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Abstract: 

The hospitality sector is a major contributor to the economy across the globe and the speed of 

technological innovations in this sector displays no signs of slowing down. South Africa’s hotel sector is 

well-positioned to grow in an increasing digital terrain. However, despite significant investments in 

information technology (IT) innovations and supporting business processes, many hotels and resorts 

find it difficult to conduct a comprehensive assessment of how their investments in IT innovations as 

well as business processes affect both their employees and guest experiences. This creates a significant 

gap in understanding the combined effects of current IT innovations and business processes on these 

hotel stakeholders’ experiences. Although numerous reviews have examined IT innovations’ role in 

South African hotels and internationally, there is still a lack of systematic understanding of how IT 

innovations and supporting business processes simultaneously enhance the experiences of hoteliers 

and guests, particularly in South Africa (SA). Previous studies have placed a strong emphasis on either 

one of these two stakeholder groups, which limits the ability to obtain a comprehensive overview of the 

effects of current IT innovations and business processes in the hotel sector. This paper aims to provide 

a structured protocol for a systematic scoping review that examines the effects of IT innovations and 

supporting business processes on stakeholder experiences within the hotel industry, with a specific 

focus on SA. Relevant studies will be identified from Scopus, Web of Science, ScienceDirect, 

EBSCOhost, and Google Scholar databases. Eligible studies will include review articles published 

between 2015 – 2025. Drawing on the theoretical lenses of the Technology-Organisation-Environment 

(TOE) framework and Service-Dominant Logic (SDL), the findings will be analysed using quantitative 

summaries and qualitative thematic analysis. The results will be presented narratively and visually to 

illustrate trends, gaps, and implications. The review will integrate existing literature on the effects of IT 

innovations and business processes on hoteliers and guests’ experiences at selected hotels in SA and 

identify current technologies, opportunities, barriers, challenges, and gaps in current knowledge. The 
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findings are expected to inform policymakers, researchers, and programme implementers in designing 

and enhancing context-specific technologies and supporting business processes in the hotel sector in 

SA. The output of the scoping review is intended to be presented at relevant conferences and published 

in a peer-reviewed journal. The originality of the review is on its exclusive focus on business processes 

and latest IT innovations’ effects on both hoteliers and guests’ experiences in South African hotels. 
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Introduction 

The hospitality industry is a significant contributor to the global economy, and many of its trade 

organisations highlight its potential role in supporting the successful accomplishment of the United 

Nations’ Sustainable Development Goals (SDGs) eight and ten, which focus on economic growth and 

job creation (Shereni & Rogerson, 2023; Ma et al., 2024; Ahmad et al., 2026). In addition to its 

contribution to the South African (SA) economy, the hotel sector, as a subsector within the hospitality 

industry, is increasingly aligning its operations with the SDGs, particularly focusing on environmental 

sustainability, economic growth, and social responsibility (Ramawela, 2017 and Ferrero- Ferrero et al., 

2024).  

Equally, the hotel sector in South Africa endeavours to improve employee and guest experiences as one 

of the strategies to achieve a competitive advantage and this is mainly accomplished through successful 

adoption and use of IT innovations (Bharwani & Mathews, 2021). This is corroborated by Choudhary 

(2024) who points out that, as emerging technologies continue to evolve, hoteliers are likely to adopt 

the latest technological innovations to enhance staff and guest experiences, ensure continuous 

improvement and innovation, improve efficiency and cost management, and enhance data utilisation. In 

addition, Das (2023) highlights that IT innovations are transforming the hospitality sector, improving 

employee and customer experiences, enhancing operational efficiency, redefining service standards, 

and sustainability. Wilson (2025) notes the importance of utilising current and upgraded technologies to 

improve both employees and guests’ experiences and increase stakeholder satisfaction, particularly in 

the hotel sector.  

Technological innovations within the sector include, but not limited to, self-service kiosks, Wi-Fi and 

high-speed internet access, Smart TVs with streaming apps, smart room controls, digital interfaces, 

mobile check-in/out, guest messaging platforms, digital room keys / mobile keys, mobile apps, 

virtual/augmented reality, artificial intelligence (AI), and virtual assistants (Noakhali & Islam, 2024; 

Dlamini & Botha, 2024). These technologies have changed how hotels and resorts operate, engage with 

visitors, and provide services. However, Pack et al. (2023) report that emerging technologies and digital 

transformation in the hospitality industry are some of the key topics that still need further discussion. 

