sector experienced notable 

technological advancements, financial performance, and customer experiences (Chen and Wu, 2022). However, with 

the onset of the pandemic in early 2020, travel came to a sudden halt, resulting in a sharp decline in the restaurant 

and hotel subsectors due to health and safety concerns. This led to widespread disruption and uncertainty. The 

systematic literature review aims to examine the post-COVID-19 landscape of the tourism and hospitality industry. 

It will delve into strategic changes, consumer attitudes, financial impact, travel trends, and overall industry dynamics 

during the crisis. The authors will analyze various scholarly articles to underscore the industry's resilience, 

sustainability, customer satisfaction, technological advancements, and strategies for reinvigorating normal 

operations, recuperating losses, and ensuring sustainable growth in the post-pandemic era. Understanding the 

evolving landscape and seizing new opportunities in the tourism and hospitality industry is crucial for stakeholders. 

This study will offer a roadmap for future strategies for all industry stakeholders. 

 

The structure of the paper is as follows: The first section outlines the methodology used for the methodological 

review and the analysis of the paper selection process (methodology section). The subsequent section presents the 

findings of the review, emphasizing the main issues and providing a descriptive analysis of papers related to the 

tourism and hospitality industry (findings section). The third section discusses the integration of aspects identified in 

the study and offers suggestions for potential implementations, limitations, possible criticisms, and 

recommendations for future research (conclusion section). 

 

2.  METHODOLOGY 

 

A systematic literature review was conducted in accordance with other authors' work (Moher et al., 2009). A 

comprehensive systematic study was reviewed and developed using credible secondary sources, including recent 

work in the field, such as articles, book chapters, and conference proceedings.  

 

The well-known PRISMA Checklist was followed, and the most essential guidelines adhered to produce a seven-

step analysis (Zahana & Bonadonna, 2020; Moher et al., 2009). Noteworthy authors and their significant 
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contributions to the field in the past five years, such as Chi et al. (2020) and Gössling et al. (2021), whose findings 

have significantly impacted the field, have been incorporated to add relevance to the overall project. 

 

First, the research paper's topic was defined by examining existing literature in the field. A systematic search 

procedure was developed using credible databases and publications, primarily from Scopus, Web of Science, Google 

Scholar, prestigious universities, and trade presses. The databases were explicitly chosen for their comprehensive 

indexing of tourism and hospitality-related journals and scholarly recovery and crisis management studies. The 

search process involved using keywords such as "tourism recovery," "hospitality industry recovery," "COVID-19 

impact," and "pandemic economic resilience‖ in search engines and applying filters to consider citation indexes and 

publication dates, ensuring that the literature reviewed was up-to-date. The search produced numerous results, then 

narrowed to 110 articles. After a thorough review, irrelevant and duplicate articles were discarded, resulting in 70 of 

the most relevant articles.  

 

Once the papers were selected, the authors undertook an in-depth review process. This involved closely analyzing 

the papers to gather essential data and insights from various secondary sources. The study mainly focused on 

integrating and synthesizing the material through analysis. Subsequently, the authors drafted and wrote various parts 

of the project. Table 1 delineates the various steps in the process. 

 

Table 1: Synthesis of the seven-step review 

 

Steps  Activities 

One Begin by defining the research topic and assessing the existing relevant literature in the area 

Two  Select relevant secondary material by identifying and using selective online resources such as 

databases 

Three  Devising a strategy to conduct filtered searches to narrow down secondary source materials 

Four  Formulating a strict selection criterion to analyze selected papers 

Five  Analysis of the collected data and integrating it with the various sources  

Six  Synthesis of the systematic review and drafting 

Seven Integrating the various parts of the study and producing the final write-up  

 

3.  RESULTS AND DISCUSSION 

3.1. Descriptive analysis of the selected papers 

 

The systematic review has yielded critical findings on the subject of hotel business, hotel management, hospitality 

management, tourism, and hotels. A total of 70 relevant articles were identified based on the established parameters. 

Each chosen article is accompanied by essential information such as the author's names, titles, year of publication, 

the language used, and a unique identifying number (code). This data is a reference point for further analysis and 

correlation with subsequent findings. Further details have been provided in Appendix- 1.   

 

The hospitality and tourism industry has garnered increased attention in recent years due to the impacts of COVID-

19. Out of 70 articles, 51 were published between 2020 and 2024, focusing on the industry's crisis and recovery 

from the pandemic. 

