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CHAPTER 3:  REVIEW OF RELATED 
LITERATURE 

 

INTRODUCTION 

The term „literature‟ refers to the analysis of textbooks or manuscripts. 

Although many people rightly associate literature with novels and 

poetry, in research the term is more specific. In terms of a literature 

review, „the literature‟ means the works the researcher consulted to 

understand and investigate the research problem. A literature review 

therefore is all account of what has been published on a topic by 

accredited scholars and researchers. It is a critical look at the existing 

research that is significant to the work that the researcher will be 

carrying out. It involves examining documents such as books, 

magazines, journals, dissertations and or thesis that have a bearing on 

the study being conducted. This chapter analyses the importance of 

literature review in research. It also expounds on the qualities of an 

effective literature review and guidelines in writing the literature review.  

 

Importance of literature review in research 

Literature review is essential in research. This is due to the following: 

• It sharpens and deepens the theoretical foundation of the research. 

Literature review enables the researcher to study different theories 

related to the identified topic. By studying these theories, a 

researcher gains clarity and better understanding of the theoretical 

foundations related to the current research. 

• It gives the researcher insight into what has already been done in the 

selected field, pinpointing its strengths and weaknesses. This 

information guides the researcher in the formulation of a theory that 

aims at addressing the identified gaps. 

• It enables the researcher to know the kind of additional data needed 

in the study. This helps avoid duplication of work.  

• An understanding of previous works helps the researcher develop a 

significant problem which will provide further knowledge in the field 

of study. It also helps in delimiting the research problem. This is 
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through portraying what has already been done and what would be 

useful to focus on in the current study 

• Wide reading exposes the researcher to a variety of approaches of 

dealing with the research issue. This contributes to a well-designed 

methodology. The researcher can avoid methods indicated in the 

literature to have failed and adopt new approaches. This will result 

in a significant study. 

•    It helps in developing an analytic framework or a basis for analysing 

and interpreting data. 

• It exposes the researcher to contemporary knowledge in the area of 

study 

 

QUALITIES OF AN EFFECTIVE LITERATURE REVIEW 

The following are qualities expected from all effective literature review. 

 It is critical, organised and analytical in orientation. In an 

effective study, the literature review is used to analyse issues such 

as: whether the hypotheses in the studies reviewed were logically 

formulated. The methodology used in the studies and the quality of 

interpretation of the findings are also analysed. Other issues 

addressed by the researcher while reviewing literature relate to the 

sampling procedures adopted, and their appropriateness for the 

study. The interpretation of data particularly on whether it is based 

on logical deduction of findings is also examined. An investigation 

is also made on research findings and their statistical significance. 

The applicability of the research findings to a wide population is 

discussed. 

 It justifies the need for the study. An effective literature review 

identifies the gaps in the studies quoted. By identifying these gaps 

and highlighting the identified controversies, it helps to indicate that 

further research needs to be carried out on the identified topic. It 

also points out how the current study will contribute positively 

towards filling the identified gaps. 

 It highlights the relationship between the past and the current 

study. An effective literature review links the current study with 

past studies. It evaluates and shows the relationships between the 
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work already done by other scholars and the researcher‟s work. 

This link brings consistency and continuity in relation to the 

identified topic. 

 It puts the research problem into perspective. By quoting and 

analysing various studies related to the selected topic, the 

literature review helps define the research problem. It also acts as 

a guideline in assessment of the research questions. 

 

GUIDELINES IN FORMULATING AN EFFECTIVE LITERATURE REVIEW 

The following techniques are essential in reviewing literature: 
 

