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ABSTRACT

Service quality, defined as customers’ perceptions of service com-
pared to their expectations, is critical in the hospitality industry
(Vidyanata, 2022). Consistently meeting the diverse expectations of
a broad customer base remains a significant challenge for service
providers (Pomegbe et al.,, 2019). This review examines 25 empiri-
cal studies, summarizing their key findings and approaches to con-
solidate insights into service quality. It highlights fundamental con-
cepts, theories, and practical applications while identifying research
gaps and inconsistencies. Key themes include the impact of service
quality on customer satisfaction, loyalty, reputation, employee sat-
isfaction, organizational success, and competitive advantage. Influ-
encing factors identified include customer satisfaction, organiza-
tional processes, and technology. The study also offers strategies for
improving service quality, providing actionable insights for the hos-
pitality industry.

Keywords: Competitive Advantage, Customer Satisfaction, Hospital-
ity Industry, Organizational Success, Service Quality

Introduction

shaping unparalleled customer experiences.

The hospitality industry, a cornerstone of
the global economy, encompasses a diverse
range of services such as accommodations, din-
ing, and entertainment. Its significance lies in
its ability to foster economic growth, cultural
exchange, and tourism, making it a vital con-
tributor to international business and leisure
activities. Within this dynamic sector, the piv-
otal role of service quality cannot be over-
stated. Service quality not only defines the in-
dustry's success but also serves as essential in

How to cite:

Exceptional service quality is the key driver be-
hind customer satisfaction, loyalty, and the en-
during positive reputation of hospitality estab-
lishments worldwide.

Defining Service Quality

Service quality is a critical concern as it
hinges on an evaluative value formed by both
customer expectations and perceptions. The
conceptualization of service quality is articu-
lated as "the consumer's overall impression of
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the relative inferiority/superiority of the or-
ganization and its services" (Bitner and Hub-
bet, 1994). Parasuraman et al. (1988), as cited
by Musaba, Musaba and Hoabeb (2014), fur-
ther defines perceived service quality as a
"global judgment or attitude relating to the su-
periority of the service." Additionally, service
quality is construed as the variance between
customer expectations and the actual delivered
quality of service (Gefen, 2002).

The perception of service quality is inher-
ently tied to customers' individual expecta-
tions, forming a judgment through the compar-
ison of anticipated service levels with the ser-
vices actually received. As articulated by Lewis
and Boom (1983), service quality serves as a
metric for evaluating how closely the delivered
service aligns with customer expectations.
Achieving quality service implies a consistent
alignment with customer expectations, as high-
lighted by Parasuraman et al. (1985). In es-
sence, perceived service quality can be concep-
tualized as a judicial evaluation derived from
the comparative analysis of consumer expecta-
tions and the perceived value stemming from
the actualized performance of the service, as
expounded by Bahia and Nantel (2000).

Evolution of Service Quality Research

The historical development of service qual-
ity research within the hospitality sector can be
traced through key milestones and influential
studies that have shaped our understanding of
this crucial aspect of the industry. The roots of
service quality research can be linked to the
broader quality management concepts that
emerged during the 1960s and 1970s. Pioneer-
ing works by quality management experts such
as W. Edwards Deming laid the groundwork for
understanding the importance of quality in ser-
vice industries. Further, a seminal moment in
service quality research occurred in the 1980s
with the development of the SERVQUAL model
by Parasuraman, Zeithaml, and Berry. This
model introduced the gap analysis framework,
identifying gaps between customer expecta-
tions and perceptions of service. SERVQUAL
became a benchmark for measuring and im-
proving service quality.

During the 1990s, researchers started ap-
plying service quality concepts, including the

SERVQUAL model, specifically to the hospital-
ity industry. Studies began examining the
unique challenges and dimensions of service
quality in hotels, restaurants, and other hospi-
tality establishments. Moreover, the advent of
technology in the 2000s brought new dimen-
sions to service quality research in the hospi-
tality sector. Studies focused on the impact of
online reviews, social media, and digital plat-
forms on customer perceptions of service qual-
ity. The influence of changing customer expec-
tations became a significant area of explora-
tion. Also, in the 2010s, service quality research
delved deeper into the emotional aspects of
customer experiences in the hospitality indus-
try. The concept of the experience economy
gained prominence, emphasizing the role of
emotions and memorable experiences in shap-
ing perceptions of service quality.

