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The ambidexterity concept is largely used in the strategic management field. However, little is known
about its use in travel, tourism, hospitality, leisure, and event research. This study offers not only the
first comprehensive analysis of the use of this concept but also a rationale for why it should be more
widely used in travel, tourism, hospitality, leisure, and event research. The results show that (1) ambi-
dexterity is scarcely used by researchers, (2) most papers are based on empirical data, and (3) all
empirical studies were done either in Europe or in Asia. Moreover, scholars have focused on three
main outcomes: sustainability, human resources performance, and market performance. This review
allowed us to advance suggestions for practice and future research.
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Introduction

The concept of ambidexterity, which appeared
in 1976, calls for a balance between exploration
and exploitation (Duncan, 1976). Indeed, organi-
zations focusing exclusively on exploration are
hindered by the cost of research and development,
with no guarantee of return on their investments.
As for organizations focusing on exploitation, they
remain in a status quo and their performance does

not improve (Duncan, 1976). As a result, Nieto-
Rodriguez (2014) stated that successful organiza-
tions need to find a balance between both. This
view was also shared by Mihalache and Mihalache
(2016), who argued that ambidexterity enables
tourism firms to make the most of their current
capabilities while at the same time developing
new ones to attract new customers. Ambidexter-
ity is about balancing the focus on the present
and the future (Filippini, Guttel, & Nosella, 2012;
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Mihalache & Mihalache, 2016). Thus, to achieve
organizational ambidexterity (OA), some changes
are required. Among these are leadership, culture,
people skills, structure and governance, enterprise
performance management, and systems and tools
(Nieto-Rodriguez, 2014). These changes are what
Visser (2015) referred to as enterprise reform and
future fitness: “In tourism research, ambidexter-
ity is a rather new concept and, therefore, scarcely
used by scholars” (Seraphin & Yallop, 2019, p. 6).
Therefore, in tourism, investigating OA is impor-
tant, as this approach “would seem as a natural and
relevant approach for the industry, a systematic
way of managing a destination or an organization
(private or public tourism organizations) at macro
and micro levels of the business environment”
(Seraphin & Yallop, 2019, p. 7). Additionally, this
approach has the potential to improve the quality
of products and services in the industry and turn
them into a competitive advantage (Seraphin &
Yallop, 2019).

From a methodological point of view, the litera-
ture review will be used to unveil the concept of
ambidextrous management (AM), ambidextrous
organization (AQO), or OA that is widely used in
many areas, such as higher education, media stud-
ies, information technology, human resources man-
agement (HRM), professional services, leadership,
management control systems, entrepreneurship,
customer service, finance, agriculture, pharmacy,
etc. (Seraphin & Butcher, 2018), and is still quasi-
unused in travel, tourism, hospitality, leisure, and
event management despite the logical benefits of
OA (Mihalache & Mihalache, 2016; Seraphin &
Butcher, 2018; Seraphin, Smith, Scott, & Stokes,
2018). Hence, this research offers not only the first
comprehensive analysis of the use (and difficulties
of applying) of OA, AM, or AO (up until February
2019) but also a rationale for why this management
approach should be more widely used in travel,
tourism, hospitality, leisure, and event manage-
ment research. The result of this research will open
new avenues for research and, equally important,
advance knowledge.

This research places itself as a continuation of a
range of research (as yet still limited) in the area of
OA, AM, or AO in travel, tourism, hospitality, lei-
sure, and event management research, particularly
in relation to the following:

* First and foremost, this review is a continuation
of Mihalache and Mihalache (2016), who briefly
highlighted the benefits and challenges of AM in
tourism. This article goes a step further, as it will
explore in depth the scope of the current use of
AM in travel, tourism, hospitality, leisure, and
event management research. The purpose of this
research is therefore in line with Martinez-Pérez,
Garcia-Villaverde, and Elche (2016), who sup-
ported the need for broader and disaggregated
research.

