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Abstract: This study aims to systematically review the literature on Corporate Social Responsibility (CSR) in the hospitality sector
over the period 2013-2023. To achieve this objective, the research employs a Systematic Literature Review (SLR) method combined
with bibliometric analysis to synthesize and evaluate studies related to CSR in the hospitality industry. The data for this study were
collected from two major academic databases, Scopus and Web of Science (WOS), resulting in a total of 64 selected articles for
detailed analysis. The findings indicate a significant increase in CSR-related research in the hospitality sector over the past five
years. Geographically, the most active research areas include Spain, China, the United States, the United Kingdom, and several
Asian countries. Additionally, quantitative research methods dominate the field. Bibliometric analysis identifies seven research
clusters grouped into four major themes: (1) CSR related to employees; (2) CSR related to customers; (3) CSR communication; and
(4) CSR and sustainability. Among these themes, CSR related to employees has garnered the most attention from researchers,
reflecting its importance in the hospitality sector. Finally, most of the research focuses on the high-end hotel segment and ignores the
small-scale hotel segment. This can be explained by the fact that upscale hotels prioritize corporate image, reputation diffusion, and
business performance when implementing CSR strategies. However, small-scale hotels account for a significant proportion of the
industry and play an essential role in economic, social, and environmental sustainability. Given their impact on various stakeholders,
future research should pay more attention to small-scale hotels to assess their willingness to engage in CSR, the effectiveness of CSR
initiatives on business performance, and the broader implications of CSR in this segment. This study not only synthesizes CSR-
related research in the hotel industry over the past decade but also highlights research gaps and future directions. The findings
provide valuable insights for researchers in identifying key areas for further exploration. Notably, this study is the first to apply a
systematic literature review (SLR) combined with bibliometric analysis to identify key literature sources and research themes in
the domain of CSR in hospitality. By doing so, it offers significant contributions to both academia and industry practitioners,
providing a comprehensive overview of the current state of CSR research in hospitality and its potential future developments.
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INTRODUCTION

In recent decades, the CSR topic has received great attention from firms and researchers. Because firms are aware that
CSR activities not only have positive social effects but are also financially effective, they help businesses achieve
legitimate goals and gain competitive advantages in the market (Serra-Cantallops et al., 2017). CSR is considered a way to
legally increase economic profits for firms, along with moral responsibility and charity (Carroll, 1979). Businesses make
voluntary contributions to a cleaner environment and a better society through CSR efforts (Michael, 2003).

The main purpose of CSR activities is to maximize positive effects on the company and minimize negative effects on
society (Su & Swanson, 2019). Globally, CSR is used in many different businesses, one of which is the hotel sector.
Studies on CSR in the hotel sector have shown that CSR is an important factor contributing to success and sustainable
performance (Guzzo et al., 2020; Madanaguli et al., 2023; Serra-Cantallops et al., 2017). In addition to being the world's
largest industry, the hotels sector also cause issues like the environmental catastrophes (global warming and depletion of
water resources) and other global issues (Bohdanowicz, 2007). The impact of hotel business activities on environmental
and social issues is becoming increasingly serious, so hotel leaders are paying more attention to CSR initiatives to reduce
negative impacts and bring benefits to society as a whole (Hervani et al., 2005). Previous studies have shown the benefits
that CSR practices in the hospitality sector bring to hotels. The benefits can be listed as follows: First, CSR brings
intangible values to hotels; for example, CSR creates goodwill, increases brand awareness, provides reputation, creates
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satisfaction, and improves customer loyalty (Ahn et al., 2020; Akbari et al., 2021; Boronat-Navarro & Pérez-Aranda, 2020;
Lo, 2020; Jiddi et al., 2023). Second, CSR activities improve employee behavior, enhance satisfaction, and promote
engagement with the business (Bibi et al., 2022; Farmaki et al., 2022; Gonzalez-De-la-Rosa et al., 2023; Kim et al., 2020).
Third, CSR activities bring sustainable efficiency and competitive advantage to businesses (Guzzo et al., 2020; Ishaq et al.,
2023; Sarwar et al., 2022), while improving company performance. employee work (Ishaq et al., 2023; Moin et al., 2023,;
Nazir et al., 2021; Ubeda et al., 2021; Wood et al., 2021), positively affects identification and organizational commitment
while promoting organizational citizenship behavior among employees (Guzzo et al., 2020; Wong & Kim., 2023).

