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Abstract: The health experience is a crucial component of the customer experience that must not be
overlooked. The sustainable development of the hospitality industry is affected by consumers’ health
experiences in many aspects. As a part of the hospitality industry, the hotel industry should pay
attention to consumers’ health experiences. This study uses a systematic review methodology and
concept-based content analysis. The basic review section analyses the overall research trends from
the perspectives of publishing time, publication channels, research themes, theoretical foundation,
and research methodologies. The theme analysis section identifies three source themes that influence
the health of hotel consumers: (1) hotels, (2) consumers themselves, and (3) special events. Based on
the conclusions of the studies in the data set, the relationship between these three types of sources
of influence and consumers’ health is analysed and discussed in combination with social cognitive
theory. Then, two multidimensional frameworks are developed based on these source categories. The
frameworks can be used to explain source categories and impact processes, as well as the relationship
between impact sources and different health categories. Based on the existing research in the data set,
nine valuable research questions are proposed for other researchers’ reference.
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1. Introduction

The phenomenon of the experience economy has already pervaded several aspects of
daily life and has steadily infiltrated diverse domains [1]. Pine and Gilmore [1] pointed out
that the experience economy emerged after the service economy, and the main measure-
ment criterion for products in the service economy is “delivery-focused”. The experience
economy extends the standard for measuring product value from the customer’s perspec-
tive in both directions. That is, it expands the breadth of time for a product to realise its
value and the depth of its meaning [2].

Consumer experience refers to the spontaneous reaction of consumers after being
stimulated by products [3]. As the industry changes over time, new perspectives continue
to emerge [4]. As the concept of experience continues to be segmented, research on
consumer experience has shown a highly personalised development trend [4]. However,
the growth of segmentation research has not only resulted in fragmented concepts and
research perspectives [3] but also resulted in the neglect of consumers’ basic experiences.

Peppers and Rogers [5] pointed out that responding to consumers’ basic needs is a key
element in consumer experience management. This perspective has been clearly illustrated
in some incidents that have occurred in recent years. For example, during the COVID-19
period, the health experiences of hotel consumers were recognised as an important factor
in their overall experiences [6].

Understanding and improving the health experiences of hotel consumers is not only
beneficial to the customers but also to the sustainable development of the hotel industry.
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Firstly, from the perspective of sustainable industrial economic development, satisfying
consumers’ health experiences can promote industrial economic development by influenc-
ing consumer loyalty and satisfaction [7], which, in turn, is conducive to the formation of
an ecosystem in the hotel industry driven by health awareness. Furthermore, industry man-
agers should realize that health-related issues are not only relevant to the industry but also
closely related to the sustainable development of humankind. Among the 17 Sustainable
Development Goals (SDGs) proposed by the United Nations, human health ranks third [8].

However, previous studies have not paid much attention to the health experiences of
hotel consumers, and most information relating to health experiences has been presented
in a fragmented way. Therefore, this study aims to refine and summarise the fragmented
factors from previous studies that affect hotel consumers’ health experiences, with a view
to contributing to sustainable development in the hotel industry and globally.

2. Methodology

This study improved the rigour of its procedures by using a “systematic quantitative
approach” to guide all of the study’s procedures, as suggested by Pickering and Byrn [9].
This method has been adopted by papers published in high-quality journals, including but
not limited to top journals in the tourism and hotel management categories [10,11].

In order to minimise the amount of literature missed during the search process, this
study’s search scope extended beyond titles and keywords to encompass abstracts. The
principle of setting keywords for searches means including vocabulary related to research
background, research objects, and research topics. The research background is strictly
limited to hotels. The research object is hotel consumers (consumer* OR customer* OR
guest* OR traveller* OR tourist*), and the research topic is health. The primary database
chosen for this study was the Web of Science (WoS) and Scopus. The WoS and Scopus
are the main databases commonly used for literature searches in the social sciences, and
they cover high-quality journals in the field of hotel management [11,12]. This study only
searched for English papers published in journals since 2019. The literature search was
conducted on 31 October 2023, and 263 articles were obtained from the WoS and 245 articles
from Scopus. After screening and reading, 55 articles that met the requirements of this
study were finally included in the data set. Figure 1 shows each step of forming the final
data set and the number of articles remaining at each step.
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This study refers to the literature analysis process of Li et al. [11] and analyses articles
in stages through two research methods. The first step is to present the current state of
research on this topic using descriptive analysis within a quantitative research approach.
Vosviewer was used as a tool to conduct keyword co-occurrence analysis. This method
has been applied in some high-quality systematic literature review studies in the field of
tourism and hotel management [4,11]. In total, 519 keywords were extracted from these
55 articles, and there were 67 keywords with a minimum occurrence of 2 times. This study
performed a comparison between the cluster map of unfiltered keywords and the cluster
map after filtering. Theme identification was then conducted based on the result of the
comparison and the cluster recommendations provided by the software. Three themes
were obtained, as shown in Figure 2. In addition, the researchers identified two sub-clusters
based on the keywords under the theme of cluster 1.
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Figure 2. Keyword co-occurrence and cluster distribution.