» Cheng, Tang, Shih, and Wang (2016), Tsai
(2017), Ubeda-Garcia, Claver-Cortés, Marco-
Lajara, Garcia-Lillo, and Zaragoza-Saez (2018),
and Wang, Tang, and Cheng (2018) highlighted
the fact that the results of their research on AM in
hotels as a tool for innovation could not be gen-
eralized as based on a specific case study and a
convenient sample. The same issues have been
emphasized by Bouzari and Karatepe (2017) and
Ma, Zhou, Chen, and Dong (2019) in their works
on HRM and leadership. The present article will
offer a wider view of the topic. Hammond and
Wellington (2013) explained that a literature
review provides information on key findings,
methods used, who has said what, etc., on a spe-
cific topic. The scope is therefore broader than a
case study.

The present study attempts to answer the follow-
ing research questions: (1) How many tourism studies
on ambidexterity, AM, or OA have been published?
(2) How many tourism studies are theoretically,
methodologically, and/or empirically informed? (3)
Which research methods are used (qualitative, quan-
titative, mixed-method)? And finally, (4) what has
been the research progress to date and opportunities
for further research?

Methodology

According to Pickering and Byrne (2014), to
conduct a literature review, there are a number of
established methods that can be broadly categorized
into the meta-analysis, traditional narrative review,
and systematic quantitative review. In line with
previous studies (Palmatier, 2016; Yang, Khoo-
Lattimore, & Arcodia, 2017), this study adopted a
systematic quantitative approach to review existing
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travel, tourism, hospitality, leisure, and event stud-
ies on AM. This approach highlights a systematic
process to the literature search, extraction, and
synthesis (Yang et al., 2017). On the other hand,
a systematic and quantitative review is suitable
for apprehending the landscape and boundary of
knowledge by demonstrating what is known and
what is yet to be known (Pickering, Grignon, Ste-
ven, Guitart, & Byrne, 2015). As underscored by
Pickering and Byrne (2014), a systematic quan-
titative review is comprehensive because it can
synthesize a heterogeneous collection of interdis-
ciplinary research, conducted in different settings,
using diverse research designs. Because this study
reviews extant travel, tourism, hospitality, leisure,
and event research on AM, achieved in various
situations and using different research designs, a
systematic quantitative review is considered an
appropriate approach.

Systematic Review Process

As with previous research (e.g., Yang et al.,
2017), the systematic review process adapted from
Petticrew and Roberts (2006) and Pickering and
Byrne (2014) is applied in this study.

The first step is to define the review aims and
research questions, which have been detailed in
the introduction section. The second step relates
to formulating a review protocol, which contains
information on the search terms, list of journals,
and selection criteria. To capture published papers
that have investigated the ambidexterity concept,
“ambidexterity” and “ambidextrous” were used
as the search terms, based on Seny Kan, Adegbite,
El Omari, and Abdellatif (2016), who adopted
this strategy when trying to determine the extent
of research in the area of qualitative comparative
analysis (QCA). Additionally, in previous studies
using the ambidexterity concept (e.g., Filippini et
al., 2012; Gibson & Birkinshaw, 2004; Mihalache
& Mihalache, 2016; Seraphin & Yallop, 2019),
we recognize that the terms such as “ambidexter-
ity,” “ambidextrous management,” “ambidextrous
organization,” “ambidextrous approach,” or “orga-
nizational ambidexterity” have been very often
employed. Thus, using these two search terms
enables us to cover all published tourism studies
related to the ambidexterity concept. While some

previous studies (e.g., Seny Kan et al., 2016; Yang et
al., 2017) searched the literature through academic
databases (e.g., Ebsco, ScienceDirect, Scopus,
etc.), in this review identifying published articles
that have explored the ambidexterity concept was
directly realized from academic journals related to
the travel, tourism, hospitality, leisure, and event
fields. This approach is relevant because the cur-
rent review aims to embrace the use of the ambi-
dexterity concept in studies in these fields which
have been published in these academic journals.
Like Paul, Parthasarathy, and Gupta (2017), the
2018 Chartered Association of Business Schools
(CABS) list was chosen because of its popularity in
the management-related academic community and
its exhaustiveness in terms of journals specialized
in these specific fields. Of this 2018 CABS list,
53 English-language academic journals related to
travel, tourism, hospitality, leisure, and events were
identified (see Table 1). All the papers published
in English in these 53 journals that contain the
aforementioned search terms in the title, abstract,
or keywords were selected, and no timeframe was
required while searching.