a) Identify key issues to be addressed by the literature review. 
Before the researcher begins to search for articles and materials 
relevant to the research topic, he/ she should identify the key issues 
that will guide the literature search. These key issues can be 
formulated by the researcher clearly identifying the research topic, title 
and the relationship between the independent and dependent 
variables. The objectives of the study should also be identified. The 
researcher should also be certain of the specific problem the literature 
review will help address. The researcher should know what type of 
literature review he/she is conducting. That is, does it deal with issues 
of theory, methodology, policy or social issues?  
b) Formulate a preliminary statement of the research problem. The 
researcher should formulate a preliminary statement. This will assist 
the researcher to be focused in material selection. For example, what 
are the causes and effects of abortion on the education of female 
students in secondary schools and colleges? What has been done and 
can be done to assist these students? After the preliminary statement, 
the researcher can now begin to identify sources of information 
relevant to the research topic. 
c) Identify sources of information. The researcher needs to identify 
books, articles, professional papers and other relevant publications 
that relate to the research title and the research problem. There are a 
wide variety of sources available for locating articles for the review of 
literature. Many of these sources are available in the libraries. The 
internet can also be used to locate articles. Some of the sources of 
information include journal articles. These are good especially for up-
to-date information. They are frequently used in literature reviews 
because they offer a relatively concise, up to date format for research 
and because all reputable journals are peer reviewed and refereed 
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(that is, editors publish only the most relevant and reliable research). 
Books offer a good starting point from which to find more detailed 
sources. Conference proceedings are useful in providing current 
research findings or research that has not been published. Information 
can also be gathered from government/corporate reports. Many 
government departments and corporations or commissions carry out 
research. Their published findings can provide a useful source of 
information, depending on the researcher‟s field of study. Newspapers 
can also offer useful information about recent trends, discoveries or 
changes, e.g., announcing changes in government policy: Specialized 
magazines are very useful (for example business magazines for 
management students) in providing general information about new 
discoveries and policies. Theses and dissertations can be useful 
sources of information. The researcher should identify the source of 
the literature review. He/ she should be clear on what types of 
publications will be used (for example, journals, books, government 
document). The researcher should also identify the discipline he/she is 
working in (Tourism, Hospitality, Travel, Recreation, Marketing, and 
Accounting) this will hasten the search for materials. 
 
d) Critically analyse the article identified. After identifying the 

articles to be used, the researcher should critically analyse each book 

or article selected by reflecting on the following: 

 Has the author formulated a problem/issue? Is it clearly defined? 

Is its significance clearly established? 

 Has the author evaluated the literature relevant to the 

problem/issue? 

 Is there an objective basis to the reasoning or is the author merely 

„proving‟ what he or she already believes? 

 How does the author structure the argument, for example does it 

establish cause effect relationships? 

 How does the book or article relate to the specific objectives or 

questions the researcher is attempting to study? 

To answer these questions, the researcher should read the article‟s 

abstract or summary. This will enable the researcher to deduce how 

applicable the article is to the current study. In the selection of articles, 

the most recent works on a subject a must be identified. This shows or 
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demonstrates how the researcher is conversant with current trends in 

knowledge in the subject area. 

e) Classify and code the article. The researcher should abstract and 

code each relevant article based on a system of his /her devising. This 

includes taking notes and paraphrasing any relevant literature that the 

researcher would want to include in the literature review. The 

researcher should mark these notes with some codes for easy 

retrieval. This involves putting the code on an index card or on the 

photocopied article (if you photocopied it). The researcher should add 

on the coded article any thoughts that come to his/her mind about the 

article. The author should indicate any statements that are direct 

quotations (use quotation marks and also jot down the page number). 

The researcher should keep personal reactions separated from direct 

quotations. The details of the source e.g., author, title, date of 

publication and the publisher should be indicated. 

f) Create an outline for the review. To create an outline of the 

literature review, the researcher should identify the main points in the 

order they should be presented. The article codes will assist in all this. 

The researcher should also differentiate each main heading into logical 

sub-headings. Points that are similar should be grouped together. 

g) Synthesise the information gathered. The researcher should 

synthesise the information gathered before writing the literature. This 

involves analysing each reference in terms of the research variables. 

The researcher should also analyse all references identified for the 

relationships or differences between them. 

h) Write the review of related literature. Saunders, Lewis, & Thornhill 

(2007) indicate that in reviewing literature, the author should do the 

following: 

 Select studies that relate most directly to the problem at hand. 

 Tie together the results of the studies so that their relevance is 

clear 

 Indicate that the research area reviewed is incomplete or requires 

extension. 

 Organise the review along major points relevant to the problem. 

 Give the reader some indication of the relative importance of the 

results from the studies reviewed. 
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One way of reviewing literature in an organised manner is by reviewing 

it according to the objectives. The researcher selects an objective and 

reviews information related to the achievement of that particular 

objective under the subheadings of the objective itself. The objectives 

provide guidelines of what should be put under them and how it should 

be. 

 

EVALUATION 

After carrying out the review and writing, the researcher should reflect 

on the following: 

a) How effective was the information search? To answer this, the 

researcher should reflect on whether the search was wide enough 

to ensure he/ she had found all the relevant material. The 

researcher should also reflect on whether the search was narrow 

enough to exclude irrelevant material. The researcher should also 

reflect on whether the number of sources used was appropriate in 

tackling the issue under discussion. 

b) Has the literature been critically analysed? The researcher should 

find out whether he/she has followed through a set of concepts and 

questions, comparing items to each other. The researcher should 

find out whether instead of just listing and summarising items, 

he/she has assessed them, discussing their strengths and 

weaknesses. 

c) Will the reader find literature review relevant, appropriate, and 

useful? The researcher should also reflect on the relevance of the 

information given to the readers. 

d) Does the literature help clarify the research problem? The literature 

should help put the research problem into perspective. 

