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Abstract: This paper explores the prevalence and pattern of organisational learning in the 
hospitality industry. Scholarly conversations and debates have spurred rich insights into the 
central question of how and what people learn in organisational settings. Strongly motivated 
to use learning designs, the researchers examined 489 articles using a review approach and 
conducted content reviews based on criteria such as journal sources. Since the exclusion criteria 
included studies from 2009 onwards only, the set was reduced to 105 papers, which were 
then subjected to systematic reviews. Organisational learning has long been considered a vital 
aspect of effectiveness and growth potential. Following the organisational learning theory, this 
paper explores some of the fundamental mechanisms and conduits of the learning process and 
practice, within the hospitality industry. The methodology employed is based on how literature 
reviews are conducted effectively in the hospitality industry. This review generally highlights 
the future strategy of organisational learning in overcoming challenges and uncertainties in the 
industry. The findings show that facilitating factors and outcomes strive for efficiency in any 
critical situation and emphasise the importance of implementing ideas or theories. The key 
contribution of this work are best practice guidelines for scholars in this field.
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Introduction

Literature reviews are considered as essential exercises in assessing the existence, gaps, 
and potential future developments of information generated in an inquiry area (Grant 
& Booth, 2009). According to Armitage and Keeble-Allen, (2008, p.103), literature 
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reviews play a crucial role “in mapping and in assessing the current intellectual terrain 
and in identifying a research issue in order to expand the established information 
body further.” In particular, the importance of reviews lies in the fact that “most work 
can be interpreted only in context, and the findings of individual studies constitute 
a vital aspect of that context” (Hart, 2018, p.1). Over the last decade, research on 
organisational learning has been published in various contexts such as sociology, 
communication, or management (Basten & Haamann, 2018; Berta et al., 2015; Odor, 
2018; Valaski, Malucelli, & Reinehr, 2012). This analysis adds the hospitality context 
to that growing corpus. The implications described are intended to be illustrative rather 
than comprehensive. Nevertheless, they strengthen the argument that organisational 
learning is something that hospitality practitioners should use to reframe learning in 
their respective organisations.

A learning environment creates sustainable solutions, outcomes, and enables the 
exchange of perspectives with partners to stimulate an organisation. Learning itself 
is a continuum of phases that indicates some organisational manifests such as; a) 
psychological and intellectual requirements of getting or instigating results, b) way of 
thinking or understanding to utilise and newly construct management (Kim, 1998). 
Watkins and Marsick (1993) introduced four levels of learning: individual, team-
oriented, organisation-based, and society. Accordingly, the hospitality industry is also 
concerned with  learning awareness and strategies to assimilate and modernise the 
organisation (Levitt & March 1988; Argyris & Schön, 1997; Qi & Chau, 2018). 
The hospitality industry is a dynamic service-oriented business that depends on 
customer appreciation and feedback (Min & Min, 1997; Line & Hanks, 2019). The 
industry comprises practical tasks from concierge service to marketing and overall 
management (Line & Hanks, 2019). In this context, Tajeddini (2011) asserted that 
the hospitality industry must establish a learning environment to enhance workplace 
effectiveness. Furthermore, learning in the hospitality field is a continuous process that 
engages employees and management in becoming proficient in rules, service processes, 
equipment, maintenance, interactions, and cultural adaptations  (Badinelli, 2000; 
Min, Min & Chung, 2002). Organisational learning can help develop new knowledge 
and insights from service provisions which in turn can contribute to the growth of 
this industry (Slater & Narver, 1995;  de Weerd-Nederhof, Pacitti, da Silva Gomes, 
& Pearson, 2002). For instance, new information and ideas can be used to create, 
disseminate and interpret new knowledge for organisational use. However, the main 
problem of the hospitality industry’s learning capability is processing and practising 
the new knowledge or skill in an effective manner. Hotels usually adopt the learning 
theory as the mainstream approach in implementing or framing their capability. 
Organisational learning capability refers to the overall learning methods that include 
experimental, practical, interning, and training (Chiva, Alegre, & Lapiedra, 2007). 
Some studies used the conceptual approach to describe why learning is essential for 
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hospitality and worth pursuing in the competitive market (Yeung,  Ulrich, Nason, 
& Von Glinow, 1999; Chiva & Alegre, 2009; Fang, Chang, & Chen, 2011). Others 
examined empirically how managers build a learning environment (Hurcomb & 
Chapman, 1997; Okumus, 2003). In light of the stiff competition worldwide as 
well as rising and ever-evolving customer expectations, hospitality businesses need to 
adopt a robust learning and adapting capability to meet customer needs. The question, 
therefore, is how to build and strengthen organisational learning to gain a competitive 
advantage amongst competitors (Ruhanen & Cooper, 2004). 