Following the topic analysis process of Le et al. [10] and Li et al. [11], this study
clustered the articles to distinguish the research progress of each theme over time more
clearly. First, the researchers discussed the types of articles that each cluster should cover
based on the keyword co-occurrence results. The articles were then thematically categorised
by two researchers. The topic classification process consisted of 5 rounds. Two researchers
were required to compare the classification results after each round. If researchers disagreed
on the categorisation of an article and could not agree after discussion, another researcher
needed to be consulted to ensure that a consensus was ultimately reached. The classification
results were imported into Tableau and used to generate Figure 3. It should be noted that
four studies were labelled as having two themes at the same time, so the total number
of studies shown in Figures 3 and 4 is 59. This study adopted a concept-driven thematic
analysis approach. Compared with other thematic analysis methods, this method can more
clearly show the development of the research topic and is conducive to the construction of
the researcher’s conceptual framework [11].
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3. Characteristics of Research on Hotel Impacts on Consumers’ Health
3.1. Research Publication Dynamics

This study analysed the publication trends of the relevant literature regarding the
impact of hotels on consumers’ health since 2019. The results showed that, although the
growth trend in the number of studies on this topic has fluctuated slightly between 2019 and
2023, it generally shows an increasing trend. It is worth noting that, in the past five years,
the number of studies increased the fastest from 2019 to 2020. Based on the distribution
of keyword appearance years shown in Figure 2, it can be inferred that this phenomenon
may be due to the COVID-19 outbreak at the end of 2019. Especially during the peak of
the epidemic, tourism activities decreased because of local policy restrictions [13]. This
phenomenon has attracted the attention of scholars in the field of hotel management [14,15].

3.2. Development Trends in the Research Topic

Figure 2 is constructed based on the co-occurrence frequency and appearance time
points of keywords closely related to the research topic. The circles in the picture represent
keywords in the article, and the diameter of a circle is proportional to the frequency of
occurrence of the keywords. The identification of clusters is guided by social cognitive
theory, which emphasises that individuals and their environments interact and influence
each other [16]. Therefore, the researchers distinguished factors from the external envi-
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ronment and individual consumers in the classification process at first. Then, based on
the identified key information, it was found that the external environment factors were
dispersed into two parts, as shown in Figure 2. One part is hotel-related factors, circling the
“hotel” keyword, and the other part is the external environment clustering factors, circling
the “COVID-19” keyword. Based on the concepts and characteristics of the keywords,
the researchers obtained three theme clusters. Since all studies in the data set are related
to hotels, hotel appears as the most important keyword in the centre of the keyword co-
occurrence map. The three clusters extending outward with hotel at the centre represent the
sources of impact on the health of hotel consumers. Cluster 1 represents influencing factors
directly derived from hotels. Cluster 2 represents the impact of special events. Cluster 3
shows consumers’ personal characteristics, including some other characteristics such as
“homeless” in addition to general demographic characteristics such as “age” and “gender”.

The colour of a circle represents the average year of the publication of the keyword.
The lighter the colour, the more recent the date the keyword appeared. As can be seen
from Figure 2, in the past five years, researchers’ focus has transitioned from the negative
impacts faced by hotel consumers to positive impacts. As a special event, COVID-19 has
affected the overall trend of research on this topic.

3.3. Methodological Nature

The articles included in this study cover three basic categories of general research
methods, namely, quantitative research methods, qualitative research methods, and mixed
qualitative and quantitative research methods. However, it can be seen from Figure 3 that
researchers are more inclined to use quantitative methods to explore the factors that affect
the health of hotel consumers. Among the 55 studies, including 7 studies using mixed
research methods, a total of 49 studies used quantitative research methods, accounting
for 89.1%.