The effects of these IT innovations on hotel employees and guest experiences constitute a major factor 

in determining revenue, loyalty, and competitive advantage in the hotel sector.  

Furthermore, this study suggests that technological innovations in the hospitality industry do not operate 

in isolation. Their value emerges when hotel business processes and structures are aligned with the 

capabilities of these IT innovations.  
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Krstic et al. (2015) describe a hotel business process as an integrated, adaptively coordinated, and 

measurable sequence of activities or logically interrelated tasks that employ one or more inputs and 

generate outputs, while adding value for hotel guests. This is corroborated by Irakoze (2015) and 

Özdemir et al. (2019) who define a business process as a logically sequential set of activities designed 

to generate a product or service. The management of business processes in the hospitality industry has 

been singled out as one of the key functional areas that requires special attention for operational 

efficiency (Oliinyk et al., 2022). According to Sebova et al. (2025), there is an increasing body of research 

that calls for a sharper focus on the application of Business Process Management (BPM) within the 

hospitality industry. Business process management (BPM) is regarded as a mediator between employee 

job satisfaction and customer satisfaction in the hospitality industry (Ho, 2013). Drawing on principles 

from Business Process Management in the hotel sector, hotel business processes are classified into 

four interconnected domains namely operational processes, service delivery processes, customer 

engagement processes, and back-office processes.  

The operational processes focus on primary operations that ensure the daily functioning of the hotel 

(Moussa et al., 2024), and these include processes such as the hotel reservation management process 

(often supported by the hotel reservation management system) and the hotel property management 

process (often supported by the hotel property management system and other automation tools). The 

service delivery processes comprise the interactions and activities through which services are provided 

directly to guests (Park et al., 2022). These include processes such as the check-in and check-out 

process, the concierge service process, the food and beverage service process, and the in-room service 

delivery process. The customer engagement processes involve activities aimed at attracting, interacting 

with, and retaining guests across all stages of service delivery (Nangpiire et al., 2022). These processes 

include online booking interactions, marketing communications, loyalty programmes, feedback 

collection, and post-stay engagements. The back-office processes refer to internal administrative and 

support functions that facilitate the efficient functioning of the hotel but are not readily visible to guests 

(Grefe, 2020). These include processes such as the hotel human resource management process, the 

hotel procurement management process, the hotel financial management process, and the hotel payroll 

process.  

The above categorisation of business processes in the hotel sector offers a well-defined structure for 

determining how activities are arranged within hotels and how they are supported by technological 

innovations (Krstic et al., 2015). These business processes need to be well designed, coordinated, and 

aligned with IT innovations to ensure a competitive edge and good performance within a business 

organisation (Suša Vugec et al., 2020). Consistent business process modelling, re-engineering, and 

improvement are crucial for hotels to maintain their competitive advantage (Chalupa & Petricek, 2020; 

Mitreva & Kicara, 2024). Well-designed and streamlined hotel business processes enable and/or 
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enhance the integration of IT innovations, improve operational efficiency, strengthen auditability, internal 

controls, and regulatory compliance, and enhance hoteliers’ and guests’ adoption and use of technology. 

However, given the recommendations from previous research to improve stakeholder experiences and 

increase customer satisfaction in the South African hotel industry (Mhlanga & Tichaawa, 2016) and 

despite significant investments in IT innovations, many hotels and resorts are finding it difficult to conduct 

a comprehensive assessment of how their investments in IT innovations and supporting business 

processes affect both their employees and guest experiences as key stakeholders (Das, 2023). This 

leaves a significant gap in understanding the combined effects of current IT innovations and supporting 

business processes on hotel stakeholder experiences. 

Moreover, although numerous reviews have examined IT innovations’ role in SA hotels and abroad, 

there remains a lack of systematic understanding of how IT innovations and business processes 

simultaneously enhance hoteliers’ and guests’ experiences, and what challenges and limitations are 

associated with technology use, employing the same analytical framework, particularly in South Africa. 