Furthermore, a comprehensive review can advance knowledge, facilitate theory 
development and unravel gaps where research is needed (Webster & Watson, 2002). 
Additionally, reviews can highlight relevant literature as well as identify gaps in theories 
and future research directions in organisational learning capability  (Alavi & Leidner, 
2001). In this context, the literature review has provided an in-depth discussion and 
empirical views on organisational learning capability in the hospitality industry. Thus, 
the review methods adopted is an exercise that requires critical consideration. Lastly, 
the conclusion is drawn; a summary of the implications for hospitality executives along 
with suggestions for future research.  

Identification and Contributions

In the context of hospitality, studies often present organisational learning as 
industry perspectives, inter-organisational issues, and business approaches. Firstly, 
the researchers  narrowed down the selection of literature to those that looked at 
organisational learning capability in the hospitality industry (Bapuji & Crossan, 
2004; J. Yang, 2004). There appears to be a dearth of studies on standard directions 
of organisational learning capability and understanding the different relevant 
theories based on knowledge practice. Literature from management, education, 
tourism and hospitality research, strategic management and human resources 
development journals were included in the review. The most recent ones were based  
on the psychology and sociology of organisational learning (Jerez-Gomez, Cespedes-
Lorente, & Valle-Cabrera, 2005; Hustad & Arntzen, 2013; Alegre & Chiva, 2013).

Organisational learning presents strategic perspectives as a source of heterogeneity 
among organisations and competitive advantage (Grant, 1996; Lei, Slocum & Pitts, 
1999). The present concentration of review links hospitality employee efficiency 
with functionalities and innovative results to boost capability (Bhatnagar, 2006; 
López-Cabrales, Real & Valle, 2011). Also, learning capability demonstrates the 
collaborative and communicative capacity of an organisation whereby information-
based organisation and employees are needed for continuous learning. As such, the 
hospitality industry needs to be a learning institution for an employee to become 
proficient in their work and responsibilities (Simons & Enz, 1995). More precisely, 
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reviews recognise the importance of implementing organisational learning in the 
hospitality industry. 

The Theory: Organisational Learning 

The organisational learning theory of this study articulates how organisational 
learning is practiced in organisations (Argyris & Schön, 1996; Argote & Miron-
Spektor, 2011). Organisational learning looks at how organisations learn from 
numerous perspectives including that of the  individual and social (Chiva & Alegre, 
2005). Specifically, the individual views learning as an individual phenomenon 
whereby an organisation learns through individuals. In contrast, the social view 
perceives that the organisation learns through communities and groups. 

Nussbaum (2000) illustrated that learning capability can be acquired from real-
world opportunities based on personal and social circumstances. Accordingly, the 
organisational learning theory contributes to a better understanding of the relationships 
between knowledge, learning, informational, and technological and training in 
general (Crawford, 2006). Learning capability has also been referred to as knowledge 
interpretation among followers and subordinates (Brady & Spence, 2010). Later, 
Nussbaum (2006) also supported the theory of organisational behavior and stability 
concerning “self-validating strategy of argumentation” (Robeyns, 2005). Further, 
learning is also explained in RBV and KBV (resource-based view and knowledge-based 
view) of the productive transformation through individual and collective learning 
drivers (Nübler, 2014). In other words, learning improves the range of options for 
diversification and collective abilities to generate sustainable and rapid processes in an 
organisation (Easterby‐Smith & Prieto, 2008).