Emerging Trends and Challenges

A comprehensive literature review on ser-
vice quality in the hospitality industry was cru-
cial due to dynamic factors, including evolving
customer expectations and rapid changes in
consumer behavior driven by technological ad-
vancements. Addressing gaps and exploring
emerging trends was essential for advancing
our understanding of service quality in that
sector. The review considered the impact of
technology integration on traditional service
dimensions, examined cultural differences in a
globalized context, and investigated the influ-
ence of sustainability and social responsibility
on perceptions of service quality. Additionally,
the blurring lines between traditional hospital-
ity services and the sharing economy were ex-
plored to understand how integrated service
models affected customer satisfaction. The role
of employee satisfaction in delivering high-
quality service and a critical evaluation of exist-
ing measurement metrics for service quality
were also imperative for creating a holistic un-
derstanding of factors influencing customer ex-
periences.

This literature review consolidated and
synthesized the existing body of literature on
service quality in the hospitality industry,
providing a comprehensive overview of key
concepts, theories, and empirical findings. In
addition, this review identified the gaps,
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inconsistencies, or limitations in current re-
search on service quality within the hospitality
sector, paving the way for future investigations.
Additionally, this examined emerging trends
and shifts in the landscape of service quality,
particularly in response to technological ad-
vancements, changing consumer expectations,
and post-pandemic dynamics.

Further, the review of other studies as-
sessed the methodologies employed in service
quality research within the hospitality indus-
try, identifying strengths and weaknesses to
guide future research design and data collec-
tion strategies. Moreover, this explored how
cultural diversity influences perceptions of ser-
vice quality, investigating the nuances of deliv-
ering exceptional service in a globalized hospi-
tality context. The review investigated also the
relationship between employee satisfaction,
well-being, and service quality, understanding
how positive workplace environments contrib-
ute to enhanced customer experiences and ex-
amined the role of employee satisfaction and
well-being in delivering high-quality service
and creating positive customer experiences.

In the process of literature review, the au-
thor extensively searched academic databases
and hospitality industry journals, employing a
combination of keywords related to service
quality, hospitality, and relevant themes. Inclu-
sion criteria, including peer-reviewed articles,
books, and conference papers spanning differ-
ent timeframes, were specified, and the snow-
balling technique was utilized by examining
reference lists to uncover additional pertinent
literature. Additionally, expert recommenda-
tions were sought in hospitality management
and service quality to identify key works, and
the author assessed the selected studies for
quality based on factors like research design,
sample size, methodology, and source credibil-
ity.

This literature review informs the develop-
ment of future research agendas by identifying
gaps and areas that require further exploration.
Researchers can build on existing knowledge to
contribute novel insights and expand the theo-
retical frameworks in service quality research.
Moreover, methodological insights from the lit-
erature review contribute to the refinement of
research methodologies. Researchers can

adopt best practices, address limitations iden-
tified in previous studies, and enhance the
overall rigor of future investigations.

The literature review contributes by con-
solidating existing knowledge, identifying gaps,
and offering practical implications for practi-
tioners, researchers, and policymakers. It
serves as a valuable resource for advancing
both academic understanding and practical
strategies in the realm of service quality in the
hospitality industry.

Methods

The author reviewed a total of twenty-five
(25) papers of the various researchers. Relative
to the methodology for identifying and select-
ing relevant literature, the author conducted
comprehensive search across academic data-
bases and relevant hospitality industry jour-
nals and utilized a combination of keywords
and search terms related to service quality,
hospitality industry, and associated themes
(e.g., cross-cultural, employee satisfaction, sus-
tainability). The author specified also the inclu-
sion criteria to identify relevant studies, such as
peer-reviewed articles, books, and conference
papers published from the various timeframe
and employed the snowballing technique by
examining the reference lists of identified stud-
ies to discover additional relevant literature
that may not have been captured through the
initial database search. Examining studies from
different years in a literature review is im-
portant because it helps us see how things have
changed and developed over time in research.
Looking at various timeframes not only gives
us the historical context but also ensures we
understand how ideas or methods have
evolved, making the review more thorough and
reliable.

Seeing recommendations from experts in
the field of hospitality management and service
quality to identify key seminal works and re-
cent contributions that may not be easily acces-
sible through traditional databases were also
performed. Further, the author evaluated the
quality and rigor of selected studies by consid-
ering factors such as research design, sample
size, methodology, and the credibility of the
source.
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Classified as a systematic review of litera-
ture, this study conducted comprehensive
worldwide web searches. Additionally, the se-
lection process involved considering the im-
pact factors of academic journals. Impact fac-
tors gauge a journal's significance by tallying
the citations of chosen articles over various
years. A higher impact factor indicates a more
prestigious journal ranking, making it a valua-
ble tool for comparing journals within a specific
subject category.