Previous studies placed a strong emphasis on either one of two stakeholders, which limit the ability to 

obtain a comprehensive overview of the effects of current IT innovations in the hotel sector. 

In South Africa, inequalities in infrastructure and technology use across hotels and resorts further 

undermine this situation. Equally, previous reviews on technology use in the hotel sector have largely 

focused on marketing outcomes and business efficiency, neglecting their experiential dimensions. A 

systematic integration of existing knowledge is needed to understand how IT innovations and hotel 

business processes shape the dual experiences of employees and guests, and how these insights can 

guide hotel management towards a more sustainable and people-centered innovation.  

Therefore, this paper provides a structured protocol for a systematic scoping review that will examine 

the effects of IT innovations and supporting business processes on stakeholder experiences within the 

hotel industry, with a specific focus on South Africa. According to Peters et al (2015), an a priori scoping 

review protocol must be developed before conducting the review itself. The scoping review protocol 

establishes the objectives and methods of the scoping review and describes the planned procedures. 

Arksey and O’Malley (2005) explain scoping studies as “mapping rapidly the key concepts underpinning 

a research area and the main sources and types of evidence available and can be undertaken as 

standalone projects in their own right, especially where an area is complex or has not been reviewed 

comprehensively before”. Additionally, Daudt et al. (2013) state that scoping studies are increasingly 

used for conducting extensive literature reviews on specific topics. Westphaln et al. (2021) highlight the 

continuous evolution of the scoping review methodology since the inception of the Arksey and O’Malley 

Framework in 2005. They added that, as a method of evidence synthesis, scoping reviews intend to 

describe the breadth of an existent knowledge base and guide subsequent studies, practice, and policy.  
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For this study, the scoping review will map the breath of existing evidence, highlight knowledge gaps, 

and identify barriers and opportunities for integrating technological innovations and business processes 

that improve both staff and guest experiences. Given the guidance followed for conducting systematic 

scoping reviews, as articulated by Peters et al. (2015), the title is concise enough to reflect the POCO - 

‘Population’, ‘Concept’, and ‘Context’ framework, and the contextual background of the scoping review 

is extensive and includes the key components of the topic, important concepts, and the current 

knowledge base in the field of IT innovations and supporting business processes applied in the 

Hospitality industry. 

To achieve the aim of this study, the review will address the following question: What is the current state 

of knowledge regarding the effects of IT innovations and supporting business processes on hoteliers 

and guest experience in South Africa? 

By mapping the extent, nature, and gaps in the literature, the review will endeavour to answer the 

following sub-questions: 

1. What are the current IT innovations and key business processes adopted in hotels in South 

Africa? 

2. How do these IT innovations and business processes affect both employee and guest 

experiences in hotels in South Africa? 

3. What are the knowledge gaps, barriers, and opportunities for future technology-driven 

improvements in the hotel sector? 

Conceptual and Theoretical Framework 

Hotel technological innovations act as enablers of process integration and re-engineering for operational 

efficiency (Michael & Onuoha, 2025). In turn, improved hotel business processes influence stakeholder 

experiences, including customers, employees, and partners, through enhanced service quality, 

engagement, and value co-creation (Nangpiire et al., 2022). This research endeavour is guided by an 

integrative framework linking IT innovations, business processes, and stakeholder experiences.  

Therefore, the scoping review will be underpinned by an integrated conceptual and theoretical 

framework that combines the Technology-Organisation-Environment (TOE) framework (Wang et al., 

2016) and Service-Dominant Logic (SDL) applied in the hotel sector (Sondari et al., 2025). The objective 

of combining these theoretical lenses is to explain how IT innovations are adopted within hotels, how 

they reshape business processes, and how these reconfigurations influence stakeholder experiences. 