In studies that choose quantitative methods, researchers tend to use a single survey
method to collect data, and the most common survey method is survey by question-
naire [17]. Exploring the relationship and level of influence of variables related to this
particular scenario through a questionnaire would be detrimental to the validity of the
research results [11]. Some research has attempted to restore real scenes through simulated
scenes in the form of pictures or videos [18]. There are also some studies that reduce the oc-
currence of bias by limiting the time of hotel consumers’ last hotel stay experiences [19,20].
In addition, some studies also use field sampling and laboratory testing to obtain survey
data based on their survey methods [21]. Primary data were used in most of the above
studies. However, because of some special backgrounds, some researchers needed to use
secondary data [22].

Researchers who applied mixed research methods usually combined focus groups or
interviews with questionnaires to collect data. Since 2019, research focusing on the health
experiences of hotel consumers has rarely adopted purely qualitative research methods.
There are only six such studies in the data set, accounting for 10.9%. The interview method
is the main data collection method used in these studies, and five articles adopted this
method. Only one article selected online blogs as the data source. All six studies used
thematic analysis in the content analysis method for data interpretation.

3.4. Theoretical Application

This study conducted analyses of the overall theoretical application status of the
relevant research and found that 51.0% of the studies did not mention any theoretical basis.
There are 19 theoretically based studies guided by a single theory. Only eight studies have
multiple theoretical foundations. The overall trend shows a steady upward trend in the
overall number of theory-guided studies. Not only do theory-based studies outnumber
non-theory-based studies in terms of the number of publications per year, but the overall
pace of their development has also widened the gap.
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Stimulus–organism–response (SOR) theory and attachment theory were mentioned
the most. Most of the theories used in the articles come from the field of psychology. These
psychological theories are used to describe the impact mechanism of consumers’ personal
characteristics on their health [23] and the reason why consumers’ health is affected by the
environment [16]. Some sociological theories, especially those related to social psychology,
are frequently used to explain the process and reasons why hotel consumers’ health is
affected, such as social identity theory and terror management theory. Figure 4 shows
the development of theoretical applications in research under different themes. From the
distribution of research numbers in the figure, it can be seen that research with a theoretical
basis accounts for the majority after 2021.

4. Thematic Synthesis

After a content analysis of research on this topic over the past five years, three main
source categories that impact hotel consumers’ health were identified.

4.1. Sources of Impact on Hotel Consumers’ Health

Figure 5 shows the analysis results for the sources of the factors mentioned in the
articles collected in this study that impact hotel consumers’ health. According to social
cognitive theory, individuals interact with their environments through their cognition and
behaviour and are ultimately influenced by both personal and environmental factors [24].
Based on this theory, the researchers began the process of drawing the framework presented
in Figure 5 by considering whether the influences mentioned in the article came from the
consumers themselves or from the environment (i.e., hotels and special events). The results
of this section of the analysis are presented in the nonoverlapping part of the framework
diagram, which shows the underlying characteristics of the impact sources themselves.
Secondly, the researchers focused on the conclusions of the studies and explored the process
by which impacts were generated. The analysis results of this process are shown in the
overlapping part of Figure 5.
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From the perspective of consumers, their inherent demographic characteristics (e.g.,
gender) are some of the sources that affect their health [25]. In addition, influencing
factors from consumers also include some characteristics related to personal health, such
as their basic health status before they stay in a hotel [26] and individual health literacy
levels [27]. The impact of hotels on consumers mainly comes from three aspects, namely,
the services, products, and hotel environment. These features are placed in nonoverlapping
areas because these are basic features of the hotel and will not be affected by consumers or
special events. Hotel products refer to the tangible products provided by hotels, including
products for consumers to use, such as linens [17] and bathtubs [28]. They also include food
and drinks (e.g., milk) provided to consumers by hotels [29]. Hotel services refer to the
intangible products provided by hotels to consumers. Such products are usually considered
to be an important impact source of hotel consumers’ experiences [30]. Services not only
refer to reception services provided by employees [31] but also include some other types of
services. For example, hotels provide health information services to consumers [32], leisure
and health services [33], and just health services [34]. The hotel environment includes both
the visual atmosphere inside and outside, such as the green atmosphere of indoor and
outdoor spaces [35,36] and a sense of ecological design [25]. Hotel environment factors
also include air quality [37], water quality [38], social environments [31], and acoustic
environments [26]. These factors are not visually noticeable but will affect consumers when
they enter the hotel space. Since the data collection time of this study is limited to between
2019 and October 2023, this study identified only one special event that affected hotel
consumers’ health, namely, the COVID-19 pandemic.