The journals that were subjected for review
are International Journal of Contemporary
Hospitality Management, Journal of Service Re-
search, International Journal of Management,
International Journal of Multidisciplinary Re-
search and Growth Evaluation, Asia Pacific
Journal of Innovation and Entrepreneurship,
International Journal of Business and Manage-
ment Studies, European Journal of Marketing,
Journal of Positive School Psychology, Journal
of Economics and Business, and Journal of Hos-
pitality and Tourism Research.

To comprehend the diverse approaches
employed by scholars in studying professional
skepticism, the author systematically orga-
nized articles based on their publication years

Table 1. Significance of Service Quality

in the respective journals. The author catego-
rized the reviewed articles into three
timeframes: 19 articles were published be-
tween 2013 and 2023, highlighting recent ad-
vancements and contemporary perspectives on
service quality. Three articles dated from 2002
to 2012, reflecting insights from a transitional
period in the field. Finally, three articles were
published prior to 2011, offering foundational
perspectives that contributed to the evolution
of service quality research. This chronological
categorization underscores the progression of
research, from foundational theories to emerg-
ing trends and current innovations.

Result and Discussion
Importance of Service Quality in an Industry
The significance of service quality becomes
apparent through an examination of selected
empirical studies, revealing several commonal-
ities. The author systematically categorized the
diverse importance of service quality, as artic-
ulated by researchers in the selected articles,
during a comprehensive evaluation of the re-
viewed literature. Table 1 provides a summary
of the identified significance of service quality
within the industry.

No. Significance of Service Quality No. of Studies Percentage

1.  Customer Satisfaction and Loyalty 17 68

2. Impact on Reputation and Image 3 12

3.  Employee Satisfaction and Organizational Success 3 12

4.  Competitive Advantage 2 8
Total 25 100

Factors Influencing Service Quality

This study outlines also the conceptual
framework concerning the factors that impact
service quality, as illustrated in Figure 1. The
author conducted a thorough evaluation of
twenty-five studies, leading to the identifica-
tion of three primary factors influencing ser-
vice quality. These factors are customer satis-
faction, organizational processes, and technol-
ogy and innovation. Customer satisfaction en-
compasses the perceptions and experiences of
customers with the services provided. It re-
flects the degree to which the service meets or

exceeds customer expectations, ultimately in-
fluencing the overall quality of the service de-
livery. Further, the efficiency and effectiveness
of internal processes within an organization
significantly contribute to service quality. This
may include elements such as process visibility,
work stress management, employee training,
and organizational learning. A well-organized
and streamlined internal structure can posi-
tively impact the service quality perceived by
customers. Lastly, the integration of technology
and innovative practices plays a crucial role in
shaping service quality. This could involve the
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use of advanced tools, systems, or digital solu-
tions to enhance the overall customer experi-
ence. Additionally, technological advancements

Customer

Satisfaction

Technaology
and

Innovation

Service
Quality

contribute to organizational efficiency, thereby
influencing service quality.

Organizational
Processes

Figure 1. Factors affecting the service quality of an industry

The conceptual framework presented in
Figure 1 visualizes the interconnectedness of
these three major factors, illustrating how they
collectively contribute to shaping and deter-
mining the overall service quality. Understand-
ing and addressing these factors can guide or-
ganizations in improving their services and
meeting the evolving expectations of their cus-
tomers.

Discussion

The studies reviewed highlight the crucial
link between customer satisfaction and loyalty
in the hospitality industry. Emphasizing the
significance of service quality, researchers like
Asis and Gharbi (2023) and Vidyanata (2022)
assert that exceeding customer expectations is
fundamental for positive word-of-mouth, satis-
faction, and increased profits. Moreover, ser-
vice quality is identified as a key factor influ-
encing a hotel's reputation and overall image,
with poor service potentially leading to nega-
tive public discussions. The success of the hos-
pitality industry is intricately tied to employee
satisfaction and the quality of service, as
demonstrated by recent studies by Wagqani-
maravu and Arasanmi (2020) and Pomegbe,
Otoo, and Dogbe (2019). Lastly, achieving a
sustainable competitive advantage in the dy-
namic business environment is closely linked
to delivering high service quality, as high-
lighted by Ali, Gardi, and Othman (2021) and

Wong, Dean, and White (1999). In essence, the
collective findings underscore the pivotal role
of service quality in shaping customer satisfac-
tion, organizational success, and gaining a com-
petitive edge in the hospitality sector.