The framework provides a structured lens through which the interconnections between technology, 

internal hotel processes, and experiential outcomes can be systematically analysed. 
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For this study, the TOE framework is employed to elucidate the adoption and utilisation of IT innovations 

within the hotel sector. It suggests that technological adoption is influenced by three interrelated 

contexts: technological, organisational, and environmental. The technological context refers to the 

availability and characteristics of IT innovations used in the hotel sector, such as, self-service kiosks, wi-

fi and high-speed internet access, smart TVs with streaming apps, smart room controls, digital 

interfaces, mobile check-in/out, guest messaging platforms, digital room keys / mobile keys, mobile 

apps, virtual/augmented reality, artificial intelligence (AI), and virtual assistants (Noakhali & Islam, 2024; 

Dlamini & Botha, 2024). The organisational context includes factors such as hotel size, digital readiness, 

internal capabilities, and managerial support (Nikopoulou et al., 2023). The environmental context 

accounts for external pressures, including regulatory requirements, industry dynamics, and competition 

(Pateli et al., 2020). Together, these dimensions provide a detailed explanation of why and how hotels 

in South Africa adopt specific IT innovations and integrate them into their operations. 

While the TOE framework explains adoption, SDL is employed to examine the outcomes of such 

adoption, especially with a focus on stakeholder experiences (Scarlett et al., 2022). SDL highlights that 

value is co-created through interactions between organisations and their stakeholders, rather than being 

embedded entirely in products or services (Gallarza et al., 2023). The framework highlights how 

improved service processes, enabled by technology, contribute to enhanced experiences such as 

customer and employee satisfaction, personalisation, engagement, and service quality.  

In addition, this framework directly informs the research questions posed in this study. The first research 

question is primarily informed by the TOE framework, focusing on technological adoption and 

organisational processes. The second research question reflects the combination of the TOE framework 

and Service-Dominant Logic and links technological and process changes to experience-related 

outcomes. The third research question draws on both frameworks by considering adoption constraints 

within the TOE dimensions and opportunities for improved value co-creation within the Service-

Dominant Logic perspective. 

Methods and Data 

Rationale for Research Design 

A systematic scoping review will be adopted since it is deemed the most suitable and relevant research 

design for this study seeking to identify and establish what is known about the effects of IT innovations 

and business processes on employees and guest experiences at selected hotels in South Africa. The 

study reflects a broad, evolving area that involves multiple domains such as diverse IT innovations, hotel 

management and service quality. The nature of this topic is exploratory. A scoping review is particularly 

appropriate for such a topic as the evidence base is dispersed and diverse (Pollock et al., 2024). 
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Although exploratory in nature, the scoping review is designed to be systematic since it followed a 

structured and replicable process for searching, selecting, and mapping literature. The PRISMA 

(Preferred Reporting Items for Systematic Reviews and Meta-Analyses) framework is identified as 

commonly used in the process. This ensures methodological thoroughness, rigour, transparency, and 

reliability in consolidating evidence (Zhang et al., 2025). 

Unlike a systematic literature review that focuses on consolidating evidence to provide an answer to a 

specific question, a systematic scoping review prioritises breadth over depth by examining the scope, 

variety, level, and nature of research activity on a topic (Christou et al., 2025). In this review, identifying 

and capturing all relevant studies that address how various IT innovations and hotel business processes 

affect both employee experiences, such as job satisfaction and efficiency, and guest experiences, such 

as loyalty and satisfaction involve prioritising breadth over depth. This breadth is expected to support 

the establishment of a comprehensive understanding of the effects of IT innovations and business 

processes on employee and guest experiences at selected hotels in South Africa. 

The scoping review is intended to help identify areas where evidence is lacking or inconsistent, which 

constitutes knowledge gaps (Khalil & Tricco, 2022). In the context of hotels and resorts in South Africa, 

the review is expected to reveal limited local studies or fragmented evidence on specific IT innovations 

and supporting business processes, which help the researchers to detect shortcomings necessary for 

informing policy initiatives and future empirical studies that are relevant to the hospitality sector in South 

Africa. 

The main question posed in this study involves both technological and experiential dimensions, which 

could be addressed using various study designs such as quantitative surveys, qualitative case studies 

and mixed-methods research (Dawadi et al., 2021). The scoping review was considered suitable and 

appropriate to include and consolidate these various forms of evidence, thus offering a comprehensive 

view of how IT innovations and business processes shape employee and guest experience in the hotel 

sector of South Africa. 