Overall, factors affecting hotel consumers’ health come from three different themes:
firstly, the consumers themselves; secondly, the hotel; and finally, special events. Compared
with influencing factors from consumers themselves, researchers pay more attention to
influencing factors from hotels. Within the limited time period of this study, the researchers’
attention to special events affecting consumers’ health was limited to one public health
event, namely, the global COVID-19 pandemic that occurred at the end of 2019.

4.2. Hotel Consumers’ Health

Before explaining the ways in which these sources affect consumers’ health, it is
necessary to understand what dimensions of consumers’ health are affected. The World
Health Organization points out that health should not only be limited to a person’s physical
health but also include an individual’s mental health and social health [39]. Therefore,
when conducting this thematic analysis of the literature, the relevant outcome variables and
conclusions were organised and analysed based on the three dimensions of physical health,
mental health, and social health. There are some conclusions or results that represent the
overall health status of consumers that cannot be divided into specific dimensions, so this
part is considered according to total health. In addition, there are also a few factors that are
related to health but do not belong to any of the three dimensions, such as health awareness
and health behaviour. Although these factors do not belong to the health status dimension,
existing research points out that these contents belong to the health literacy dimension [40].
Health literacy is very important to an individual’s health status [41]. Therefore, health
literacy is also separately counted.

In the past five years, researchers have tried to explore the impact of every aspect of
consumers’ health status from multiple perspectives. Mental health consists of multiple
factors, such as emotions, thinking skills, moods, and psychological functions [42]. Most of
the existing studies have measured consumers’ mental health through their emotions. For
example, Han and Hyun [19] measured the impact of the hotel environment on consumers’
mental health by determining the alleviation of consumers’ anxiety or worry during their
stays. The emotional level is an important representative of the mental health level. Most
psychological self-rating scales include emotion-related items, such as the Depression and
Anxiety Self-Rating Scale [43]. Therefore, using emotional status to reflect consumer mental
health status is one of the most common methods. Mental health not only includes the
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current mental state but also includes appropriate self-psychological adjustment capabili-
ties. However, few researchers have explored consumers’ mental health levels from this
perspective. Only one study explored the impact of the hotel environment on consumer
psychological resilience [44].

Physical health refers to the health of an individual’s physiological system, that
is, the healthy state of the body’s systems and organs in operation and function [45].
Compared with the research perspective on mental health, the research perspective on
physical health is richer. This is because, compared with mental states, the body has many
different observable responses to external stimuli, which are also easy to record. Fleming
et al. [22] found that hotel living environments reduce the frequency of illness in homeless
populations by comparing follow-up visits recorded in the healthcare system for homeless
populations living in hotels and those not living in hotels. In addition to this indirect way
of obtaining health information, researchers can also directly obtain this information with
surveys, determining whether they have diarrhoea [46], asthma [47], or sleep disorders [26]
during their stay. In addition to the above already-detectable health states, this study also
classified a portion of potential physical health states into this category during its analyses.
The first reason is that infectious diseases have a direct negative impact on an individual’s
physical health. Secondly, some infectious diseases have an incubation period. Although
consumers may not show symptoms while staying in a hotel, they may become carriers of
the germs in the hotel. Humans have evolved the instinct to identify infection risks during
the evolution process [48], so their perceived infection risks represent, to a certain extent,
the probability of a virus being attached to the body.

Social health refers to a balanced relationship between an individual and his or her
social environment, namely, the establishment and maintenance of healthy social interac-
tions [49]. Three of the studies in the data set focused on the social health of the general
hotel consumer population, with two of the studies centred on specific consumer groups.
Nowicki et al. [31] paid attention to the social health of particular consumer groups in ho-
tels, with the study noting that homeless people living in hotels felt unequally treated and
isolated as a disadvantaged group. Focusing on full-time workers, Chen et al. [50] explored
the recovery of full-time workers’ perceptions of their self-social roles during hotel stays.
Health literacy refers to an individual’s comprehensive ability to collect, process, and use
health information [51]. Health literacy can have a direct impact on health outcomes [52]. In
the studies in the data set, researchers measured consumers’ health literacy by measuring
consumers’ health awareness and health behaviours, such as consumers’ health protection
awareness [32] and healthy eating habits [53].