Moreover, a broad scope of industrial policies address three co-evaluation processes, 
namely learning capability for productive persuasion, organisational sustainability in 
a learning process, and accumulative productive capacities in an existing organisation 
(Alegre & Chiva, 2008). Furthermore, the theory focuses on the knowledge sphere 
and recommends integrated learning strategies that enhance high competency and 
performing patterns (Yeung et al., 1999). Moreover, it explains productivity, efficiency, 
development in the context of manufacturing, medical, and other fields. More 
specifically, the theory is focused on the learning behavior, practices, and sharing aspects 
of an organisation. Thus, organisational learning and its strategies forms an essential 
part of any organisation’s sustainability (Hsu & Fang, 2009). However, researchers 
have limited understanding of the organisational learning process that leads to higher 
performance, growth, and success (Yeung et al., 1999). In addition, the capability 
theory in the context of the hospitality industry refers to the regency of information, 
knowledge, and skills. To the best of our knowledge, a very few studies have postulated 
the organisational learning theory in the hospitality industry to specify objectives and 
purposes. Thus, this study attempts to link contextual value with this theory broadly. 
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Knowledge and Organisational Learning

Comparative exploratory studies of five-star hotels have shown that the capture and 
retention of new knowledge is a continuous process required for improved results 
(Yang, 2008). The sharing of information between individuals, teams, groups and 
organisations implies the transfer of knowledge. Skills are reinvented each time and 
require enhanced expertise, in every problem-solving situation or project. Frechtling 
(2004) postulated that the transfer of knowledge is a central cycle in the society that 
can either be implicit, explicit or mixed.  Such information sharing increases the 
potential for successful action by individuals and organisations (Alavi & Leidner, 
2001). On the other hand, learning permeates an enterprise through knowledge-
sharing. However, empirical findings show that the exchange of information is 
not part of the strategies and practices of hospitality. For example, Sleezer (2004) 
acknowledged that knowledge-sharing in the hospitality industry faces numerous 
obstacles such as the difficulties employees face in replicating and utilising implicit, 
work-related information. Another challenge is the underlying fear of employees in 
sharing information for fear of being left out for promotions. Yang & Wan (2004) 
also shared that exchange of knowledge is tricky due to ever-evolving information.

Moreover, specific management learning needs can only be acquired from 
managerial competency and training requests (Agut & Grau, 2002). Besides, highly 
competent training is usually derived from an informal and sophisticated network 
(Jameson, 2000). Furunes (2005) explored the efficacy of alternative training 
approaches for workers to meet their performance goals as a form of best practices 
adopted by managers. The organisation’s learning strategy improves processes, solves 
problems, gains acceptance from participants, establishes interpersonal skills, and 
maintains knowledge. The methods of training need to be compatible with the group 
and individual training process. In summary, the theory of knowledge contends that  
hospitality’s capacity and capability is dependent on learning (Dosi, Faillo, & Marengo, 
2008).

Learning Mechanism 

Accumulation of Experience

The accumulation of experience indicates that historically, experience is organisational 
learning-oriented and stored in routines (Levitt & March 1988).  Closely linked 
to current habits and acts, experience-based learning either has difficulty drawing 
or avoiding inferences about casualties. Levinthal & March (1993) indicated the 
possibility of myopia in an organisation due to skill traps and superstitious learning. 
The tendency to follow current operating processes in response to problematic 
situations further adds to learning disabilities. Prencipe & Tell (2001) found that 
hospitality capability is dependent on organisational learning routines.
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Articulation and Codification 

Knowledge articulation is a cognitive dimension of the organisational learning 
process. The procedural nature of organisational learning indicates substantive 
rationality or logic of consequences involved (Wu, 2010). The employee must be 
able to express opinions, beliefs, and develop a vision. In addition, the development 
of metaphors and analogies as well as cognitive processes that rely on a more global 
effect, influences the articulation of information in the learning process and increases 
the organisation’s capacity. Winter (2003) explored the likelihood of further cognitive 
contributions being made in the codification process by organisations. The extension 
of articulation is codification. Knowledge codification enables external learning to 
be created. When individuals within an organisation codify mutual expertise in 
codebooks for acts and performance, the condensation process is correlated with 
initiatives and high costs (Cohendet & Edward Steinmueller, 2000).

Table 1. The learning process as identified by Helfat & Peteraf (2003) and Winter (2003) 

The organisational learning process (capability)

Experience accumulation Knowledge articulation and 
codification 

The learning process can be broken down to different activities
Learning 
typology

Learning 
outcomes

–  Gathering experience by doing 
something (learning process)

–  Gathering experiences from using 
different things (learning process)

–  An experience through co-creation 
and interaction (learning process)

–  Expert and experiential knowledge 
in individual

–  Learning by reflecting and 
thinking 

–   Discussing and confronting 
(learning process)

–  Writing, re-writing and 
implementing replicating and 
adapting (learning process)

–  Symbolic representation and 
communication, Improved 
understanding of actions or 
performance and codified manual 
procedures 