The review will highlight practical implications for hotel managers, policymakers, and technology 

providers by systematically mapping existing findings. It will show which IT innovations and key business 

processes were most effective in improving employee performance, guest satisfaction, and service 

quality to bridge the existing gap in the literature (Chen & Ling, 2025). It is also expected to indicate 

where investment or training might be most beneficial, which is relevant for practice and policy within 

the local hospitality industry (Waqanimaravu & Arasanmi, 2020). The next section discusses the 

framework selection. 
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Scoping Review Framework Selection 

The review will be carried out in accordance with the Arksey and O’Malley (2005) framework, which is 

well known for providing clear guidelines for scoping reviews. According to this framework, there are five 

stages that need to be followed, and these include formulating a general research question or objective 

to maximise retrieval of relevant studies, locating relevant studies, study selection, data extraction, and 

finally collating, summarising, and presenting findings. An additional optional stage is engaging relevant 

stakeholders who can offer perspectives on the research subject and propose further research (Arksey 

& O’Malley, 2005; Bauce et al., 2023). Equally, the Preferred Reporting Items for Systematic Reviews 

and Scoping Reviews (PRISMA-ScR) extension by McGowan et al. (2020) will be followed, since it 

involves a structured and replicable process for searching, selecting, and mapping literature. 

Formulation of the Review Objective  

The objective that will guide the scoping review is: To determine the existing body of knowledge about 

the effects of IT innovations and supporting business processes on hoteliers’ and guests’ experiences 

in selected hotels in South Africa. 

Sub-objectives will include: 

1. To identify the current IT innovations and key hotel business processes used in hotels in 

South Africa. 

2. To explore how these IT innovations and business processes affect both employee and 

guest experiences.  

3. To establish knowledge gaps, barriers, and opportunities for future technology-driven 

improvements in the hotel sector. 

These review objectives are clearly stated in line with the review questions stipulated in the introductory 

section of this paper and are aligned with the title and inform the development of the inclusion criteria 

illustrated in Table 1 below. 

The Process for Identifying Relevant Studies 

The process for selecting relevant studies in the scoping review will follow the same three-stage 

approach as suggested in common systematic reviews (Peters et al., 2024). The search strategy will be 

exhaustive to capture both peer-reviewed and unpublished (grey literature) sources relating to the 

effects of technological innovations and business processes on stakeholders’ experiences in the hotel 

sector. Each stage of the process will be clearly outlined, as indicated below in this component of the 

protocol.  
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The first step involves an initial limited search of selected relevant databases, followed by an analysis 

of text words contained in the title and abstract, as well as the index terms used to describe the articles. 

The second search entails conducting a broader search across all included databases using all identified 

keywords and index terms. The third step involves examining the reference lists of all identified articles 

and reports to locate additional research studies. The reviewers will specify the languages that will be 

deemed eligible for inclusion in the review and define any publication date limitations with a well-founded 

and clear rationale for these decisions. 

The scoping study team will consist of authors who will work closely with librarians to identify relevant 

studies. These librarians are well acquainted with institutional library processes. As Peters et al. (2015) 

indicate that a scoping review requires at least two reviewers, these are selected prior to the 

commencement of the review. Given the research topic, relevant databases are selected and will be 

searched for relevant studies: Google Scholar, Scopus, ScienceDirect, EBSCOhost, and Web of 

Science. Grey literature will be sought from government and tourism and hospitality authority reports, 

industry white papers, and university repositories. 

The search terms to be used in the specified databases are presented in Appendix Table A1 of this 

manuscript. Boolean operators (AND/OR) and truncation will refine results. Only studies published in 

English between 2015 and 2025 will be considered. 

Study Screening and Selection 

All publications identified through the search strategy will undergo a thorough and transparent selection 

process to ensure that only relevant and credible evidence is included (Sizo et al., 2025). The authors 

will eliminate duplicate records and perform an initial screening based on publication titles and abstracts. 

The POCO (‘Population’, ‘Concept’, and ‘Context’) framework will be used to ensure that the review 

captures contextually embedded evidence relevant to the South African hotel sector.  