The third step concerns the literature search from
the 53 identified journals. To ensure consistency,
following Yang et al.’s (2017) approach, studies
where the search terms did not figure in the author-
supplied keywords but in the indexed keywords
were ruled out. The assessment of papers was based
on the abstracts, and the full texts were referred to
when needed.

As a result of the second and third steps, 13
papers were identified as eligible and extracted.
This is the fourth step (extracting literature). A
summary table that contains the bibliographic
details of these 13 papers and the affiliations of
the lead authors was established (see Table 2). As
shown in Table 2, the number of published papers
related to the travel, tourism, hospitality, leisure,
and event fields that have investigated the ambi-
dexterity concept is very limited, which confirms
the statement established by prior research (e.g.,
Seraphin & Yallop, 2019). The ambidexterity
concept has very recently drawn the attention of
researchers in these fields; the first research that
has called on this concept dates to 2014.

The fifth step consists in synthesizing the find-
ings. This last step is composed of analyzing the
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List of Identified Journals

Number Journal Name

1 Event Management

2 International Journal of Event and Festival Management

3 Journal of Convention and Event Tourism

4 Journal of Policy Research in Tourism, Leisure and Events

5 Annals of Leisure Research

6 Leisure Sciences

7 Leisure Studies

8 Advances in Hospitality and Leisure

9 Journal of Hospitality, Leisure, Sport and Tourism Education
10 Managing Leisure: An International Journal

11 World Leisure Journal

12 Journal of Destination Marketing and Management

13 International Journal of Contemporary Hospitality Management
14 International Journal of Hospitality Management

15 Cornell Hospitality Quarterly

16 Hospitality and Society

17 Journal of Hospitality and Tourism Research

18 Scandinavian Journal of Hospitality and Tourism

19 Advances in Hospitality and Leisure

20 Anatolia: An International Journal of Tourism and Hospitality Research
21 FIU Hospitality Review

22 International Journal of Culture, Tourism and Hospitality Research
23 International Journal of Hospitality and Tourism Administration
24 Journal of Hospitality and Tourism Education

25 Journal of Hospitality and Tourism Management

26 Journal of Hospitality and Tourism Technology: A Framework for Innovation
27 Journal of Hospitality Marketing and Management

28 Journal of Human Resources in Hospitality and Tourism

29 Journal of Quality Assurance in Hospitality and Tourism

30 Worldwide Hospitality and Tourism Themes

31 Annals of Tourism Research

32 Tourism Management

33 Journal of Sustainable Tourism

34 Current Issues in Tourism

35 International Journal of Tourism Research

36 Journal of Travel and Tourism Marketing

37 Tourism Analysis

38 Tourism Economics

39 Tourism Geographies

40 Tourism Management Perspectives

41 Tourism Planning and Development

42 Tourism Recreation Research

43 Asia Pacific Journal of Tourism Research

44 Journal of China Tourism Research

45 Journal of Ecotourism

46 Journal of Outdoor Recreation and Tourism

47 Journal of Sport and Tourism

48 Journal of Travel and Tourism Research

49 PASOS Journal of Tourism and Cultural Heritage

50 Tourism Culture and Communication

51 Tourism Review

52 Tourism: An International Interdisciplinary Journal

Journal of Travel Research
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Themes for uncovering management areas of interest

[

Themes for uncovering ways of investigation

Name of the journal ] [ Name of the author(s) / Research objective \ Sector
Publicati _ Assessment of the objective in Travel, tourism, hospitality, leisure,
ublication year Article terms of knowledge generation: or event
Title, keywords, and abstract testing existing theories or creating X
new theories (Dul & Hak, 2008) 7

Research object

Positioning the research object relative to the general literature to which the
article pertains by analysing its significance, novelty, scope (Colquitt &
George, 2011; Grant & Pollock, 2011)

|
)
|
J

N

Theoretical concept

Type of study f\mbldex‘cnly com.:ept with or
without other theoretical concepts
Distinction between empirical,
theoretical, methodological studies

- N

Type of case

Classification of unit of analysis
into four categories: organisation,
individual, country or state and
other unit of analysis that do not fit

Research method

Qualitative, quantitative, or mixed-
methods

i

[

\ in the first three categories

Opportunity for further research ]

Figure 1. Dictionary of themes for the articles’ analysis. Source: Adapted from Seny Kan et al. (2016).

summary table using the content analysis and
reporting the review’s findings.