 Organisational Learning in the Hospitality Industry

The organisational learning concept has been embodied in the learning standards 
of any organisation (Fiol & Lyles, 1985). New business and educational platforms 
are keenly interested in organisational learning as a theoretical paradigm and 
social technology (Kilmann, 1996). In particular, decision-makers and learning 
practitioners strive for continuous fine-tuning of issues and knowledge utilisation in 
a dynamic competitive climate (Kiernan, 1993; Morgan, Katsikeas, & Appiah-Adu,  
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1998). However, the concept has been mutually developed since the pioneering work 
and is currently positioned as an imperative construct that reframes the exploration 
of new possibilities and exploitation of old certainties (March, 1991; Goh, Elliott, 
& Quon, 2012). Therefore, it has been considered as a learning behavior that refers 
to obtaining information and deducing uncertainties (Sullivan & Nonaka, 1986). 
Namada (2018) also confirmed that sources for behavioural learning can be internal 
and external: internal refers to experiences of operational personnel and external refers 
to collaborations with other organisations and customers. In addition, organisational 
learning also involves various phases such as exploratory, transformative and 
exploitative (Dixon, 2017). The experiences of various operations can be sourced 
internally and externally through collaborations with suppliers and customers (Sohi 
& Sohi, 2016). The transformative stage refers to transforming knowledge into 
applicable practices while the exploratory stage refers to the acquisition of knowledge 
(Andreou, Louca, & Petrou, 2016). The first two phases complement each other to 
the extent that knowledge exploration will limit the positive influence of exploratory 
learning (Segarra-Ciprés & Bou-Llusar, 2018). 

Furthermore, hotels store knowledge which is accumulated over time and stored 
in their procedures, rules, and forms. Similarly, the hospitality industry emphasises 
learning as a trade-off between exploitation and exploration (Alegre & Chiva, 
2013). Accordingly, the trade-off between exploration and exploitation provides the 
contradiction between short- and long-term learning concerns in terms of gaining 
individual and collective knowledge (Minton, 2012). Organisational learning ensures 
values are diffused to the employee through instructions and exemplified within the 
organisation (Goh & Ryan, 2002). In the same way, hospitality learning policies 
promote both individual and organisational learning through knowledge sharing. 
Organisational learning literature has grown exponentially in recent years in the area of 
developing knowledge and learning practices within an organisation (Bontis, Crossan, 
& Hulland, 2002; DiBella, Nevis, & Gould, 1996; Nwankpa & Roumani, 2014). 

De Weerd-Nederhof et al. (2002) examined the ordinary experiences that influence 
employee’s behavior and improve learning in four sub-processes. Firstly, the acquisition 
that refers to obtaining new information and knowledge. Secondly, knowledge 
distribution whereby knowledge is shared among employees. Thirdly, knowledge 
interpretation whereby information is transformed into new knowledge and the fourth 
sub-process refers to the storing of the information and knowledge for future (Choi 
& Cho, 2000; Hallin & Marnburg, 2008; Nieves & Segarra-Ciprés, 2015). Overall, 
learning organisations are frequently faster and flexible to overcome new challenges and 
maintain long-term competitive advantages. In developed countries, hospitality players 
who follow organisational learning trends are often representatives of organisational 
effectiveness as well (Gjelsvik, 2002).  His work also showed that a lack of career 
opportunities affects the learning environment and leads to high turnover. 
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A longitudinal study by Bayraktaroglu & Kutanis (2003), looked at hospitality 
organisations that transitioned into learning organisations. Yang (2009) found that 
double-loop learning, and deuteron-loop learning has not been formalised and must 
be further promoted to improve organisational learning between sales and marketing 
workers through continuous updates.  Learning also involves specific approaches to 
improve comprehension and behavioural improvements. Aksu & Özdemir (2005) 
highlighted the supervisors’ important role in promoting training in hospitality 
facilities through dialogues with colleagues and team orientation. Overall, past 
studies on organisational learning illustrate the need to better understand factors that 
influence the continued success of learning and growth within the hospitality industry. 
Bayraktaroglu & Kutanis (2003) compared organisational learning to corporate 
memory, which involves training, assimilation and operations inside and outside the 
company. 