4.3. Impact of Hotels on Consumers’ Health

Figure 6 shows the relationship between influencing factors and consumers’ health in
terms of both the primary and secondary themes of influencing sources. The left side of
Figure 6 shows the primary theme of influencing factors, and the same horizontal position
on the right side represents the secondary classification under this theme. The numbers
behind each concept represent the frequency with which the concept has been verified to
be related to other variables in the data set. The width of the curve connecting each concept
represents the frequency of the association that has been proven to exist in this study. The
wider the curve, the more times the association has been proven to exist.

As can be seen from Figure 6, the collected studies prove that factors originating from
hotels have an impact on all aspects of consumers’ health. From the identified themes,
it was found that consumers mainly interact with hotel resources through perception,
decision-making, and behaviour. It should be noted that, when consumers stay in a hotel,
they will inevitably interact with hotel resources regardless of whether they actively use
hotel resources or not. Therefore, the ways in which hotels impact consumers’ health can be
divided into two categories: intentional and unintentional. From a perceptual perspective,
when consumers enter the hotel, they have already begun to be affected by the overall
atmosphere of the hotel even before they start using the product. For example, when
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consumers perceive the green atmosphere inside and outside the hotel, they gain pleasant
emotions and feelings of relaxation [19,54]. It is worth noting that this relationship between
consumer mental health and the hotel environment is verified most frequently in Figure 6,
and most of the factors are about the positive impact of the hotel atmosphere on consumers’
mental health through unconscious interactive processes. From a behavioural perspective,
consumers always perform some necessary unintentional behaviours. For example, when
consumers enter a hotel environment, they are already breathing the air inside the hotel,
and the fragrance or particles in the air will have an impact on the consumer’s respiratory
system [55,56]. Given the above two aspects, it can be seen that the unintentional impacts
on consumers’ health mainly come from the quality of the hotel environment and are due
to the passive reception of environmental information by the senses.
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Consumers’ intentional perception of hotel resources includes consumers’ further
evaluation of the environment and hotel products. This kind of evaluation mainly includes
the judgement of quality and the judgement of self-benefit. When consumers feel that
they have benefited from the consumption process, they will generate pleasant emotions,
thus improving their immediate mental health [36,57]. The service quality perceived by
consumers will also affect consumers’ physical health. For example, consumers’ overall
satisfaction with hotel service quality will affect their insomnia risk [26]. In contrast
to perceptions of consumption, studies in the data set prove that consumers’ conscious
decisions and behaviours can have an impact not only on their physical and mental health
but also on their social health. For example, consumers’ decisions about accommodation
and length of stay will expose them to the threat of some infectious viruses. Common ones
include Enterobacterales, which causes digestive tract diseases [58], and Legionella, which
causes respiratory diseases [34]. Consumers can also improve or maintain their health
by making reasonable use of hotel resources. Consumers can use the health information
provided by hotels to avoid possible health risks [32]. Consumers’ social health can be
affected by their co-creation behaviour. When hotel consumers implement value co-creation
behaviours, they can not only obtain psychological satisfaction but also enhance their
perception of their own social status through effective social interaction [59].



Sustainability 2024, 16, 2099 10 of 17

4.4. Impact of Special Events and Consumer Characteristics on Consumers’ Health

COVID-19 served as the only special event identified in this study during thematic
analysis. This special event both directly and indirectly affects consumers’ health. For
example, COVID-19-related information and infection risks perceived by consumers will
not only affect consumers’ mental health statuses during their stays but also affect their
health behaviours [60]. It is important to note that consumer-perceived disease information
and health risks are not necessarily acquired during a hotel stay. The impact of special
events on consumers’ health is not limited to the frequency mentioned in Figure 6. The
number presented in the figure represents only the frequency with which the relationship
between the two concepts in the studies was verified, that is, the number of times this direct
relationship was mentioned. During this special event, some hotels served consumers
as quarantine places. These specific services arising from special backgrounds affect
consumers’ health experience. When hotels are used as quarantine places, consumers are
not only severely restricted in their activity space but they are also unable to enjoy the same
basic reception and catering services as usual [22]. Some consumers even missed important
moments due to quarantine measures [16]. As a result, they were affected not only in their
mental health but also in their social and physical health and even in their overall state of
health [16,22,23].