Content Analysis

Following prior research (e.g., Nunkoo, Smith, &
Ramkissoon, 2013; Seny Kan et al., 2016; Yang et al.,
2017), a content analysis was conducted on the sum-
mary table. To answer the research questions raised,
a themes dictionary adapted from Seny Kan et al.
(2016) was implemented (see Fig. 1). This themes
dictionary comprises the themes for uncovering man-
agement areas of interest and ways of investigation.
The journal name, article title, keywords, abstract,
and research object helped to identify management
areas of interest (Colquitt & George, 2011; Grant &
Pollock, 2011). The research objective, sector, theo-
retical concept, type of study, research method, type
of case, and opportunity for further research allowed
the capture of ways of investigation. The details of
each theme can be found in Figure 1.

Bibliographic Information
and Ways of Investigation

Journals

With four articles, International Journal of Con-
temporary Hospitality Management is the journal
that has published the most articles in relation to the
ambidexterity concept, followed by International

Journal of Hospitality Management (three articles).
The other journals have only published between
one and two articles in the investigated field (see
Table 2).

Out of the three premier outlets (Tourism Man-
agement, Annals of Tourism Research, Journal
of Travel Research), only one (Annals of Tourism
Research) has published in the field.

Authors, Affiliations, Years of Publication,
and Titles of Articles

No specific academic particularly emerges as an
expertin the investigated field (apart from Seraphin,
who has published three papers in the area). As for
the affiliations of the lead authors, they are rather
well balanced between Europe and Asia.

As aresearch field, the investigated phenomenon
is relatively new in tourism, hospitality, events, and
leisure. From 2014 to 2019, between one and four
papers were published with the exception for 2015
(no papers), with peaks reached in 2016 and 2018
(four papers for each year) (see Table 2).

Research Objects and Units of Analysis

As for the research objects or management
domains, they cover three domains (see Table 3):
destination management and sustainability, leader-
ship and HRM, and innovation and performance.
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Table 3
Research Objects

Destination Management & Sustainability

Leadership & HRM

Innovation & Performance

Martinez-Pérez et al. (2016)
Seraphin, Sheeran, et al. (2018)
Seraphin, Smith, et al. (2018)

Bouzari and Karatepe (2017)
Ma et al. (2019)
Ubeda-Garcia et al. (2016)

Cheng et al. (2016)

Mihalache and Mihalache (2016)
Tang (2014)

Tsai (2017)

Ubeda-Garcia et al. (2018)
Wang et al. (2018)

Seraphin and Yallop (2019)

Most authors have taken as unit of analysis either
individuals or an organization. Only two papers
have focused on the analysis of the role of the
ambidexterity concept at the level of a destination
(see Table 4).

Types of Study, Research Methods,
Study Sites, and Sectors

In terms of the types of study (empirical, theoreti-
cal, and methodological studies), the majority (69%)
of the papers were based on empirical data; 31%
were based on theoretical research (see Table 5).

Regarding the research methods, with seven
papers, quantitative research through questionnaire
represents 54% of the published articles on the topic,

Table 4
Units of Analysis

while conceptual papers and qualitative research,
respectively, account for 31% and 15% (see Table 5).

As for the study sites, all empirical studies have
been done either in Europe or in Asia (see Table 5).

Using the breakdown of the tourism industry
(food and drink, transport, events, attractions, and
accommodation) as suggested by Cooper and Hall
(2011), the hospitality sector (accommodation) is
the only researched area (see Fig. 2).