CSR awareness in the hotel sector has received great attention from researchers (Madanaguli et al., 2023). However,
research on CSR in the hotel industry is considered to be slower than other industries and has not been fully researched
(Eid et al., 2021; Opoku-Dakwa et al., 2018). Additionally, there are few studies that comprehensively review the literature
on the topic of CSR in the hotel sector (Kaur et al., 2022). Some comprehensive studies on CSR in the hotel sector have
been conducted in recent years, but there are some limitations. For example, Serra-Cantallops et al. (2017) reviewed the
literature on CSR in the hotel sector from 2006 to 2015, but the research framework was not clearly stated. Wut et al.
(2022) synthesized research on CSR both in the hotel and tourism sectors from 2004 to 2019. This research has not
focused primarily on the hotel industry. Kaur et al. (2022) reviewed studies on CSR in the restaurant industry. Most
recently, Madanaguli et al. (2023) conducted a review of studies on CSR initiatives in the hotel sector between 2009 and
2022; however, the study excluded some “responsible practices” concepts, "green practice," and "sustainability" from
the search list, so there may be an undercount of published studies. Previous studies mainly used the SLR method in
document analysis. Therefore, this study will focus on a comprehensive review of the research literature on CRS in the
hotel sector using the SLR method combined with bibliometric methods to get more objective results.

To achieve the above goal, the research questions are posed as follows: (RQ1): What is the distribution of the
number of articles, research locations, and main research methods for research on CSR in the hotel industry in 2013—
2023? (RQ2): What are the main themes related to CSR activities in the hospitality sector over the past 10 years? (RQ3):
What are the current research gaps in the field of hotel CSR?

METHOD

Systematic literature review method

This study uses the systematic literature review (SLR) method to comprehensively review the research literature on the
CSR topic in the hotel sector. SLR is a widely used method for finding, evaluating, and examining earlier studies on a
specific topic (Liberati et al., 2009; Talwar et al., 2023). It is effectively used in the hotel sector (Dhir et al., 2020; Kaur et
al., 2022; Madanaguli et al., 2023). This method uses a clearly outlined process to identify and evaluate proposed
documents (Bavik, 2019). The SLR process includes four steps, as follows:

Step 1: Plan your review including finding databases and keywords.

Step 2: Determine selection criteria

Step 3: Extract data

Step 4: Present data

Bibliometric methods

Following data extraction, CSR issues in the documents were reviewed using bibliometric approaches. The
bibliometric method relies on objective quantitative techniques to derive results (Donthu et al., 2021; Kraus et al., 2022;
Kifworo & Dube, 2024). Bibliometric analysis recommends the use of scientific mapping analysis techniques that reveal
the main themes of the research field (Mukherjee et al., 2022; Ayaviri-Nina et al., 2024). The bibliometric method
allows us to explore the nomological network of the main topics in the research field (Kraus et al., 2022).

The broad source of data will form clusters that can represent common themes. Articles with similar reference
patterns can form a cluster, and keywords that the research authors assign to represent the nature of the article can form
different clusters when they appear together. According to Lee et al. (2023), analyzing the occurrence of keywords is the
most practical, so this study uses keywords to draw out the main research topics in the field of hotel CSR. Methods for
cluster analysis are essential to bibliometric research (Eck & Waltman, 2017). Cluster solutions can be aggregated and
analyzed using visualizations that are supported by VOSviewer. Important visualizations may be created with
VOSviewer, including term map visualizations that draw attention to the themes that each cluster covers and the cluster
visualizations themselves. Term relationships are commonly used in bibliometric approaches to evaluate the importance
of publications that are shared in the title, abstract, or full text.