 

The geographic breakdown (Table 2) of the studies provides valuable insights. 40 out of 70 research articles were 

conducted in Asia, with the highest 10 in China, primarily focusing on strategic approaches, the effects of COVID-

19 on the hospitality industry, and the post-pandemic recovery strategies. Additionally, 17 out of 70 studies were 

carried out in Europe, while 7 out of 70 articles shed light on the USA.  
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Table 2: Geographic area of the study of articles 

 

Continent 

Nation   Code No 

No. of 

Articles 

Asia Bangladesh   (11) 7 

 

Pabna (1) 

 

Dhaka  (13) 

 

Rajshahi (14) 

 

Chittagong (16)  

 Cox‘s Bazar                        (57) 

  Rajshahi (24) 

China   (31) (46) (63) 10 

 

Taiwan (17)  

 

Hong Kong (18) (29) 

 Xinjiang (60) 

 Heilongjiang (65) 

 

Dengfeng and 

Kaifeng (66) 

  Kowloon (43) 

Myanmar     1 

  Inle Lake (8) 

Pakistan     2 

  Islamabad (42) (49) 

India   (62) (68) 5 

 

Mumbai  (45) 

 Kerala (56) 

  Ludhiana (6) 

Indonesia   (26) 5 

 

Yogyakarta (10) (54) 

 Bali (64) 

  South Jakarta (32) 

Iraq   (12) 1 

Iran  (61) 1 

Israel     1 

  Zemach  (28) 

Philippines   (37) 1 

Saudi Arabia   (41) 2 

  Jeddah (34) 

Thailand   (20) 1 

Uzbekistan     1 

 

  Bukhara (23) 
 

Vietnam   (35) (59) 2 

North America USA    (67) 7 

 

New York (15) (22) 

 

Texas (25) 

 

Florida (44) 

 Hawaiian (51) 

  California (47) 

Australia and Oceania Australia     1 
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Continent 

Nation   Code No 

No. of 

Articles 

  Victoria (3) 

New Zealand     (58) 1 

Europe UK   (48) 4 

 

Guildford (19) 

 

Manchester (36) 

  Cheltenham (50) 

Greece   (4) (38) 2 

Italy   (40) 1 

Poland   (30) 1 

Spain   (33) 3 

 

Valencia (2) 

  Madrid (5) 

Sweden   (39) 1 

Croatia   (52) 1 

Switzerland   (7) 2 

  Geneva (9) 

Ukraine   (27) 1 

North Asia and Eastern 

Europe 
Russia     1 

  Ekaterinburg (21) 

Other  

   

(53) (55) (69) 

(70) 

4 

 

All 70 articles have shown several focus areas. Different aspects have been studied in the articles taken from several 

journals. The categories of involved journals are, ―Strategic Management,‖ Crisis Management,‖ ―Social Science,‖ 

Environmental Science‖ and ―Modern Science.‖ The sources and categories pertaining to the articles have been 

furnished in Appendix- 2.  

 

181 writers in all contributed to the chosen articles. The average number of authors per manuscript ranges from 4 to 

5. In 24 papers, there is one author, which is the most common number. Results are shown in Table 3.  

 

Table 3: Number of authors per article 

 

No. of 

Authors 

Code no. 

10 (12) 

8 (46) 

6 (27) 

5 (5) (42) (54) (55) (66) 

4 (2) (4) (14) (17) (18) (21) (24) (25) (49) (61) 

3 (7) (15) (19) (29) (33) (35) (38) (39) (44) (47) (48) (70) 

2 (3) (8) (10) (11) (13) (20) (31) (37) (41) (43) (45) (50) (51) (52) (59) (68) 

1 (1) (6) (9) (16) (22) (23) (26) (28) (30) (32) (34) (36) (40) (53) (56) (57) (58) (60) (62) (63) 

(64) (65) (67) (69) 
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Two authors out of a total of 181 have participated in two research articles. The University of Gloucestershire is the 

only European institution where two articles have been studied by two authors from the same university. The Table 

provides additional information. 

 

3.2 Assessment of contents of the reviewed articles and related classification 

 

Articles were described according to their significant details, such as published year, location of the study, 

publications, study categories, number of authors per article, and classification process. The literature review was 

organized into five research areas based on this methodology: Hospitality Industry, Covid-19 Pandemic Crisis, 

Impacts, and Recovery; Hospitality Industry, Strategies, Structures, management, and Globalization; Hospitality 

Industry and Sustainability Factors; Hospitality Industry and Customer Satisfaction Variables; And Hospitality 

Industry and Information Technology (Table 4). 