Use of AM, Discussion, and Research Agenda
Destination Management and Sustainability

Taking the example of Haiti, a postcolonial,
postconflict, and postdisaster destination, Seraphin,
Smith, et al. (2018) explained that the management

Author(s) Organization

Individual Country/State Other

Bouzari and Karatepe (2017)
Cheng et al. (2016)
Ma et al. (2019)

Martinez-Pérez et al. (2016)
and tourism industry

Mihalache and Mihalache (2016)

Seraphin, Sheeran, et al. (2018)

Seraphin, Smith, et al. (2018)

Seraphin & Yallop (2019)

Tang (2014)

Resorts mini clubs

Tsai (2017)

Ubeda-Garcia et al. (2018)
Ubeda-Garcia et al. (2016)
Wang et al. (2018)

Relais & Chéteaux)

Single case study (1 hotel)

215 firms of the hospitality

Single case study (1 hotel

187 salespeople

290 front-line employees
and 69 workgroups

X
Destination
Destination

126 senior executives and
697 department managers

112 executive officers and
5,723 customers

100 HR managers

100 HR managers
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Figure 2. Breakdown of the tourism industry. Source: The authors.

In tourism, Leiper (1990) highlighted the neces-
sity to adopt a systems approach. This systems
approach in tourism has been also advocated by
several tourism scholars (e.g., Fyall, Garrod, &
Wang, 2012; Garrod, Fyall, Leask, & Reid, 2012).
In this perspective, tourism needs to be studied
as a complex social-ecological system (Fyall et
al., 2012). Therefore, tourism organizations or
destinations operate within a broader social sys-
tem and are interrelated with various stakehold-
ers (Fyall et al., 2012; Garrod et al., 2012; Page
et al., 2017) that may work with or against one
another (Fyall et al., 2012). In addition, according
to Dolnicar, Knezevic Cvelbar, and Griin (2018),
“tourism is one of the most polluting industries”
(p. 1). It is considered a Janus-faced industry (the
positive impacts of the industry are also accompa-
nied by negative ones) instead of referring to its
ambidextrous nature (Sanchez & Adams, 2008).
Seraphin and Yallop (2019) recognized that the
tourism industry is ambidextrous by nature. In
light of these arguments, to achieve a long-term
sustainable objective, for the tourism industry OA

seems an evident way that allows us to handle a
destination or an organization (private or pub-
lic) at the macro- and microlevels (Seraphin &
Yallop, 2019).

Leadership and HRM

In the hospitality sector, Ma et al. (2019) provi-
ded evidence that an ambidextrous leadership style
is positively related to employees’ work crafting,
defined as a specific type of self-initiative behav-
ior. The latter allows employees to better balance
between work and personal preferences, needs, and
skills. Work crafting could be reached by (1) pro-
viding more work autonomy and social support to
staff, (2) rewarding and valuing employees’ service
performance, (3) encouraging career development,
(4) enhancing harmonious passion, and (5) motivat-
ing staff to perceive the significance of their work.
OA could therefore be assimilated with a staff
management tool (Ubeda-Garcia, Claver-Cortés,
Marco-Lajara, & Zaragoza-Séez, 2016). Indeed,
Ubeda-Garcia et al. (2016) clearly demonstrated
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ambidexterity > management g -

g Holistic innovation = S
8 Social capital S 8
3 = <
= z m
i
L] (7]
L T T J

Figure 3. Organizational ambidexterity (OA)-sustainability. Source: The authors.
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the role that HRM, through the implementation
of high performance work systems (HPWSsS),
can play in ambidextrous learning. Concretely, an
effective HPWS can have a positive influence on
OA, which, in turn, significantly enhances organi-
zational performance.