Intuition

Interpretation

Organisational Learning Process

Acquisition/
Gathering 
Knowledge

Assimilation
Exploitation/
Application

Transformation/
Sharing 

Knowledge

Integration

Institutionalisation

Individual-
Group

Group level

Group-
organisational 

level

Group-
organisational 

level

 
Source: Alonso-Almeida et al. (2016)

Figure 1. Organisational learning process
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The hospitality industry needs to capture and internalise both internal and external 
knowledge for business sustainability (Ruhanen, Breakey, & Robinson, 2012). Some 
international chain hotels have considerable experience in the field of organisational 
learning and are making great progress in this field (Aizpurúa, Saldaña, & Saldaña, 
2011). One of the traditional ways of measuring organisational learning has been 
learning experience curves and learning curves (Yelle, 1979). The learning process varies 
for the individual, group and organisation. According to the organisational learning 
process (Figure 1), there are four aspects: intuition, interpretation, integration, and 
institutionalisation. Under intuition, the learning process looks at individual-group 
knowledge acquisition from all perspectives such as socialisation, external, internal as 
well as group and organisational level. Besides, interpretation refers to the group-level 
knowledge of assimilation through a combination of socialisation and externalisation. 
On the other hand, integration refers to the process through which mutual inter-
personal comprehension is reached and action is coordinated by consent; and lastly, 
institutionalisation, the stage in which routine action is assured and the organisation 
capitalises on its members’ learning (Jerez-Gomez et al., 2005). Also, knowledge 
transformation takes place at the group-organisational level from all perspectives. 
Finally, exploitation takes place at the organisation and inter-organisational level 
through externalisation and combination. 

LEVEL

LEARNING STAGE

Individual

Individual 
Knowledge

Collective 
Knowledge

Acquisition

Group

Transfer

Organisational

Integration

Source: Jerez Gomez et al. (2005)

Figure 2. Organisational learning process

According to Jerez-Gomez et al. (2005), organisational learning as a method has 
three major aspects. The first aspect is acquisition which becomes an organisation’s 
main strategic source. Shrivastava (1983) showed that organisational learning goes 
beyond individual learning and has a collective meaning. Even before entering an 
organisation, the acquisition of information can be accomplished at the individual level. 
It is also believed that the primary source of information can be individuals and their 
knowledge can be shared or communicated to achieve an organisational goal. Enberg 
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(2012) has also explored the function of incorporation of information by collaborating 
with internal and external collaborators, colleagues, and competitors. There are four 
conditions necessary to build learning skills effectively. Firstly, management must 
provide definitive support to organisational learning by assisting all workers in the 
process (Williams, 2001).

The second involves the consciousness of life, which makes it possible for the entity 
to be part of the system so that each participant can contribute to a satisfactory outcome 
(Kim, 1993). Second, an entity must build information based on individually acquired 
knowledge (Engestrom, 1999). Finally, adapting to changes in the structure that has 
been developed is important to allow learning to be a heterogeneous source among 
organisations (Goh & Richards, 1997). Where possible, the company, in order to look 
for a more creative alternative method, must focus on the appropriate level of learning.

Methodology

The present study employed a systematic analysis, in which the practical and 
applicable work for a given problem can be defined, assessed, and interpreted (Basten 
& Haamann, 2018). The following stages were adopted in performing this review: 
planning revisions, identification of research, collection of primary studies, and 
clarification. A search for the term “organisational learning” on science databases 
resulted in an extensive list of 1080 publications for the period 1990–2019. The list 
was narrowed down to 105, focusing on articles that received average citation and 
carried the term “learning” in the title or keyword. In the final stage, 98 articles were 
finalised as the sample, consisting of review, conceptual, and empirical papers.