To minimise bias and enhance objectivity, a co-author will carry out the full-text screening, utilising pre-

defined eligibility criteria. These inclusion criteria will be formulated using the PICOS (Population, 

Intervention, Comparison, Outcomes, and Study design) framework to establish transparency, 

consistency, and replicability (Rahgozar & Mortezaagha, 2026). Given that this review aims to assess 

causality by evaluating the effects of technological innovations and business processes on stakeholder 

experiences in the South African hotel sector, adopting the PICOS framework is appropriate. PICOS is 

widely recommended for defining eligibility parameters in systematic and scoping reviews to improve 

clarity and methodological rigour. Table 1 below provides a list of inclusion criteria: 
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ELEMENT DESCRIPTION 

Population (P) Global studies contextualised to South Africa, focusing on employees and guests 

in hotels and resorts. 

 

Intervention (I) IT innovations and key hotel business processes used in the hotel sector, 

particularly their effects on employee and guest experiences. 

 

Comparison (C) Not applicable (scoping review). However, studies comparing IT innovations with 

traditional legacy systems in the hotel sector will be included. 

 

Outcomes (O) Any reported outcomes, effects, challenges, gaps, or opportunities of IT 

innovations and key business processes to improve employees and guest 

experiences. 

 

Study Design 

(S) 

Peer-reviewed or reputable grey literature, including policy documents, 

regulatory documents, reports from international or smart hotel bodies, and 

conference proceedings describing effects of IT innovations and business 

processes on stakeholder experiences. 

 

Language and 

Period 

Publications in English from January 2015 to 2025. 

Table 1: Inclusion Criteria drawn from PICOS Framework 

All search results will be uploaded into Mendeley for the removal of duplicates. The selection process 

will occur in two phases: 

• Title and abstract screening to exclude irrelevant studies. 

• Full-text screening to confirm eligibility based on the inclusion and exclusion criteria. 

Inclusion Criteria: 
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The inclusion criteria will serve as a reference for the reviewers when determining which sources should 

be included in the scoping review.  The rationale for each inclusion criterion will be clearly and 

extensively explained in the background section. The review will include: 

• Studies conducted in hotels or hospitality contexts. 

• Studies reporting on technological innovations and business processes affecting staff and/or 

guest experiences. 

• Empirical, theoretical, or review papers published in English (2015–2025). 

The eligibility criteria for study selection will also be informed by the adopted conceptual framework. To 

ensure conceptual relevance and coherence, only studies that address at least two of the three core 

constructs of the conceptual framework, namely IT innovations, business processes, and stakeholder 

experiences, will be included. This approach ensures that the review reflects studies that contribute to 

understanding the interconnections between these constructs rather than analysing them in isolation. 

Exclusion Criteria: 

The exclusion criteria will include: 

• Studies outside the hospitality sector. 

• Publications focusing solely on financial or marketing outcomes. 

• Non-English papers or publications prior to 2015. A PRISMA-ScR flow diagram will 

document the screening and selection process. 

In addition, studies with no conceptual relevance and coherence will be excluded. Purely technical 

studies that focus solely on technology without organisational or experiential implications, as well as 

studies that focus only on experiences without reference to technological or process dimensions, will be 

excluded. 

Charting the Data 

The number of studies identified and selected for inclusion in the scoping review will be reported. A 

narrative summary of the search and selection process will be provided accompanied by a flowchart 

displaying each stage of the review process (Gates et al., 2020). The flow chart will clearly outline the 

search results, the omission of duplicate citations, study selection, full-text retrieval, and additions from 

reference list searching and the final summary of included studies. 

Data extraction in a scoping review also referred to as ‘charting the results’, will present a logical and 

descriptive summary of the results that align with the objectives and questions of the review (King, 2022). 

A data charting form or table will be developed using an Excel spreadsheet. The extraction process will 

be iterative, allowing refinement as familiarity with the data increases. A standardised data extraction 

https://doi.org/10.51137/wrp.ijarbm.699
http://www.wr-publishing.org/


International Journal of Applied Research in Business and Management (ISSN: 2700-8983) 

Volume: 07 Issue: 05 Year: 2026 

https://doi.org/10.51137/wrp.ijarbm.699   

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

form will be used to capture the author(s), year, country to describe the study identification; the aim and 

objectives to describe research focus; the study design to describe quantitative, qualitative, or mixed 

methods; the type of technology to describe IT innovations such as e.g., AI, automation, mobile systems; 

key business processes; the hotel context to describe setting, scale, location; the staff experience 

outcomes to describe satisfaction, engagement, or workload; the guest experiences outcomes to 

describe satisfaction, service quality, loyalty, the key findings to describe the summary of results; and 

the research gaps or recommendations to report on limitations or suggestions. 