Identify keywords and databases

The initial list of identified keywords included “corporate social responsibility” or “CSR” and “hotel” or “hospitality”.
To determine the completeness of keywords, the study examined the first 100 articles appearing on the Google Scholar
page. The results showed that the article titles appearing on this page were mainly “corporate social responsibility (CSR)”,
“hotel” or “hotel industry”, “hospitality” or “hospitality industry”. Therefore, this study retains the initially identified
keywords. Next, the study consulted two experts, a researcher and a management in the tourism field to refine keywords
and test the popularity of keywords. Two sizable databases, Scopus and Web of Science (WOS), were chosen for the literature
search because the majority of the literature on this subject can be found in these two databases, as shown by several earlier
studies on CSR in the hotel sector (Madanaguli et al., 2023; Pahlevan-Sharif et al., 2019; Wut et al., 2022). We chose the
research period from 2013 to December 2023 to update the latest research documents on CSR activities in the hotel sector.
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Extract data

This study applied boolean operators to search data such as "OR" and "AND". The search syntax is as follows:
(“Corporate social responsibility” OR “CSR”) AND (“hotel” OR “hotel”). The study used several screening criteria. We
only accept articles in English and open access; articles published in peer-reviewed and highly reputable journals (only
articles belonging to Q1, Q2, or SSCI, ESCI, or SCI-Expanded were selected). In the opinion of experts, some articles that
do not focus on the hotel sector will be eliminated such as articles about CSR in the restaurant, food, real estate, and
tourism sectors. Although these sectors are closely related to the hotel industry, they do not have all the unique
characteristics of this sector. We remove CSR articles with content related to disability, pandemic, or COVID-19 disasters
because CSR activities in this situation are special and urgent. They may not be suitable in all cases.

The total number of articles from the 2 databases is 433, of which 279 are from WQOS and 154 are from Scopus. By
using Excel software, we removed 295 duplicate articles. 74 articles did not meet the criteria, so we retained 64 for in-depth
analysis. A summary of the research process is shown in Figure 1.

SLR Method

—— Research objectives

Identify the number of articles, locations and main research methods

Identify are the main topics ‘

Identify the reseach gap ‘

(“Corporate social responsibility” OR “CSR”)
AND (“hotel” OR “hospitality”)

Search databases Scopus & WOS
—{ English Articles ‘

Inclusion Criterion ————{ Articles in peer-reviewed journals

— Identify keywords

—— Search protocol ’7

“ QL, Q2 (Scopus) and SSCI, ESCI, SCI - Expanded (WOS)
.

Inappropriate topics ‘

Duplicate articles

——  Exclusion Criterton

— WO0S: 279

| Data collection —

Scopus: 154

Total: 433

Duplicate articles: 295 ‘

[ Screening Inappropriate topics: 74 ‘

Remaining: 64 ‘

—— Research profiling

L— Analyzing '—

L—— Analyze topics (bibliometric method - VOSViewer), gaps, research orientation

Figure 1. A summary of the research process

RESULTS

The quantity of publications

We notice that the number of publications has increased in the past 10 years; there were 3 articles in 2013 and 2 articles
in 2014. Publications increased rapidly in 2019 (n = 10), 2020 (n = 13), 2021 (n = 11), 2023 (n=10) (Figure 2). This shows
that CSR in the hotel sector is receiving great attention from researchers. However, we did not find any studies published in
2015 and 2016, which may be due to criteria limitations in our study.
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Figure 2. Publishing trends by year

The magazines mainly publish publications on CSR in hotels. The International Journal of Hospitality Management and the
International Journal of Contemporary Hospitality Management have the highest number of articles published (8 articles each),
followed by Tourism Management with 6 articles, and the remaining are other journals in the field of tourism (Figure 3).
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Figure 3. The magazines mainly publish publications on CSR in hotels

Regarding research location allocation. The most researched location is in Spain (9 articles). The next areas are China (8
articles), the United Kingdom (7 articles), the United States (6 articles), and other Asian countries such as Pakistan, India, and
Hong Kong. In general, research on CSR in the hotel sector focuses on Europe, the United States, and Asian countries (Figure 4).
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Figure 4. Research location distribution