Based on the triadic interaction proposed in social cognition theory [24,61], consumers,
as the main subjects of the entire influence process, are affected by both individual factors
and the environment simultaneously. First of all, through the analysis of the impact of
hotels and special events, it can be seen that, before these external events affect consumers’
health, consumers need to have intentional or unintentional perceptual or behavioural
interactions with them. In addition to the interaction between consumers and resources
playing a role in the above influencing process, there are some inherent characteristics
of consumers that affect their health experiences when they stay in a hotel. For example,
age and gender lead to different degrees of impact on consumers’ physical health and
mental health [25,31]. Consumers’ health literacy level has an impact on their mental health
and physical health during their stays [27]. The health literacy that appears here as an
independent factor forms a closed loop with the health literacy that appears as a dependent
factor, as noted earlier. That is, the health experience that hotel consumers have during
their stay also appears to be an influencing factor in other impact processes in the future.
This is consistent with the logical relationship of the triadic interaction model proposed
by [24] in social cognitive theory.

5. Discussions
5.1. Main Findings

With the increasing number of segmented perspectives on consumer experience,
consumers’ health experience is gradually receiving the attention of researchers. This
study found that the number of studies related to hotel consumers’ health has steadily
increased over the past five years. However, few researchers have organised or sum-
marised the literature related to hotel consumers’ health, resulting in a lack of an overall
framework to guide the development of research on this topic. This study was guided
by the logical framework of social cognitive theory [24] and combined with the three-
dimensional concept of health proposed by the WHO [39] to analyse the research related
to hotel consumers’ health in the past five years. After thematic analysis, the researchers
identified three themes that have an impact on consumers’ health, namely, hotel charac-
teristics, consumer characteristics, and special events. The number of studies related to
the impact of hotel characteristics on consumers’ health is the highest, while the number
of studies related to the impact of special events on consumers’ health is the lowest. This
reflects that researchers currently focus on the impact of factors within hotels compared
with the environment outside the hotel and the characteristics of consumers.

Most studies on hotel consumers’ health have used quantitative research methods.
As technology develops, more and more data sources are available for both quantitative
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and qualitative researchers. Taking special events as an example, although the process of
data collection in real time during COVID-19 has met certain difficulties, technological
equipment retained a large amount of usable data during the event, such as the num-
ber and categories of patients in the medical system [22], as well as blogs published by
quarantine hotel consumers on the Internet [62]. The diversification of data sources pro-
vides researchers with more opportunities and perspectives to explore factors affecting
consumers’ health.

Researchers are paying more and more attention to theory-based research, especially
under the themes of the impact of hotels on consumers’ health and the impact of special
events on consumers’ health. In 2019, the number of studies without a theoretical basis
was three times the number of studies with a theoretical basis. The change in researchers’
emphasis on theory occurred between 2020 and 2021. In 2021, the number of studies
with theoretical foundations exceeded those without theoretical foundations, and the
gap is gradually widening. Mazanec [63] pointed out that good empirical research
should be guided by sound theory. Therefore, this state of development is conducive
to improving the overall quality of empirical research on this research topic. Although
there are many types of applied theories, their subject areas are relatively concentrated.
The most frequently used theories, such as SOR theory and attachment theory, as well as
most other applied theories, come from the field of psychology. This also leads to the
fact that most of the studies on this research topic are related to the mental health of
hotel consumers.

By integrating the research findings in the data set, this study presents two framework
figures that can describe the current state of research on this topic, namely, Figures 5 and 6.
Figure 5 shows the specific sources of impact on consumers’ health and also shows the
impact process. For example, consumers’ health will be affected by the interaction (yellow
and green overlapping areas) between consumers with personal characteristics (nonover-
lapping green areas in the figure) and hotel resources (nonoverlapping yellow areas in the
figure). In addition, this study also points out that the interaction can be divided into inten-
tional interactions and unintentional interactions. Unintentional interaction refers to an
interaction process in which external information is obtained directly through consumers’
senses without thinking and processing. No matter which form of interaction is used, it
can have an impact on consumers’ physical and mental health. Intentional interaction can
also have an additional impact on consumers’ social health and health literacy. Figure 6
can help researchers who are interested in this topic to identify areas that have received the
most attention and areas that have been neglected by existing research. This framework
can also help researchers, managers, and consumers understand the specific factors that
affect consumers’ health.