Measures

Some scholars have demonstrated that organisational learning derived from an 
evolutionary and adaptive process of strategic learning development is beneficial for 
operational effectiveness (Hurcomb & Chapman, 1997; Chiva & Alegre, 2009). The 
impending learning might be achieved by engaging in a mechanism for learning plans 
that can be imposed as learning outcomes (Chiva & Alegre, 2009; Ulrich, Jick, & Von 
Glinow, 1993). Two forms of organisational learning have been acknowledged, i.e., 
competencies acquired from strategic mechanisms and learning process: utilitarian 
and psychological (Okumus, 2003). According to Chiva & Alegre (2009) as well as 
Sepúlveda, Maza, & Mantecón (2008), organisational learning includes some other 
aspects such as experimentation, risk-taking, interactions with internal and external 
parties and participative decision-making. Studies on organisational learning have also 
unravelled some relevant insights that are strong and sufficiently analysed. Besides, 
it is widely accepted in literature as an essential element to successfully compete 
in the global market (Chiva et al., 2007).  In literature, organisational learning is 
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identified and measured using different constructs and facilitating factors (Bhatnagar 
& Sharma, 2005; Goh & Richards, 1997). With regard to learning capability, the 
constructs’ scales vary according to different researchers.  For instance, Hult & Ferrell 
(1997) used four disciplinary constructs such as team-oriented, system-oriented, 
learning-oriented, and memorisation. Using a synthesis analysis, organisational 
learning factors were simplified into a set of constructs for learning (Gatignon, 
Tushman, Smith, & Anderson, 2002) which are experimentation, interaction with 
the external environment, risk-taking, dialogue, and participating decision-making. 
There are also various researches and case studies that have conducted in-depth 
investigations to explore the inherent complexity of organisational learning. 

Table 2. Relevant organisational learning literature

Authors 
Research 
keywords

Methodology Findings/Implications 

Gomes & 
Wojahn 
(2017)

del Mar 
Alonso-
Almeida, De 
La Soledad 
Celemín-
Pedroche, 
Rubio-
Andrada, & 
Rodríguez-
Antó (2016)

Altinay, 
Madanoglu, 
De Vita, 
Arasli, & 
Ekinci (2016)

Organisational 
learning, innovation, 
and organisational 
performance 

Organisational 
learning, 
learning enablers, 
contingencies factor, 
internal and external 
drivers 

Organisational 
learning, capability 
and growth

Secondary data from 92 
small and medium-sized 
enterprises in Brazil 

Data collected from 370 
five-, four- and three-
star hotels in Spain. 
Secondary data used 
for longitudinal study 
approach 

N=350 among 
small entrepreneurs, 
including hotels 
and restaurants. 
Quantitative design 
employed

Build up the relationship 
between organisational 
learning, innovation, and 
performance. Transfer and 
integrate knowledge to 
modify behavior to reflect the 
cognitive situation

Internal and external drivers 
are cultural and technological 
enablers that determine 
the level of organisational 
learning attained 

Investigated the interface 
between organisational learning 
and entrepreneurial orientation. 
Articulated about the current 
market situation in developing 
countries characterised in an 
uncertain environment
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Authors 
Research 
keywords

Methodology Findings/Implications 

Chadwick & 
Raver (2015)

Sok, O’Cass,  
& Sok (2013)

Hustad & 
Arntzen 
(2013)

Malik,  
Sinha, & 
Blumenfeld 
(2012)

Tajeddini 
(2011)

Goal orientation, 
organisational 
learning, and 
emergence 

Marketing, learning, 
innovation, and 
capability

Learning 
management system, 
social learning 
management system

Quality management 
capability, market-
based organisational 
learning

Learning orientation, 
new service 
development

Review the literature of 
organisational learning 

350 firms participated 
and 171 valid 
questionnaires 
collected

Secondary data and 
institutional surveys 
conducted among 
students and  
professors

A study using a 
qualitative design 
was conducted with 
HR and industrial 
relations managers, 
CEOs, operational or 
functional heads, union 
delegates, employees, 
and their immediate 
supervisors. N=41

Quantitative research 
with 480 hospitality 
managers, and business 
owners. 

Organisational learning 
and achievement goal 
theories answer the question 
why learning emerges in 
organisations by depicting how 
individuals’ interpretations 
of achievements lead them to 
actively seek or avoid learning 
opportunities in their daily 
work settings.

The results indicate that 
learning is positively related 
to performance

Adoption of learning 
management systems (LMSs) 
and social networking 
technologies (SNTs) in higher 
education has begun to 
change the way learning and 
teaching takes place

Developed market-based 
organisational learning 
capability in business process 
outsourcing firms

Combined interrelationships 
of customer orientation 
and learning orientation are 
indicative performance for 
new product and service 
development

Table 2 (con’t)
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Table 2 (con’t)

Authors 
Research 
keywords

Methodology Findings/Implications 

Camisón & 
Villar-López 
(2011)

López-
Cabrales et  
al., 2011

Hu, Horng,  
& Sun  
(2009)

Yang (2009)

Tajeddini 
(2009)

Kyriakidou  
& Gore  
(2005)