Influential research on CSR in the hospitality sector. The study by Park & Levy (2014) has the highest number of
citations, with 132 citations and a citation rate per year of 14.7, while the study by Ubeda et al. (2021) has the highest
citation per year (C/Y =52,0). The most influential studies are shown in Table 1.
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Table 1. The most influential studies

Article Title Authors Times Cited | C/Y
Corporate social responsibility: Perspectives of hotel frontline employees Park & E. Levy (2014) 132 14.7
Progress in Research on CSR and the Hotel Industry (2006-2015) Serra-Cantallops et al. (2017) 119 23.8
Corporate social responsibility and firm performance in the hotel industry. The - ) .
mediating role of green human resource management and environmental outcomes Ubeda-Garcia et al. (2021) 104 520
Measunr_19_ Corporate Social Requnsmlllty in tourism: Development and validation Martinez et al. (2013) 100 10.0
of an efficient measurement scale in the hospitality industry
Online CSR communication in the hotel industry: Evidence from small hotels Ettinger et al. (2018) 85 17.0
CSR reporting among Zimbabwe's hotel groups: A content analysis Kennedy Nyahunzvi (2013) 84 8.4
Corporate social responsibility (CSR) and customer loyalty in the hotel industry: A .
cross-country study Latif et al. (2020) 82 27.3
Eolltlcallconnectlon_s, guanxi and adoption of CSR policies in the Chinese hotel Gu et al. (2013) 81 8.1
industry: Is there a link?
The impacts of corporate social responsibility on organization citizenship behaviour
and task performance in hospitality A sequential mediation model He etal. (2019) 68 17.0
Do consumers care about CSR in their online reviews? An empirical analysis D’Acunto et al. (2020) 65 21.7
Understanding the link between CSR and employee green behaviour AlSuwaidi et al. (2021) 63 315
Effec@ of CSR p.art|C|pat|0n on _employee sense of purpose and experienced Nazir et al. (2021) 58 29.0
meaningfulness: A self-determination theory perspective
Being sustainable: The: three-way interactive effects of CSR, green human resource ma- He et al. (2021) 57 28.5
nagement, and responsible leadership on employee green behavior and task performance
Wr_]y hot_el employees care about Corporate Social Responsibility (CSR): Using need Kim et al. (2020) 51 17.0
satisfaction theory
Enhancing customer-based brand equity through CSR in the hospitality sector Martinez & Nishiyama (2019) 50 8.3

RESEARCH METHODS

Research methods on the topic of CSR in hotels are quite diverse. However, quantitative research methods are the
most popular with 42 articles, accounting for 65%, followed by qualitative research methods with 12 articles,
corresponding to 19%; experimental and mixed research methods are in small proportion (Figure 5).

Theoretical perspectives. The issue of CSR in hotels is multi-theoretical, allowing scholars to use a variety of
theoretical frameworks to investigate related aspects. However, stakeholder theory, social exchange theory (SET), and
social identity theory (SIT) are the three most used theories for research on CSR in hotels (Figure 6).

® Quantitative
® Qualitative
Mixture

m Experiment

Figure 5. Research method
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Social indentity theory (Park & Levy, 2014; Sarwar et al., 2022;
Srivastava & Singh, 2021; He et al. 2019; Ishaq et al., 2023).

\‘\ Theory of planned behavior (Sevilla-Sevilla, et al., 2019; Boronat-
Navarro and Pérez-Aranda, 2020).

‘\‘ Theory of sustainable development (Boronat-Navarro and Pérez-
Aranda. 2018)

| Theory of reasoned action (Sevilla-Sevilla et al., 2019)

Figure 6. Theoretical perspectives
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Main research topics

The main research topics are identified based on data analysis from VOSviewer software. We analyzed keywords from
titles and abstracts of 64 related articles, with the minimum number of occurrences of each term being 5. There were 118
terms that met the threshold; however, only 61 keywords were connected through the nominal network, forming 7 main
topic clusters. The size of the circle reflects the frequency of the keywords. The larger the circle, the more frequently the
keyword appears. The visualization from the VOSviewer shows that the main keywords (words with large circles) (as
Figure 7) have received the most attention in research on CSR in the hotel industry during the past ten years. They are the
following terms: employee, customer, practice, intention, CSR communication, organization, ....
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Figure 7. The main keywords