 

ORGANISATION OF LITERATURE REVIEW 

There are different ways of organising literature which include the 

following: 

 Chronological (by date): This is one of the most common ways, 

especially for topics that have been talked about for a long time 

and have changed over their history. Organise it in stages of how 

the topic has changed: the first definitions of it, then major time 
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periods of change as researchers talked about it, then how it is 

thought about today. 

 Broad-to-specific: Another approach is to start with a section on 

the general type of issue you are reviewing, then narrow down to 

increasingly specific issues in the literature until you reach the 

articles that are most specifically similar to your research question, 

thesis statement, hypothesis, or proposal. This can be a good way 

to introduce many background and related facets of your topic 

when there is not much directly on your topic but you are tying 

together many related, broader articles. 

 Major models or major theories: When there are multiple models 

or prominent theories, it is a good idea to outline the theories or 

models that are applied the most in your articles. That way you can 

group the articles you read by the theoretical framework that each 

prefers, to get a good overview of the prominent approaches to 

your concept. 

 Prominent authors: If a certain researcher started a field, and 

there are several famous people who developed it more, a good 

approach can be grouping the famous author/researchers and 

what each is known to have said about the topic. You can then 

organise other authors into groups by which famous authors' ideas 

they are following. With this organisation it can help to look at the 

citations your articles list in them, to see if there is one author that 

appears over and over. 

 Contrasting schools of thought: If you find a dominant argument 

comes up in your research, with researchers taking two sides and 

talking about how the other is wrong, you may want to group your 

literature review by those schools of thought and contrast the 

differences in their approaches and ideas. 

 

CHALLENGES FACED IN THE FORMULATION OF A LITERATURE REVIEW 

There are many challenges researchers encounter while writing the 

literature review. These include the following: 

 Failure to connect the reviewed studies with the current study. 
Some literature reviews are simply listings of all pieces of literature 
after the other without any discussion and analysis. The researcher 
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hardly relates the studies to his/her study. These make the studies 
unrelated to the current study. The researcher should show the 
relationship between the works of different researchers, showing 
similar ties/ differences and how each set of studies, theories or 
methodologies in the previous research impacts on his/her study. 

 Poor presentation. Some researchers create too many paragraphs 
in their work by treating each article in a separate paragraph. This 
makes the work disjointed particularly if separate paragraphs are 
addressing a similar point. The researcher should ensure that 
similar points are grouped together or combined. Some 
researchers start each article with the name of the researcher. This 
repetition can become tiresome for readers. This can be varied by 
quoting the author after writing about the article. Some researchers 
devote the same amount of space to each study without regard to 
importance or relevance. The review should be organised 
according to major points relevant to the research problem. Some 
results have more bearing on the problem than others and should 
be expounded on adequately. 

 Large quantities of studies to review. Some researchers attempt to 
read and review all the materials related to their topic. This is 
impossible. The idea of the literature review is not to provide a 
summary of all the published work that relates to one‟s research, 
but a survey of the most relevant and significant works. The 
researcher should therefore read abstracts of the selected articles, 
and select materials that are most relevant to his/her study. 

 Lack of documentation. Some researchers read articles without 

writing until they have „finished‟ reading. This at times results in 

forgetting things or omitting important points. A researcher should 

note down important points in the course of reading. 

 Lack of referencing. Some researchers rarely note down the 

references in their work while reading. Some are therefore forced 

while compiling the literature review, to spend many time in the 

library tracking down the references to all the sources that they 

quoted. They may also must go through their writing to find which 

information came from which source. To avoid this, researchers 

should always put references into their writing. 

 Lack of critique. Some researchers blindly accept research findings 

and interpretation without critically examining all aspects of the 

research design and analysis. The researcher should critically 
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analyse the work, pointing out contrary findings and alternative 

interpretations. 

 Failure to review current studies. Some researchers base their 

reviews on works that were carried out over twenty years ago. 

Though these studies may have valid information and cannot be 

ignored, the researcher should attempt to base most of the review 

on current studies. The researcher should make attempts to 

analyse studies carried out less than five years ago in relation to 

his/her study. 

After reviewing literature, the researcher should discuss the identified 

gaps. 