Organisational 
memory, learning 
capability, and 
innovation

Human capital, 
learning organisation 
and human 
management strategies

Knowledge sharing, 
team learning, 
innovation

Knowledge sharing  
and learning

Learning orientation, 
new product 
development,  
business  
performance

Secondary data from 
Spanish industrial 
database (SAIB). 
N= 175 completed 
questionnaires

R&D departments, 
secondary data used for 
managers
N=87

Quantitative research 
with 1260 employees 
from 35 international 
hotels in Taiwan

Quantitative research 
based on primary data 
from 499 hospitality  
HR managers in  
Taiwan’s hospitality 
industry

Sample of Swiss 
hospitality managers  
and owners

A qualitative study based 
on semi-structured 
interviews with owners 
of hotels (guesthouses), 
restaurant, pubs, visitor 
attractions and leisure 
operations (N= 89)

Organisational memory 
and learning capability as 
antecedents to non-technical 
innovation, comprising 
organisational and marketing 
innovation, and their effect 
on sustained competitive 
advantage within a capability-
based view (CBV)

Knowledge sharing and 
team culture/team support 
can motivate and empower 
individuals to innovate in an 
organisation

Knowledge sharing on media, 
face-face mentoring and 
training, and organisational 
learning

Learning orientation in 
hospitality industry leads to 
new service development and 
performance

Vital role of knowledge 
and learning practice and 
information flows in sharing 
and collaborative settings 
have significant managerial 
implications
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Authors 
Research 
keywords

Methodology Findings/Implications 

Frechtling 
(2004)

Espinosa, 
Cummings, 
Wilson, & 
Pearce (2003)

Bunderson 
& Sutcliffe 
(2003)

Bayraktaroglu 
& Kutanis 
(2003)

Zollo & 
Winter 
(2002)

Knowledge transfer, 
management, and 
learning process

Joint ventures, 
knowledge sharing, 
knowledge transfer,
strategic dynamic

Management team 
learning orientation

Organisational 
learning and learning 
organisation,
transforming 
knowledge

Learning evaluation, 
operational routines, 
dynamic capability

Educators, marketers, 
and journal editors, 
and members of TTRA 
(N=487) from tourism 
and hospitality-based 
organisations in the  
USA

Combination of 
quantitative and 
qualitative case studies 
selected by authors 
(N=1131)

Longitudinal case  
study of renaissance 
hospitality in Istanbul 
(N= 39)

Qualitative reproach 
design

The findings suggest that 
knowledge transfer takes place 
in a knowledge generator in the 
academic community. It also 
takes place amongst managers 
and operators in public and 
private sectors responsible 
for tourism and hospitality 
development. 
The study examined 
implications of scholarly work 
in the tourism and hospitality 
field of three groups: educators, 
marketers, and managers.

Joint ventures foster learning 
and knowledge transfer; an 
advantage for strategic alliances

Findings show that contextual 
learning share a superordinate 
identity, experience and 
learning processes and 
outcomes

Transforming hospitality 
and its operation to become 
learning oriented requires 
employee motivation and 
mental transformation towards 
new priorities

(1) Organisation experience 
articulation (2) knowledge 
articulation, and (3) knowledge 
codification processes in the 
evolution of dynamic, as well as 
operational routines

Table 2 (con’t)
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Authors 
Research 
keywords

Methodology Findings/Implications 

Agut & Grau  
(2002)

Argote, 
Ingram,  
Levine, & 
Moreland 
(2000)

Knowledge assessment 
and management 
learning

Knowledge transfer, 
learning from 
experience

Quantitative design 
with hospitality and 
restaurant managers 
(N=80)

Both qualitative and 
quantitative design

Managerial learning and 
efficiency capability using 
assessments of competencies 
provide better information and 
manage training for continuous 
improvement

Knowledge include tools, 
routines, social networks, and 
transitive memory systems

Findings and Discussion

Organisational learning is intended to promote learning and literacy factors 
(Fang et al., 2011; Haibo, Liluo, & Wenquan, 2009). The hospitality industry, 
therefore, mainly fulfils the need for lodging, food, and other facilities through the 
management process. This industry encompasses a wide variety of service industries 
such as tour and travel agencies and convention organisers. The common strategies 
of the hospitality industry are dominated by a service process that is learning-based 
or learning-intensive due to the significant influence or use of internal and external 
communication (Li, Gray, John Lockwood, & Buhalis, 2013). The rapid development 
of the hospitality industry has necessitated a continuous learning environment that 
can sharpen employee knowledge for organisational growth (Goh & Ryan, 2002). 
Thus, the standard of service quality is sometimes dependent on employee efficiency 
in delivering the service. In turn, employee efficiency is linked to service-oriented 
learning and practices through acquired knowledge, experience, and competencies 
(Maurer, 2002; Morsy, Ahmed, & Ali, 2016).