The thickness of the line is proportional to the closeness of the connection between the two keywords. A thicker line
between two words means a closer relationship. For example, employee has a strong association with task performance,
social responsibility perception, and trust; customer has a strong association with loyalty, satisfaction, and intention;
practice connects with company, employee, and sustainability (Figure 8). Circles that are the same color suggest a similar
theme for the studies. The visualization shows 7 color clusters, which suggests 7 topics in CSR research over the past 10
years. Based on suggested keywords, studies were classified into each relevant topic for content analysis.
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Figure 8. The visual image of research clusters
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Cluster 1. This cluster includes main keywords such as HRM, firm performance, sustainable performance, and customer
satisfaction, with a red color in the image. These keywords suggest topics about the relationship between CSR, human
resource management (HRM), and corporate performance in the hotel sector.

In the connection between HRM, CSR, and sustainable performance, scholars emphasize that HRM plays an important
role in how hotels' CSR activities are understood and developed. HRM can inform employees about CSR issues, educating
them to become more environmentally and socially responsible. Therefore, HRM is the premise for promoting CSR (Ishaq
etal., 2023; Sarwar et al., 2022). In another study by Ubeda-Garcia et al. (2021), CSR is considered a premise, contributing
to promoting green human resource management (GHRM). Besides, GHRM, HRM, and CSR are also considered important
resources to help increase sustainable performance and create long-term competitive advantages for hotels (Ishaqg et al.,
2023; Sarwar et al., 2022; Tjahjono et al., 2022; Ubeda-Garcia et al., 2021). This topic is quite interesting, but there is still
very little research on the relationship between HRM, CSR, and the sustainable performance of firms.

Cluster 2 includes main keywords such as CSR communication, eWOM, Facebook, and corporate reputation. Cluster 2
corresponds to the green color in the visual image. These keywords suggest CSR communication topic in the hotel sector.

Recent studies have determined that customers are significantly interested in CSR information communicated by
hotels in the mass media (D'Acunto et al., 2020). Posts about CSR activities on the hotel's website and Facebook receive
a high level of interaction and willingness to respond from customers (Castillo & Villagra, 2019; Ettinger et al., 2018;
Kucukusta et al., 2019). In the information about CSR aspects posted, customers are most interested in environmental
and social factors (Castillo &Villagra, 2019). These studies show that multimedia communication activities in CSR play
an important role in improving communication with customers and help increase communication efficiency for hotels.

Besides, Martinez et al. (2020) also confirmed the important role of the media in CSR practices because the news
media helps realize corporate goals related to CSR issues. CSR communication in mass media can influence customers'
attitudes and behaviors. Specifically, customers' trust in CSR posts on Facebook can positively influence electronic
word-of-mouth (eWOM). CSR communication activities can have a significant direct and indirect impact on Electronic
Word of Mouth (eWOM) (Mohammed & Al-Swidi, 2020); improve their attitudes toward hotel CSR communications
and reduce their intention to behave unethically (Ettinger et al., 2021); and increase their intention to share posts on
Facebook (Garcia-De los Salmones et al., 2021).

The results of the above studies have confirmed that communication about CSR activities plays an important role for
companies. Information about CSR helps companies receive feedback from customers and improve their attitudes and
behaviors towards the hotel brand, so this topic receives quite a lot of attention from researchers.

Cluster 3 includes main keywords such as CSR activity, customer loyalty, and satisfaction intention, corresponding to
the dark blue color in the visual image. The above keywords relate to customers in hotel CSR practices.

In 2014, Qu emphasized the important effect of CSR on customer satisfaction and corporate performance for hotels (Qu,
2014). In the following years, many studies on CSR activities related to customers’s attitudes and behaviors were conducted.
Studies have proven that CSR activities have a strong positive impact on perceived quality, brand image, brand awareness, and
brand loyalty (Ahn et al., 2020; Martinez & Nishiyama, 2019). Not only that, the hotel's CSR activities also have a positive
impact on hotel reputation, customers' ability to choose, and purchase intention (Boronat-Navarro & Pérez-Aranda, 2019),
contributing to the positioning of the hotel brand and increasing visitors' intention to return (Akbari et al., 2021).