Appendix A depicts a draft for standardised data extraction table to document features of the included 

studies and the key information relevant to the review question.  If the charting table requires refinement 

during the review process, the reviewers will conduct a preliminary test on a sample of studies to ensure 

that all relevant data are captured. The results of the scoping review will be provided as a ‘map’ of the 

evidence in a logical, diagrammatic, or tabular form, and/or in a descriptive summary that is in alignment 

with the objective/s and scope of the review (Thomas et al., 2023). 

Tables and charts will display results such as distribution of studies by year or period of publication, 

country of origin, area of intervention (policy, educational, etc.), and research methods. Reviewers will 

decide on the format which will most effectively and clearly illustrate the nature of the findings in relation 

to the objective/s and question/s of the review. A concise summary of the results will logically describe 

purpose of the included studies, the concepts or approaches adopted, and the findings relevant to the 

review questions. Each analytical or thematic category will clearly be explained. Extracted results will 

be organised into major conceptual categories depending upon the objective or focus of the review, 

such as intervention type, study population, duration of intervention, aims, methodology, key findings, 

and gaps in the research. 

In addition, the data charting process will be guided by the adopted conceptual framework by defining 

the key variables to be extracted from each included study.  To ensure conceptual relevance and 

coherence, data will be systematically charted according to categories aligned with the framework, 

including types of IT innovations, organisational and environmental factors influencing adoption, 

characteristics of hotel business processes, stakeholder experience outcomes, and reported barriers 

and enablers. This structured approach will ensure consistency and facilitate comparative analysis 

across studies. 

Critical Appraisal of Included Studies 

The Mixed Methods Appraisal Tool (MMAT, 2018 version) is proposed as the specific quality appraisal 

tool that will be used to evaluate the methodological rigour of the selected studies (Hong et al., 2018). 

This tool is particularly suitable because it allows for the evaluation of multiple study designs within a 

single framework, ensuring consistency and comparability. It is designed for systematic reviews that 

https://doi.org/10.51137/wrp.ijarbm.699
http://www.wr-publishing.org/


International Journal of Applied Research in Business and Management (ISSN: 2700-8983) 

Volume: 07 Issue: 05 Year: 2026 

https://doi.org/10.51137/wrp.ijarbm.699   

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

include qualitative, quantitative, and mixed methods studies (Hedima & Okoro, 2023). It is widely used 

in management, information systems, and tourism research and supports transparent and replicable 

scoring. 

Results and Discussion 

Findings will be consolidated using quantitative summaries and qualitative thematic analysis (MacKay 

et al., 2023) and will be organised around the three core domains of the framework namely, IT 

innovations, business process transformation, and stakeholder experiences.  

To provide a comprehensive map of the evidence landscape, quantitative data (e.g., number of studies, 

frequency of themes, regional distribution, types of technological innovations examined) will be 

summarised in tables and figures. Qualitative data will be thematically analysed to identify recurrent 

patterns, opportunities, and gaps across studies. Given the topic of this study, themes may include types 

of technological innovations (such as artificial intelligence, internet of things, and self-service 

technologies), employee-related outcomes (such as job satisfaction, workload changes, and digital 

skills), guest-related outcomes (such as satisfaction, service quality, and personalisation), and enablers 

and barriers (such as infrastructure, cost, and organisational readiness). Extracted data will be coded 

and codes will be grouped into analytical themes. These themes will be compared across contexts and 

study types. 

Results will be presented as a descriptive numerical summary of included studies, a narrative synthesis 

of themes, and a discussion of the implications for research and practice (Cleaver et al., 2021). An in-

depth discussion of the results of the review and any limitations of the sources included in the scoping 

review will be provided in this section. The results presented in the charting stage will be discussed in 

the context of the current literature, practice and policy. A narrative synthesis will integrate the findings 

by explaining how different technologies used in the hotel sector influence employee and guest 

experiences, by comparing findings across contexts, and by identifying consistencies, contradictions, 

and research gaps. 