 

 

EXAMPLES OF LITERATURE REVIEW STRUCTURE 

 

Example 1: Kanokanga, (2019): Development of a destination image recovery 

model for enhancing the performance of the tourism sector in Zimbabwe  

 

2.1 Introduction  

The chapter aimed at reviewing existing literature on the topic. It described, 

compared, contrasted and evaluated the major theories, arguments, themes, 

approaches and controversies in the scholarly literature on destination image (DI) and 

performance of the tourism sector. Literature review was also conducted to identify 

gaps in literature with regards to DI and performance of the tourism sector. This was 

done to fill such gap or gaps with new knowledge thereby contributing towards 

extending the frontiers of knowledge in terms of DI recovery and tourism 

performance.  

 

2.2 Theoretical framework 

2.2.1. Theories on destination image 

2.2.1.1 Avraham and Ketter (2016) Multi-step model 

2.2.1.2 Lubbe‟s (2004) Open systems model of public relations in destination image 

development 

2.2.1.3 The stakeholder theory 

2.2.2 Performance theories 

2.2.2.1 Sottentag and Frese (2002) performance theory 

2.2.2.2 The balanced destination theory by Barber & Kaurev (2015) 

2.2.2.3 Assaf and Josiassen (2012) tourism performance model 

2.2.3 Perceptual images of a tourist destination 

 

2.3 Cognitive component  

2.3.1 Affective component  
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2.3.2 Components of destination image  

2.3.3 The hierarchical relationship between cognitive and affective components   

2.3.4 Conative component  

2.3.5 Secondary image   

2.3.6 Primary image  

2.3.7 Organic Image  

2.3.8 Induced Image   

 

2.4.1 Destination image and Performance of the Tourism Sector Globally 

2.4.1.1 Europe 

2.4.1.2 America 

2.4.1.3 Asia 

2.4.1.4 Africa 

 

2.5 Determinants of Destination Image and Performance of the Tourism sector  

2.5.1 Demand (Tourist) Factors as Determinants of DI and Performance  

2.5.2 Supply Factors as Determinants of Destination image and Performance  

 

2.6 Effect of Destination Image on Performance of the Tourism Sector  

2.6.1 Self-Congruence and Destination Choice  

2.6.2 Tourist satisfaction   

 

Example 2: Basera (2019): Factors contributing to the late adoption of quality 

management systems in the hotel sector in Zimbabwe.  

 

CHAPTER 2: QUALITY AWARENESS 

 

2.1 Introduction  

This chapter provides hotel and hospitality industry attributes. It also tackles the 

theoretical foundations underpinning the study and explains theories of quality 

management systems adoption. An analysis of empirical evidence highlighting 

research gaps is also outlined. Different types of quality management systems (QMS) 

and benefits of adopting QMS are explained. The conceptual framework of quality 

awareness in the hotel industry is then presented at the end of the chapter.  

2.2 The Hotel industry 

2.3 Theoretical foundations and research gaps 

2.4 Theoretical framework 

2.4.1 Resource-Based View theory (RBV) 

2.4.2 Contingency/Situational Theory 

2.4.3 Chaos theory 

 

2.5 Level of awareness of quality amongst stakeholder2.5.1 Definition of quality 

2.5.2 Dimensions of product quality 

2.5.2.1. Performance dimension 

2.5.2.2. Features of a product 



109 

 