Some studies have confirmed a positive relationship between CSR and customer loyalty (Latif et al., 2020). For
example, Mohammed & Al-Swidi (2019) showed that customer perceptions of environmental, social, and stakeholder -
related CSR activities were a significant predictor of customer perceived value and social media engagement for the
hotel industry. Besides, customers’ CSR experiences increase the quality of their relationship with the brand, promoting
brand loyalty and commitment to engage in future CSR activities (Lo, 2020). Customer-company identification,
company reputation, and satisfaction are also mediators in the relationship between CSR, loyalty, and retention (Jiddi,
2023; Srivastava & Singh, 2021). Several later studies have expanded the connection between CSR and customer
behavior. These studies confirmed that customers’ awareness of CSR compulsion had a positive influence on their
engagement and behavioral intention (Ahn, 2021). The intrinsic and extrinsic attributes of hotel CSR activities increase
customers' purchase intentions by improving their perceived authenticity (Ahn & Dias Soeiro, 2022). Cluster 4 has main
keywords such as job satisfaction and task performance, which correspond to the yellow color on the visual image.
These keywords suggest CSR related to employees in hotel sector.

This topic attracts the interest of many scholars. Studies have confirmed that employee awareness of CSR can
positively influence many aspects of their work, such as quality of working life, organizational identification, affective
commitment, job satisfaction, and organizational citizenship behavior, and ultimately contribute to enhanced job
performance (He et al., 2019; Kim et al., 2017; Kim et al., 2020). Employee well-being is also considered a meaningful
result of CSR activities (Guzzo et al., 2020; Kim et al., 2020). Employee participation in CSR initiatives brings positive
values such as making them feel motivated and more engaged in their work, driving customer behavior, and ultimately
delivering positive performance for the organization (Sharma & Mishra, 2019).

Some studies have expanded the investigation of the mediating role of factors in the relationship between CSR and
employee task performance. He et al. (2021) examined the mediating role of green behavior and the moderating role of
green HRM, and responsible leadership. Nazir et al. (2021) demonstrated employee engagement in CSR activities
positively influences a sense of purpose and experiential meaning, ultimately leading to work engagement and
performance. The diverse combination of hotel employees' CSR awareness with moral identity, subjective norms and
work engagement is the basis for job satisfaction (Farmaki et al., 2022). CSR is also an antecedent that promotes
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employee creativity through their satisfaction and perceived happiness. If employees perceive that CSR activities benefit
society, they are more likely to exhibit higher job satisfaction and work engagement (Bibi et al., 2022). Finally,
supervisors' green transformational leadership style helps companies engage in social responsibility activities and
improve their task performance (Moin et al., 2023).

Cluster 5 includes keywords such as employee, trust, social responsibility perception, OCBE, and environment.
These keywords suggest studies related to employees in hotels, respectively with purple clusters in the visualization.

Many CSR studies mention the impact of CSR awareness and outcomes. Employees' CSR awareness is a prerequisite
for creating intrinsic motivation, contributing to organizational identification (Park & Levy, 2014), and increasing
organizational citizenship behavior (Luu, 2017). Employees' organizational trust is also considered an important result
of awareness of CSR activities (Bogan & Dedeoglu, 2019). In addition, CSR contributes to increasing commitment,
devotion, satisfaction, and organizational citizenship behavior (Wang et al., 2020).

Recently, CSR is also considered a factor that positively impacts employee happiness and promotes their green
behavior (AlSuwaidi et al., 2021; Wood et al., 2021). Wong et al. (2022) emphasize that understanding employees'
reactions and perceptions of hotel CSR is essential before implementing effective CSR activities with customers. The
study further confirms that the social/philanthropic and ethical aspects of CSR contribute to enhancing attitudes towards
CSR activities and thereby increasing employee satisfaction. This outcome promotes organizational citizenship and pro-
social behavior. Other studies also demonstrate that employee awareness of CSR positively impacts employment,
turnover intention, and pro-social behavior (Vila-Vazquez et al., 2023; Wong & Kim, 2023).