Consequently, organisational learning is vital and essential for the hospitality 
industry’s productivity and performance. Organisational learning acquires knowledge 
(academic and practical) via experiments, exercise, sharing, meeting, and group 
discussion (Dixon, 2017). From the front of the house to the back of the house, an 
employee requires learning practices to grow and progress productively. Moreover, 
organisational learning determines hospitality efficiency in the market and fulfills 
customer demand creatively due to their knowledge-oriented work (Ling, Dong, 
Guo, & Liang, 2015). For instance, organisational learning can enhance a hospitality 
employee’s skilfulness for competitive services such as service setting and service 

Table 2 (con’t)
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delivery. So, it is highly critical to incorporate organisational learning in the hospitality 
industry (Yim King Penny, 2007). In this regard, customer retention is guaranteed 
with satisfactory service and facilities.

Some of the more attractive ways of learning can be training activities, effective 
leaders, monitoring, group meeting, international visits to other countries to gather 
ideas for consideration (Anderson, Fok, & Scott, 2000). Comparatively, the hospitality 
industry is a knowledge persuasion sector that requires knowledge to be practiced and 
implemented effectively compared to other industries. The reason being, the ever-
evolving customer, as well as any unforeseen rise in demand which can lead to challenging 
situations that require problem-solving.  Canina, Enz, and Harrison (2005) confirmed 
that agglomerations profit from the competitive advantage surrounding the strategic 
nature of business clusters that can be found in the lodging industry. According to 
the agglomeration theory, cluster competitive hospitality players demonstrate similar 
geographic characteristics, especially in the service industries where the clusters are 
located in the same location. The present findings reveal that the world’s hospitality 
leaders are not aware that tacit awareness is vibrant and continuously evolves as a tool 
for cooperation or joint projects.

Ingram & Baum (1997) examined the link between the operational experience 
of an organisation and its failure rate and found that perceptions of the hospitality 
industry are limited in long-term organisational learning. In fact, overdependence on 
just routines raises failure rates. The results also indicate that the cumulative operating 
industry experiences can influence failure rate at the time of entry. In other words, 
during entry-level, industry experience can help lower failure rate. Competitiveness has 
only a marginal effect on company failure. The present findings recommend the need 
for a more open and inclusive understanding of learning, which means seeking new 
ways of coordinating hospitality operations. In other words, new markets need to gain 
information for effective potential growth. 

Conclusion

Hospitality professionals are ideally qualified to foster organisational learning by 
specialising in coaching. To succeed, though, they should not only expand on old 
methods but also build new learning processes. Any of these essential processes can 
be extrapolated to the literature on organisational learning. Human resources should 
aim to reframe learning to meet new challenges. The theoretical implications of the 
study highlight possible outcomes that can be retrieved from previous literature. 
The present study establishes the conditions for effective learning in the hospitality 
industry, including employee knowledge, skills, information management, and long-
life learning, communication, and leadership (Anantatmula & Kanungo, 2006). 
Besides, organisational learning enhances the knowledge and skills of employees to 
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facilitate new ideas and rapid growth in the market. Organisational learning also 
inspires individual learners and determine their capability (Nübler, 2014).

Furthermore, managerial implications indicate that organisational learning should 
apply whatever is learned. The continuous learning process and practices always assist 
in practical work. Notably, international chain hotels are more prone to pursuing 
learning and regard the process as an essential component of their development. 
Future research directions can look at facilitating factors and outcomes of learning. 
Leadership approaches, knowledge utilisation, technical expertise of employee, 
functional quality, loyalty, employee efficiency, training, research, and development are 
all facilitating factors of organisational learning (Hossain et al., 2019). Consequently, 
learning outcomes can take the form of management and information, research and 
skill, leadership, and efficiency. On the other hand, organisational learning can also be 
implemented in other fields, such as restaurants and tourism destination management.

Open Access: This article is distributed under the terms of the Creative Commons  
Attribution License (CC-BY 4.0) which permits any use, distribution and reproduction  
in any medium, provided the original author(s) and the source are credited.
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