 

Table 4: Literature classification based on content assessment 

 

Topics Code no. No. of 

Articles 

Hospitality Industry, Covid-19 Pandemic Crisis, 

Impacts and Recovery 

(1) (4) (5) (10) (13) (21) (31) (33) (35) (38) 

(39) (41) (43) (49) (50) (53) (54) (57) (59) (61) 

(62) (64) (67) (70) 

24 

Hospitality Industry, Strategies, Structures, 

management and Globalization 

(2) (6) (9) (10) (14) (15) (16) (18) (20) (23) 

(25) (26) (27) (28) (29) (30) (32) (34) (36) (45) 

(65) (66) 

22 

Hospitality Industry and Sustainability Factors (2) (8) (17) (18) (21) (22) (25) (37) (40) (48) 

(50) (51) (55) (56) (60) (68) (69) 

17 

Hospitality Industry and Customer Satisfaction 

Variables 

(3) (7) (11) (12) (28) (42) (43) (44) (52) (58) 10 

Hospitality Industry and Information Technology (19) (24) (27) (3) (45) (46) (47) (63) 8 

 

The following discussion will thoroughly analyze a specific set of research articles, shedding light on the 

classifications of the studies and delving into their respective findings. This in-depth exploration will 

comprehensively understand each characteristic addressed in the research articles. Through this comprehensive 

analysis, a succinct conclusion can be drawn from the collective findings of the studies. 

 

3.3 The impact of the Covid-19 Pandemic on the Tourism and Hospitality Industry  

 

The COVID-19 pandemic had a catastrophic impact on the tourism industry, especially in countries like Bangladesh, 

India, Maldives, Thailand, and Sri Lanka, whose economies heavily rely on tourism and the hospitality sector 

(Bagchi, 2022; Sufi, 2008; Darojat & Abdurahim; Parveen, 2013). The pandemic has significantly led to economic 

downturns. For instance, companies in the industry have faced sudden cash shortages and decreased revenue, 

particularly in sectors such as airlines and retail (Sraboni et al., 2022). The impact of the pandemic varies for 

different segments, with areas with a lower business-to-leisure traveler ratio expected to experience long-lasting 

adverse effects (Maiti, 2022). A study conducted by Xia in 2023 revealed that The World Travel and Tourism 

Council (WTTC) forecasted an overwhelming loss of USD 2.1 trillion in global tourism revenue (Xia, 2023).  

 

The pandemic also negatively affected employment opportunities (Bagchi, 2021; Hidlago et al., 2021), making 

expenditures skyrocketing and people losing jobs (Mia & Hasan, 2021). The Xia (2023) study supported the 

findings as mentioned earlier. The study revealed that the WTTC projected the endangerment of 75 million jobs due 

to the pandemic (Xia, 2023). Sadly, COVID-19 has also had a psychological effect on the employee's mental health 
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and higher turnover intention during the current pandemic (Khawaja et al., 2022). Despite some negative issues, 

COVID-19 impacted positively as the pollution decreased during the lockdowns (Bagchi, 2021). 

 

3.4 Post-Pandemic Recovery of the Tourism and Hospitality Industry  
 

After the pandemic, organizations have made it a priority to focus on implementing effective recovery management 

strategies in order to help the hotel industry respond to this unprecedented crisis. These strategies include managing 

customers‘ customer satisfaction and health security, executing sustainable practices, and adopting advanced tourism 

management technologies. It is also essential to recognize the new needs of tourists in the post-pandemic world, 

develop an information system to meet the requirements of new everyday situations and raise awareness among 

tourism stakeholders.  

 

3.5 Sustainability and Recovery  

 

The tourism and hospitality industry is considered one of the fundamental pillars of economic development (Baum, 

2013; Parveen, 2013; Talawanich, S., & Wattanacharoensil, 2020). Experts have highlighted the importance of 

sustainability as an integral part of the recovery strategy (Wu et al., 2023; Widjaja et al., 2023; Molina et al., 2022). 