Factors such as job satisfaction, organizational commitment, working conditions, task meaning, intrinsic quality, and
turnover intention are also considered mediators in the relationship between CSR awareness and consequences
(Gonzalez-De-la-Rosa et al., 2023; Wong & Kim, 2023). Cluster 6 includes main keywords such as CSR manager,
practice, and sustainability that correspond to the bright blue cluster in the visualization. These keywords suggest related
studies on CSR practices in hotels and their sustainable effects.

CSR practices in hotels are considered an interesting topic and worthy of consideration by hotel management
(Cherapanukorn & Focken, 2014). When hotels realize that they have higher business interests, managers will practice
more institutional CSR. Frame of reference and CSR practices are interrelated. Organizations apply CSR to their
business strategies based on their awareness and understanding of the environment. CSR practices have proven that they
have a positive influence on organizational performance (Abu Farha et al., 2018; Ertuna et al., 2019).

Cluster 7 corresponds to the orange color on the visual image, with main terms such as consumer, green behavior,
and positive emotion.

These terms suggest studies related to the green behavior of customers. For example, the study by (Raza et al., 2023)
studied the influence of CSR initiatives on green consumer behavior. The study examines the role of consumer
involvement, positive emotions, and altruistic values. The results show that consumers' positive emotions and
engagement mediate the impact of hotels' perceived CSR initiatives on consumers' green behavior.

In addition to the studies on some of the topics mentioned above, there are still a few studies on CSR in other fields.
For example, some studies summarize the research progress on CSR in the hotel sector (Serra-Cantallops et al., 2017),
developing a CSR scale (Fung Wong & Kim, 2020; Ko et al., 2019). An interesting topic in hotel CSR research is
learning about feedback bias in CSR activities. Research by authors Kuokkanen and Sun (2020) analyzed social
desirability and skepticism bias on reported purchase intentions. However, this topic has not received much attention
from researchers. In summary, the research content on CSR in the hotel sector in the period 2013-2023 is divided into 7
main clusters, with 4 main subjects: CSR and employees, CSR and customers, CSR communication, and CSR
performance. Among them, the impact of CSR on employee attitudes and behaviors has received the most attention.

Research gaps and directions

After reviewing the literature on CSR in the hotel sector from 2013 to 2023, we consider the gaps and propose some
research directions as follows:

Research content

The research topic exploring the relationship between HRM, GHRM, CSR, and sustainability is quite interesting.
However, there are not many studies confirming the relationship between the above factors. Future research can
approach this topic with new research directions, adding to existing research results such as: (1) examining the
mediating role of HRM, GHRM, or CSR in the relationship between them and sustainable performance; (2) expanding
the attributes of human resource management in relation to CSR and sustainable performance; (3) considering the
relationship of factors in small-scale hotels (1-2 stars); and (4) considering differences in hotel scale and ranking in
evaluating performance under the impact of HRM and CSR. CSR communication activities were investigated mainly on
the hotel's website or Facebook. There are many other social media platforms that have not been evaluated for their
communication effectiveness or customer reactions to CSR posts on these platforms. Future studies could further
explore the effectiveness of CSR communication in other media. A study on customer feedback on CSR information
posted using emoticons is being ignored, which can also be considered an interesting future research direction. Besides,
reports on hotels' CSR activities are sometimes perceived to be for marketing purposes only or to raise skepticism
among stakeholders. CSR communication and the authenticity of information will be added in the future.

The impact of hotel CSR on customer attitudes and behavior is obvious. However, are different types of customers
reacting differently to hotels' CSR activities? This issue should be further clarified in future studies.
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When exploring the relationship between CSR and employee task performance, many factors play a mediating role
in this relationship, but not many studies have paid attention to the role of moderating variables. Future studies can add
moderating variables to more thoroughly explain the variation in the relationship between CSR and task performance. In
addition, it is necessary to add more studies investigating hotel management to increase the representativeness of the
research problem. The relationship between employees' awareness of CSR and trust, environment, and green behavior
has been confirmed. However, the outcomes of employees' green beliefs or behaviors under the influence of CSR have
not been thoroughly explored. Therefore, more research is needed to deepen this issue, such as examining task
performance as an outcome of organizational trust or green behavior. CSR practices and their impact on hotel sustainability
have been proven by a number of studies; however, the research number is still limited. Future studies could explore in
more detail the dynamics influencing the above relationship to clarify the role of CSR practices and sustainability.