Conclusion 

The aim of this paper is achieved by providing a structured protocol for a systematic scoping review that 

will examine the effects of IT innovations and supporting business processes on stakeholders’ 

experiences within the hotel industry, with a specific focus on South Africa. According to Peters et al 

(2015), a pre-defined scoping review protocol must be developed prior to undertaking the review itself. 

The scoping review protocol pre-defines the objectives and methods of the scoping review and details 

the proposed plans. Given the increasing complexity and fragmentation of studies around the effects of 

IT innovations and supporting business processes on stakeholders’ experiences within the hotel 
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industry, a systematic scoping review is crucial for the elucidation of key concepts, identification of 

knowledge gaps, and guidance for future research. 

Strengths and Limitations  

This study is the first to systematically discuss the effects of both technological innovations and 

supporting business processes on stakeholders’ experiences in the South African hotel sector. The 

review will integrate the existing knowledge about the effects of IT innovations and business processes 

on hoteliers and guests’ experience in the South African hotel sector, and will identify current 

technologies, opportunities, barriers, challenges, and gaps in current knowledge. Its findings are 

expected to inform policymakers, researchers, and program implementers in designing and enhancing 

context-specific technologies and supporting business processes in South Africa. The originality of this 

review is on its exclusive and simultaneous focus on both hotel business processes and IT innovations’ 

effects on both hoteliers and guests’ experiences in the South African hotel sector. The review will 

provide a structured body of knowledge to guide strategic decision-making and inform subsequent 

studies. Overall, this protocol enhances the reliability and replicability of the systematic scoping review 

process. A limitation of this study is that only articles and grey literature in English will be reviewed. 

Ethics and Dissemination 

All data will be drawn from published and grey literature. Ethics approval is therefore not required. The 

output of this scoping review is intended to be presented at relevant conferences and published in a 

peer-reviewed journal. 
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Appendix A 

Database-specific search terms intended for use are: 

Database Search terms 

Scopus TITLE-ABS-KEY(("technological innovation" OR "digital innovation") 

AND ("business process" OR "process improvement") AND 

("employee experience" OR "customer experience" OR "stakeholder 

experience") AND (hotel OR hospitality) AND ("South Africa")) 

Web of Science TS=(("technological innovation" OR "digital innovation") AND 

("business process" OR "process improvement") AND ("employee 

experience" OR "customer experience" OR "stakeholder experience") 

AND (hotel OR hospitality) AND ("South Africa")) 

ScienceDirect ("technological innovation" OR "digital innovation") AND ("business 

process" OR "process improvement") AND ("employee experience" 

OR "customer experience" OR "stakeholder experience") AND (hotel 

OR hospitality) AND "South Africa" 

EBSCOhost  ("technological innovation" OR "digital innovation") AND ("business 

process" OR "process improvement") AND ("employee experience" 

OR "customer experience" OR "stakeholder experience") AND (hotel 

OR hospitality) AND ("South Africa") 

Google Scholar "technological innovation" OR "digital innovation" "business process" 

OR "process improvement" "employee experience" OR "customer 

experience" OR "stakeholder experience" hotel OR hospitality "South 

Africa" 

Table A1: Search Criteria 
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Appendix B 

Data Item Author(s), 

year, country 

Aim and 

objectives 

Study 

design 

Type of 

technology 

& key 

business 

processes 

(TOE) 

 Hotel 

context 

(TOE) 

Staff 

experience 

outcomes 

(TOE+SDL) 

Guest 

experience 

outcomes(T

OE+SDL) 

Key 

findings 

Research 

gaps or 

recommen-

dations 

Description Study 

identification 

Research 

focus 

Quantitative

, qualitative, 

or mixed 

methods 

e.g., AI, 

automation, 

mobile 

systems, 

hotel 

business 

process 

Setting, 

scale, 

location 

Satisfaction, 

engagement, 

workload 

Satisfaction, 

service 

quality, 

loyalty 

Summary 

of results 

Reported 

limitations 

or 

suggestions 

Table B1: Data extraction table 
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