5.2. Future Research Directions

Healthy experiences are gradually becoming the type of experience that hotel
consumers pay close attention to and an important means for hotels to promote their
products [64]. Such phenomena provide more research opportunities for researchers in
the field of hotel and hospitality management. This systematic literature review analyses
the relevant studies on hotel consumers’ health from 2019 to 2023 and explores the major
research themes and trends in this area. Based on the findings of the analyses, this
study raises research questions related to hotel consumers’ health based on four aspects
(Figure 7).
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5.2.1. Hotel Perspective

Firstly, existing studies have not only focused on factors that are beneficial to con-
sumers’ health but also identified some factors in hotels that are harmful to consumers’
health. While some facility-related factors can be addressed to prevent problems later, there
are also factors that threaten consumers’ health that cannot be completely avoided. For
example, hotel consumers may suffer from mental health problems because they believe
they are being discriminated against by other guests [65]. There are no studies in the data
set that examine which methods of service compensation can eliminate or reduce the health
damage suffered by consumers during their stays. Therefore, the first research question
from the hotel perspective is posed: in what ways can hotels reduce or eliminate consumers’
negative health experiences during their stays (RQ1)? The second research question is based
on factors in hotels that are beneficial to consumers’ health. This study points out that con-
sumers obtain healthy experiences through interactions with hotel resources. In addition to
the physical environment, which is mentioned more often in the literature, employees in
hotels are also important factors that can have an impact on consumers’ health. It has been
found in existing studies that hotel employees can have an impact on consumers’ health,
such as based on the type of service provider, operational processes, quality of interactions,
and personal characteristics [20,36]. However, this topic still lacks sufficient attention. With
the advancement of technology, the service providers for consumers are not only limited to
human employees but may also be artificial intelligence devices or even anthropomorphic
robotic employees. Many researchers have conducted comparative studies on the impact
of these two types of service providers on consumer loyalty, satisfaction, and intention to
use studies [66,67]. However, fewer studies have focused their attention on the impact of
service providers on consumers’ health experiences. Therefore, what hotels can do to help
consumers maximise positive health experiences during their stays remains a question
worth exploring from a number of perspectives (RQ2).

In addition, although existing studies have comprehensively explored the factors that
exist in hotels that can affect consumers’ health, they are still limited to direct influencing
factors. Researchers should pay attention to other possible indirect influencing factors,
that is, find the antecedent variables of hotel-related factors that affect consumers’ health
(RQ3). For example, the decision-making and support of hotel managers may be impor-
tant antecedents that influence factors that affect consumers’ health experience. Existing
research has confirmed that hotel services, products, and environments can have a signifi-
cant impact on consumers’ health [17,31,36]. The hotel service model, product selection,
and environment construction depend on the hotel manager. Therefore, whether hotel
managers can correctly identify the factors that affect consumers’ health experience and
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support improving consumers’ health experience is one of the most important indirect
influencing factors.

The above three research questions summarise and generalise the gaps in existing
research from a hotel management perspective. An in-depth study of the above questions
can help hotel managers and practitioners further enhance consumers’ healthy wellness
experiences in terms of the services, products, and resources they provide to consumers.

5.2.2. Hotel Consumer Perspective

According to social cognitive theory [24], the characteristics of hotel consumers are
also factors that cannot be ignored, as they affect consumers’ overall experiences. As can
be seen in Figure 3, not only is the number of studies on this theme low but the variety
of factors identified is limited, and the studies were mainly conducted in a quantitative
manner. Compared with quantitative research, qualitative research is more suitable for the
in-depth understanding and description of phenomena, as well as the exploration of new
topics [11,68]. Given the current state of affairs with an insufficient base number of studies
on this sub-theme, there is a stronger need for qualitative research to explore unknown
variables at this stage. Therefore, the fourth research question is raised in this study: how
can we discover and supplement more personal consumer characteristic factors that affect
consumers’ health based on expanded research methods (RQ4)?

Secondly, by analysing the articles in the data set, this study found that health impacts
on consumers are acquired in the form of interactions with external sources, which include
both perceptual and decision-making behaviours. In addition, this study found that
interactions can be divided into two different types. The first type is intentional interaction,
that is, interaction after the consumer has given some consideration to it. The second
type is unintentional interaction, which is a process that directly affects health status after
being perceived by the senses without being processed by consideration. However, current
research on unintentional interactions is limited to visual sensory interactions [54], auditory
sensory interactions [26], and olfactory sensory interactions [47]. In the future, researchers
can continue to explore how consumers’ health is affected through other types of senses
within the sub-topic of unintentional interactions that affect consumers’ health (RQ5).

For consumers, as the main body of health experience, personal factors play a major
role in the level of their final health experiences. Therefore, the identification of health
experience factors from the consumer’s perspective can not only help hotels to develop
reasonable health experience services for consumers but also be beneficial in guiding
consumers to enhance their health experience through rational choice and effective use of
environmental factors.