Although many studies focus on the benefits of CSR, there are a few that examine barriers to participating in CSR
and the risks of CSR activities. So, future research should investigate the barriers to participating in CSR for managers,
employees, and customers and the risks associated with implementing CSR activities.

Finally, most studies focus on the microlevel, with very few studies combining organizational and individual
outcomes in one model. Therefore, it is necessary to combine the CSR results of organizations and individuals in one
model to provide a comprehensive assessment of CSR activities in businesses.

Methodology

First, the studies are mainly cross-sectional. Developing a time series database and examining the market orientation
relationship with those variables in a longitudinal framework would provide further insight into possible causal
relationships. Adding longitudinal studies brings more comprehensive and in-depth assessments of the effectiveness of
CSR activities.

Second, the majority of studies are quantitative. Studies using mixed methods are limited. Further research can be
carried out using mixed methods. According to Dawadi et al. (2021), mixed research methods help take full advantage
of the advantages of both qualitative and quantitative methods, helping to produce more reliable results and expanding
the breadth and scope of investigation.

Third, research focuses mainly on Europe, the United States, and some countries in Asia, such as China, India, and
Pakistan. Research is still very limited in other regions of the world. Therefore, it is necessary to expand the research
area, especially in developing countries. Research in many countries with cultural and economic differences will reveal
a comprehensive picture of the level of awareness and implementation of CSR activities in the hotel sector worldwide.

Finally, most of the research focuses on the high-end hotel segment and ignores the small-scale hotel segment. It can
be explained that upscale hotels care about corporate image, reputation diffusion, and corporate performance when
implementing CSR strategies. However, in the hotel industry, small-scale hotels account for a large number and have
important impacts on the economy, society, environment, and other stakeholders. Therefore, future research needs to
focus more on small-scale hotels to evaluate the level of willingness to participate in CSR, the effectiveness of
implementing CSR activities on business performance, and other impacts.

CONCLUSION AND LIMITATIONS

Social responsibility is increasingly being raised by businesses and society and has attracted the attention of many
researchers in the hotel sector. Our research aims to comprehensively systematize research on this topic in the period
from 2013 to 2013. By using the systematic literature review (SLR) method and bibliometric analysis, we have
statistically described the number of relevant articles, published journals, influential articles, research methods, popular
research locations, and main research topics.

After synthesizing and analyzing the literature, we identified 64 articles that fit the evaluation criteria. The research
results determine some issues, as follows: (1) The main research method is quantitative research; (2) the majority of
research locations are in Europe, America, China, and Pakistan; (3) the most studies are from 2018 to 2023; (4) seven
thematic clusters are displayed. We identified seven topic clusters targeting four key stakeholders, including employees,
customers, sustainability, and CSR communications. Among them, research on CSR targeting customers is of the utmost
interest. Although literature review research on CSR in the hotel sector has been conducted by some authors, such as
Serra-Cantallops et al. (2017) conducted from 2006-2015 and Madanaguli et al. (2023) conducted in the period from
2009-2022. However, both of these studies have not used bibliometric methods to vividly visualize the research topic.
Our research has overcome the above limitations to present research topics in a more objective way.

Our research results can make a significant theoretical contribution to future research by identifying research topics
and directions while also providing valuable information for business practice. Although our study brings certain
theoretical and practical values to CSR in the hotel industry, it still has some limitations. First, we ignore research on
special subjects, including casino hotels, hotels for the disabled, etc. Our research also only included open-access
articles in English, so future studies could consider additional studies in our exclusion criteria. Besides, our research
only focuses on the past 10 years, which may not cover all longitudinal CSR research issues, so future studies can add a
research period of time to more closely compare the changes in research content on hotel CSR over time.
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