Customer satisfaction is pivotal for busi-
ness success, with satisfied customers more
likely to return, recommend, and leave positive
reviews, as highlighted by Vidyanata (2022).
This satisfaction plays a crucial role in shaping
and mediating customer loyalty, impacting re-
purchase intention and brand perception. In
the hospitality sector, Ali, Gardi, and Othman
(2021) stress the importance of understanding
nuanced dimensions in the association be-
tween service quality and customer satisfac-
tion to enhance overall service quality.

Organizational processes, such as organiza-
tional learning and mentorship/coaching activ-
ities, play a vital role in shaping service quality
by ensuring consistent delivery and influencing
client perceptions. Human Resource Manage-
ment practices are intricately linked to em-
ployee satisfaction, service quality, and em-
ployee behavior, offering valuable insights for
enhancing service quality in the hospitality sec-
tor.

Technology and innovation are critical for
service quality, with studies emphasizing their
importance in meeting consumer needs and
staying competitive globally. The expansion of
digital marketing is recognized as essential,
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emphasizing the intrinsic link between tech-
nology, innovation, and addressing evolving
consumer demands. The varying acceptance
and usage of technologies among customers,
highlighted by Groénroos (1984), underscore
the intricate relationship between individual
technological perspectives and the assessment
of service quality, emphasizing the strategic
use of technology to enhance overall service
quality.

Further, the findings from various studies
offer actionable guidance for businesses aiming
to enhance their service quality. Whether it in-
volves striking a balance between transparent
processes and stress management, investing in
employee training, or grasping customer per-
ceptions and cultural nuances, each suggestion
contributes to an improved overall service. Im-
plementing these strategies enables businesses
not only to cultivate customer loyalty but also
to remain competitive in the dynamic hospital-
ity industry, underscoring the pivotal im-
portance of a deliberate and strategic approach
to service quality for sustained success.

Gaps and Limitations

However, it is worth noting that the same
comprehensive review can be replicated by ad-
ditional researchers, thereby augmenting the
existing body of knowledge. This iterative pro-
cess of examination and analysis allows for a
deeper exploration of the subject matter, po-
tentially uncovering nuances, perspectives, or
insights that may not have been previously con-
sidered. Through the collaborative efforts of
multiple researchers engaging in similar re-
views, the understanding and comprehension
of the topic can be enriched, contributing to a
more robust and comprehensive understand-
ing within the academic community.

To validate and expand upon the existing
recommendations, additional research and in-
depth analysis become imperative. Conducting
further studies can involve exploring different
contexts, demographics, or industries to ensure
the generalizability and applicability of the sug-
gested strategies. Moreover, delving deeper
into specific aspects of each recommendation,
scrutinizing potential variations, and consider-
ing emerging trends will contribute to a more
nuanced and comprehensive understanding.

This ongoing research effort is essential for re-
fining, updating, and advancing the recommen-
dations, ultimately enriching the knowledge
base and fostering continuous improvement in
the field.

Conclusion

In conclusion, the combined findings from
various studies highlight the crucial role of ser-
vice quality in shaping the hospitality industry.
Understanding how customer satisfaction, or-
ganizational success, and competitive ad-
vantage are interconnected underscores the
impact of delivering exceptional service. This
insight is not limited to individual studies but
resonates throughout the entire hospitality
sector, emphasizing the inherent connection
between exceeding customer expectations and
building lasting loyalty.

An examination of organizational processes
further emphasizes the vital link between em-
ployee satisfaction and service quality. The in-
dustry's success relies on creating work envi-
ronments that support contented employees
capable of consistently delivering high-quality
services. Additionally, acknowledging the im-
portance of technology and innovation in meet-
ing consumer needs and staying competitive
highlights the dynamic nature of the sector.
Businesses are encouraged to strategically use
technological advancements to adapt and
thrive in this ever-changing landscape.

As businesses aim to apply these insights,
an ongoing commitment to research and vali-
dation becomes evident. The evolving nature of
the hospitality industry, coupled with changing
consumer expectations and technological ad-
vances, requires a continuous dedication to un-
derstanding and adapting to these shifts. Col-
laborative efforts among researchers exploring
diverse contexts will enrich our collective un-
derstanding. This approach ensures that rec-
ommendations stay relevant, effective, and
adaptable, ultimately empowering the industry
to strengthen its foundations and continue de-
livering exceptional service to its diverse clien-
tele.
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