Past Studies (Molina et al., 2022; Madera et al., 2017; Jones et al., 2016) demonstrate that the sustainability of the 

hospitality industry can be facilitated more intensely by political, social, environmental, economic, and natural 

calamities-related issues around the world. The hospitality industry is unpredictable and may decrease in several 

situations, such as the COVID-19 crisis. The appropriate strategic approaches to overcome corporate, social, and 

disaster-related challenges are the ways to make this business sustainable for the future (Ovchinnikova et al., 2021; 

Tsai et al., 2017; Jones & Comfort, 2020). Studies conducted by Eva in 2024 and Singh in 2023 emphasized the 

importance of integrating social and environmental considerations into business practices to promote sustainable 

tourism (Eva, 2024; Singh, 2023). In the same vein, another study conducted in Croatia stressed sustainable 

developments and green projects as part of the tourism sector recovery strategy, integrating the national resilience 

plan into sustainability (Gržinić and Šergo, 2023). This alignment is underpinned by another study (Rimbano, 2023), 

which advocates a sustainable framework as part of the recovery strategy in the tourism sector. Sustainability has 

also been highlighted as the foundational element of resilience in the tourism sector in Indonesia in a study 

conducted by Nasution et al. in 2023. The study also advocated a multi-stakeholder participatory system for the 

recovery of rural tourism (Nasution et al., 2023). Sustainable food management is pivotal for recovery. A proposal 

has been put forward for a comprehensive framework to guide decision-making on sustainable food management in 

hotels, considering various aspects of the food supply chain (Molina et al., 2022; Sufi, 2008). Furthermore, studies 

have demonstrated that potential recovery lies in sustainable, environmentally friendly designs and technological 

developments, which will propel hospitality management programs toward more terrific refinement in the future 

(Buijtendijk & Tschunkert, 2016; Aladaget al. 2020; Grasparil & Bastida, 2022; Carlo, 2021). 

 

3.6 Customer Satisfaction and Recovery  

 

Effective customer service is crucial for rebuilding consumer confidence in the tourism and hospitality industry 

following the pandemic. The literature emphasizes the need for tourism and hospitality businesses to adapt customer 

service strategies in response to changing post-pandemic consumer expectations. Crisis management strategies, such 

as offering additional accommodation options, can significantly influence tourism success in the recovery phase 

(Rahman, et al., 2023). Noor (2023) highlights factors contributing to customer satisfaction in the hotel industry, 

such as financial stability and lifestyle preferences (Noor, 2023). On the other hand, Tormysheva's (2023) review 

emphasizes the importance of identifying factors influencing customer activity and the need for effective 

management practices to attract tourists back to the industry. 

 

Recent studies have focused on the impact of customer service on travel intentions and behaviors. These studies 

emphasize the importance of understanding the factors that influence travel intentions for the recovery of the 

tourism sector. Improved customer service can significantly influence travelers' decision-making processes in the 

post-pandemic context (My and Tùng, 2023). Additionally, research indicates that assessing satisfaction with 

tourism public services can drive improvements and innovations in service delivery, leading to sustainable growth in 

the industry (Wu, 2024). 
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The expansion of the tourism industry is driven by the ability to introduce new products and experiences (Nasution 

& Mavondo, 2008). Each vacation destination across the globe offers multiple accommodation options. However, 

customers usually opt for a single place for their vacations. Unhappy customers tend to seek a different hotel for 

their next vacation in order to have a different experience, while satisfied customers will come back, leading to 

customer loyalty (Mazumder & Hasan, 2014; Ali et al., 2021; Pizamet, et al., 2016). A Study conducted by  

(Nasution & Mavondo, 2008) shows that customers increasingly demand superior customer value at ever-decreasing 

prices due to high competition among hoteliers and the availability of alternatives. Customers strive to fulfill a set of 

needs and desires, partly related to the primary service and partly to additional attributes (Mazumder & Hasan, 2014; 

Pizamet et al., 2016). For instance, the primary purpose might be a hotel stay, while the additional attributes may 

include accessibility, convenience, timing flexibility, and interaction with service providers and other customers. 

When customers are presented with the actual offering of these various variables, they form impressions, which are 

immediately compared to their expectations, and their level of satisfaction is determined by their perceived service 

quality (Nasution & Mavondo, 2008; Gelbman, 2021). 

 

3.7 Technology and Recovery  

 

Integrating technology and digitalization is paramount for the recovery of the tourism sector and is extensively 

discussed in the literature. Over the past decade, information technology has significantly impacted the global 

hospitality and tourism industries (Xu et al., 2020). Technology has played a pivotal role in reducing costs (Xu et al., 

2020; Norman et al., 2014; Dyshkantiuk et al., 2020), enhancing operational efficiency (Xu et al., 2020; Bharwani 

and Mathews, 2021; Norman et al., 2014; Dyshkantiuk et al., 2020), and improving services and customer 

satisfaction (Sardar et al., 2021; Hao and Chon, 2022; Bharwani and Mathews, 2021; Lin et al., 2020). 