5.2.3. Special Event Perspective

This study identified COVID-19 as a special event. This special event is a public health
event that is closely related to individual health. For the duration of the event, it had
an impact on the business model and service model of the hotel industry, so it has attracted
the attention of scholars in this field. Although this theme was identified in this study,
follow-up analysis showed that hospitality management researchers were not concerned
with the direct impact of this special event on hotel consumers. Researchers were more
focused on the impact of changes in hotel service models and products on hotel consumers’
health in this context, for example, the impact of quarantine services provided by hotels
during special events on the physical health and mental health of hotel consumers [31].
An overlooked perspective is how special events directly impact consumers’ health during
their stay in a hotel (RQ6).

The special event Identified in this study is only one of the global public health events.
This phenomenon reflects the fact that although researchers are focusing on the impact
of the external social environment of hotels on consumers’ health, the perspective is still
limited. There are many other types of global or regional events that may have an impact
on hotel consumers’ health. For example, when some natural disasters or terrorist incidents
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occur, it is worth exploring whether the physical health of consumers living in hotels at
the location of the incident will be threatened and whether their mental health will be
affected by the incident as well as the extent and durability of the impact. The research
question is therefore raised as to how and to what extent other types of special events
impact consumers’ health (RQ7). Attention to and research on issues related to special
events and hotel consumers’ health is not only conducive to improving the quality of hotel
health services but also to improving the hotel’s ability to prevent special events and reduce
the extent of losses suffered in similar events.

5.2.4. Consumers’ Health Perspective

With the development of science and technology, there are more and more devices that
can evaluate an individual’s health status, and the results are becoming more and more
accurate. Most of the data representing the health status of hotel consumers obtained in
the data set were obtained through self-assessment questionnaires filled out by consumers
who left a hotel. This survey method inevitably has biases caused by various factors [68],
such as memory bias, response bias, and expectation bias. Therefore, in the future, it could
be explored whether there are other data collection methods that could help researchers
obtain a more objective view of consumers’ health status, as well as verify the conclusions
obtained from self-assessment surveys (RQ8).

Secondly, social health is significantly different from mental health and physical health.
Physical health and mental health can be objectively measured, while social health relies
more on the individual’s perceived balance with the surrounding social groups. Therefore,
different measures of social health will be used in different community settings. For hotel
consumers, they are temporarily in a community setting that is different from their usual
living places. Therefore, a more suitable concept of social health for hotel consumers is
needed to guide future research. A ninth research question was accordingly posed, namely,
how do we measure the social health of hotel consumers (RQ9)?

6. Conclusions

With the increase in the number of studies related to consumer experience, con-
sumers’ health experiences, as a part of consumer experiences, are gaining attention from
researchers. In this study, hotels were selected as the context and hotel consumers’ health
experiences were used as the topic to conduct a systematic review of studies related to hotel
consumers’ health. This study refers to the analysis method of Li et al. [11], who conducted
a thematic analysis of existing research guided by theory. Based on the three identified cate-
gories of impact sources regarding hotel consumers’ health, the current research status and
trends of this topic were analysed based on the time distribution of research publication,
research methods, and theoretical basis. This study uses two multidimensional frameworks
(Figures 5 and 6) to comprehensively demonstrate the impact sources, impact processes,
and affected health types. These two frameworks integrate current fragmented studies and
provide researchers with a comprehensive perspective to understand the current status
of this research topic. Secondly, this study builds on the findings of all the studies in the
data set to propose research questions within this theme that are of value for researchers’
continued exploration. Finally, the results will also guide hotel managers in identifying
factors that can affect consumers’ health experiences and conducting rational management.

This study also has some limitations that still need to be addressed. First, this study
only selected English journal articles from the WoS and Scopus. Although this method
can ensure the quality of the collected studies, it is prone to the omission of other related
articles that are not included in these two databases. In future research, the search scope
can be expanded, and while increasing database sources, the types of source publications
should also be increased, such as conference papers and dissertations. Secondly, the study
set a clear publication time limit, that is, from 2019 to October 2023. This results in the study
not being able to fully understand the overall development trend of research related to
hotel consumers’ health. Future research could expand forwards or backwards around the
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time period chosen in this study to provide a more complete view of the trends in this topic.
Finally, the hotel industry is only a part of the hospitality industry. Future research can
explore the health experiences of consumers in other hospitality industries to gain a more
comprehensive understanding of the characteristics of this industry.
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