2.5.2.3. Reliability dimension 

2.5.2.4. Conformance dimension 

2.5.2.5. Durability dimension 

2.5.2.6. Serviceability of a product 

2.5.2.7. Aesthetics of a product 

2.5.2.8. Perceived quality 

2.5.3. Dimensions of service quality 

2.5.3.1. Tangibility of a service 

2.5.3.2. Reliability of service 

2.5.3.3. Responsiveness to customers 

2.5.3.4. Assurance service 

2.5.3.5. Service empathy 

2.5.4. Customer Satisfaction  

2.5.5. Service quality measurement 

2.5.6. Quality gurus and their philosophy 

2.5.6.1. Deming approach to quality 

2.5.6.2. Juran‟s approach to quality 

2.5.6.3. Crosby‟s approach to quality 

2.5.6.4 Feigenbaum‟s approach to quality 

2.5.6.5. Ishikawa‟s approach to quality 

2.5.6.6. Shigeo Shingo‟s approach to quality 

2.5.6.7 John Oakland‟s approach to quality 

2.5.7. Quality guru‟s overall perspective 

2.5.8. Quality management system  

2.5.8.1. Total Quality Management (TQM) 

2.5.8.2. ISO standards 

2.5.8.3. Lean production 

2.5.8.4. Six Sigma 

2.5.8.5 Benchmarking 

2.5.8.7 Continuous Quality Improvement 

2.5.8.8. Business excellence models 

2.5.8.9. Statistical Processes Control  

2.5.8.10. Hazard Analysis Critical Control Point 

2.5.8.11 Assured safe catering 

2.5.9. Benefits of QMS 

2.5.9.1. Customer satisfaction 

2.5.9.2. Continual Improvement 

2.5.9.3. Improve reputation and image 

2.5.9.4. Effective relation with customers and suppliers 

2.5.9.5 Competitiveness in the market 

2.5.9.6. Improve the product quality, organisational effectiveness and efficiency  

2.5.9.7. Employee‟s satisfaction 

2.5.9.8. Communication 

2.5.9.9. Operating Costs 

2.5.9.10. Increase awareness of quality 
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2.6. Conceptual framework 

2.6.1. Conceptual framework of quality awareness 

 

2.7 Chapter Summary 

 

CHAPTER 3: FACTORS AFFECTING THE ADOPTION OF QUALITY 

MANAGEMENT SYSTEMS 

3.1 Introduction  

The adoption of quality management systems (QM in the hospitality industry is 

affected by internal and external factors. This chapter reviews literature on factors 

affecting the adoption of QMS in the hotel industry. The internal factors are reviewed 

first, and then external factors and literature on impact of stakeholders on the 

adoption of QMS in the hospitality industry is also explored. At the end of the chapter 

a conceptual framework is presented linking variables from the literature.  

3.2 Internal factors affecting the adoption of QMS 

3.2.1 Employees 

3.2.2 Management 

3.2.3 Inadequate finance 

3.2.4. Failure to embrace trend technology 

3.2.5. Uncoordinated quality communication 

3.2.6 Failure to embrace change 

3.2.7. Departmentalisation of functions 

3.2.8 Organisational size 

 

3.3 External factors affecting the adoption of QMS 

3.3.1. Political interference 

3.3.2. Dynamic competition 

3.3.3. Technology 

3.3.4. Globalisation 

3.3.5. Regulatory factors  

3.3.6. High exchange rate 

3.3.7. Infrastructure 

3.3.8. Crime and corruption 

3.3.9. Customers 

3.3.10. Best practices 

 

3.4 External stakeholders that influence the implementation of QMS 

3.4.1 Government 

3.4.2 Financial institutions 

3.4.3. Customers 

3.4.4. Authorities and association 

 

3.5 Conceptual framework of internal factors, external factors and stakeholders 

 

3.6 Chapter Summary 
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CHAPTER 4: BUSINESS EXCELLENCE 

 

4.1 Introduction 

Awards of quality were introduced across the world by several forums to honour the 

quality management efforts undertaken by different companies to promote quality in 

the production of goods and services. The notion of Business Excellence (BE) is at 

the core of quality awards and this chapter illustrates the main quality awards 

available in the literature. The Deming prize, Malcom Baldridge National Quality 

Award (MBNQA) and European Foundation for Quality Management (EFQM) are 

explained among many other quality awards. BE is defined from literature highlighting 

the different authors‟ perspectives and the impact of it as a quality management tool. 

Literature on BE in the hospitality is still scant and a review from a wide spectrum of 

industries was adopted. A comparative analysis of the BE models will be illustrated 

from the literature. 

 

4.2 An overview of business excellence 

4.2.1 Deming Prize Model 

4.2.2 Malcolm Baldrige National Quality Award 

4.2.3 The European Foundation for Quality Management 

 

4.3 The Deming Prize, Malcolm Baldrige National Quality Award, European 

Foundation for Quality Management Evaluation Criteria 

4.3.1 Business results 

4.3.2 Leadership and management 

4.3.3 Customer focus 

4.3.4 Employee involvement 

4.3.5 Continuous improvement 

4.3.6 Planning 

4.3.7 Training of employees  

4.3.8 Effective communication 

 

4.4 Zimbabwe Quality Awards 

 

4.5 Business Excellence conceptual framework 

 

4.6 Chapter Summary. 

 

CONCLUSION 

The review of literature is critical in any research work. This is because 

it enables the researcher to study different theories related to the 

identified topic and gain clarity of the research topic. It also enables the 

researcher to know the kind of additional data needed in the study. 
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However, a good literature review is critical, organised and analytical in 

orientation. It also justifies the need for the study and highlights the 

relationship between the past and the current studies. There are varied 

challenges faced by researchers in reviewing literature. These include 

failure to connect the reviewed studies with the current study, poor 

presentation, lack of documentation, lack of critique, and failure to 

review current studies. The researcher should make attempts to avoid 

these mistakes. This is by taking sufficient time to keenly work on this 

section. 

 
 
 
 
 

 