Implementing advanced reservation systems, guest services, and communication technologies mutually benefits 

customers and companies (Sardar et al., 2021; Hao and Chon, 2022). The industry embraces modernization by 

deploying service robots, contactless services, and leveraging social media (Bharwani and Mathews, 2021; 

Dyshkantiuket al., 2020). While the recent COVID-19 pandemic has disrupted the industry, modern technology can 

aid management in better preparing for future challenges. Research indicates that technology and the hospitality 

industry are now interdependent so that the industry can operate as a modern entity (Xu et al., 2020). Studies also 

demonstrate the importance of leveraging big data and artificial intelligence in the recovery strategy. For instance, 

very recent studies by Liu in 2024 and Zhang et al. in 2023 highlighted that organizations should adopt innovative 

tourism practices that can process big data and employ artificial intelligence to improve customers‘ experience and 

suppress the environmental impact (Widjaja et al., 2023; Zhang et al., 2023).  In addition, examining the tourism 

market structure in small cities reveals that using technology-driven data analytics can effectively optimize the 

supply of tourism products and adapt to evolving consumer demands in the post-pandemic era (Wu et al., 2023). 

Technological advancements will improve sustainability levels and contribute to environmental stability by reducing 

waste. Furthermore, it will enhance recovery prospects through marketing and operational strategies. A study 

conducted in Bali, Indonesia, by Adnyani (2024) underscores the importance of technology transfer in cultural 

tourism, suggesting that digital platforms can be used to promote tourism-related items and improve operational 

efficiency (Adnyani, 2024). The transition from traditional to digital marketing is highlighted in the studies by Yang 

(2024) and Adekuajo (2023), emphasizing the significance of aligning digital platforms to leverage local tourism 

features for recovery. These studies illustrate how digital tools can enhance companies' visibility and consumer 

engagement (Yang, 2024; Adekuajo, 2023).  

 

4.  CONCLUSION, LIMITATIONS, AND FUTURE RESEARCH DIRECTIONS 

 

The review delves into the hospitality industry's journey through the Covid-19 pandemic and its subsequent 

recovery. It examines the industry's sustainability factors, customer satisfaction, and information technologies as part 

of the recovery strategies.  

 

Understanding customers is crucial as they heavily influence business profitability, and the industry should be 

prepared for unforeseen threats. Exceptional HRM is necessary to modernize operations and fully satisfy customers.  

The industry's growing emphasis is on developing and implementing sustainable practices that encourage resilience 

and stability. It has become increasingly imperative for organizations to strategically embed sustainability into their 

recovery plans. This involves not only addressing environmental factors but also fostering responsible tourism 
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practices. By doing so, organizations can contribute to the long-term health of the industry and the environment 

while meeting the changing demands and expectations of consumers.  

 

In the context of the tourism sector's recovery, embracing technological advancement and digital transformation has 

become a vital strategic goal. The demand for digital platforms for activities such as booking, virtual experiences, 

and contactless transactions is steadily increasing. This shift towards digitalization fundamentally reshapes how 

businesses operate and interact with their customers, underscoring the importance of providing services even in the 

face of physical limitations. 

 

The authors of this systematic review encountered several limitations. The collected data had constraints, as some 

key searches were limited to papers with specific titles. Furthermore, there were gaps of several years between 

certain papers, potentially resulting in the inclusion of different strategies and ideas. The studies under review varied 

in quality due to differences in research structure, data robustness, and methodology, impacting the generalizability 

of the findings related to recovery strategies. Another limitation highlighted is geographical variability. For instance, 

the effectiveness of recovery strategies may not be consistent across different regions due to variations in healthcare 

systems, legislation, and overall market conditions. Additionally, some of the recovery methods examined in this 

study may be more applicable to specific sub-sectors within the industry (e.g., urban vs. rural destinations, luxury vs. 

budget travel, etc.) rather than the industry as a whole, thereby limiting the broader applicability of the study. 

 

This systematic review found that most papers focused on sustainable practices, customer satisfaction, and 

technological development as part of the recovery strategies. The future studies may examine other factors as well, 

i.e., health and safety protocol, flexible and inclusive policies, psychological and social impact, government 

collaboration, etc.  
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