Applied to staff, AM can contribute to reducing
lateness and retaining staff, and it can be viewed
as an incentive to deliver a higher level of service
(Bouzari & Karatepe, 2017) (see Fig. 4). These
results are in accordance with previous HRM-
related studies. In their research on green HRM
applied to the hotel industry, drawing on the
Ability—Motivation—Opportunity (AMO) theory,
Pham, Tu€kovda, and Chiappetta Jabbour (2019)
demonstrated the direct and positive effects of the
three green HRM practices (training, performance
management, and employee involvement) on orga-
nizational citizenship behavior toward the envi-
ronment. According to O’Donohue and Torugsa
(2016), green HRM practices may stimulate
employee environmental commitment. In addition,
green HRM practices can boost the organization’s
environmental performance (Alt & Spitzeck, 2016).
For example, from a balance between the exploita-
tion and exploration perspective, organizations that
focus on employee involvement generate oppor-
tunities for employees to use their knowledge
and abilities in environmental activities (Dubois
& Dubois, 2012), yield green initiatives at work
(Pinzone, Guerci, Lettieri, & Redman, 2016), and
provide innovative solutions for reducing waste
and improving the efficiency of resource usage
(Florida & Davison, 2001). Furthermore, Mom,
Fourné, and Jansen (2015) indicated that manag-
ers’ ambidexterity contributes to individual per-
formance in more uncertain and interdependent
work contexts such as tourism.

Innovation and Performance

Cheng et al. (2016) and Tang (2014) provided
evidence that hotels” market performance can be
improved with an AM approach—in other words,
by developing simultaneously the type and range of
services on offer (exploration) while improving the
quality of current services (exploitation). The com-
bination of both continually contributes to creating
value for customers and subsequently to market
performance, as customers’ willingness to return
will be enhanced (Cheng et al., 2016; Tsai, 2017;
Wang et al., 2018). Based on the ASISE (ambidex-
trous service innovation and service effectiveness)
model, which describes the art-oriented services
innovation process, Wang et al. (2018) success-
fully established eight steps for developing art-
oriented services: scanning, linking, designing,
performing, assessing, feedback, improving, and
adjusting. As for Ubeda-Garcia et al. (2018), they
found that HPWSs can shape exploitative innova-
tion and exploratory innovation through the con-
struction of an ambidextrous organizational culture
that encourages organizational diversity and shared
vision. Therefore, ambidextrous organizational cul-
ture acts as a mediating variable between HPWSs
and OA.

Moreover, in line with Ubeda-Garciaetal. (2016),
Ubeda-Garcia et al. (2018) underlined that “high-
performance work systems facilitate the develop-
ment of organizational ambidexterity” (p. 3609)
that, in turn, has a positive impact on organizational
performance. In the same vein, Seraphin and Yallop
(2019) have shown how to effectively use resources
for the management of the resorts Mini Clubs in
Haiti. According to their study, an AM approach
may be used to improve performance without any
cost. AM could be implemented by practitioners
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Figure 4. OA-motivational tool and staff performance. Source: The authors.
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Figure 5. OA-value creation, market performance, and customer loyalty. Source: The authors.

using a two-step strategy. In a first step, AM con-
tributes to a better balance between exploitation
and exploration. In a second step, it helps to work
on a greater customization of the Mini Clubs’ offer
(see Fig. 5 for other outcomes of the OA approach).
In the strategic management field, prior studies
have also indicated that OA is a key driver of firm
performance (Gibson & Birkinshaw, 2004; Jansen,
Van Den Bosch, & Volberda, 2006). Benner and
Tushman (2015) have recognized that “the ability
to both explore and exploit is positively associated
with organization outcomes” (p. 503).

Research Agenda

Several opportunities for future research could
follow this study. First, based on the tourism indus-
try’s breakdown proposed by Cooper and Hall
(2011), the scope of research could be expanded to
food and drink, transport, events, and attractions,
because published studies using the ambidexterity
concept have all concentrated on the accommoda-
tion. Second, future research could be more theo-
retically based, as existing empirical research has
proven not to be generalizable. Third, given the dif-
ferences in relation to both the demand and supply
sides among various types of destinations, the very
limited number of papers considering a destination
as a unit of analysis, and the dynamic nature of the
ambidexterity concept (Vahlne & Jonsson, 2017),
future studies on more specific destinations (e.g.,
urban, rural, cultural, coastal, sport tourism, or
wine tourism destinations, etc.) need to be investi-
gated to be able to propose strategic and operational
initiatives, ensuring the sustainability. Indeed,
environmental uncertainty, organizational struc-
ture, organizational culture, and leadership are the
elements that shape the strategic context in which

strategies are implemented (Okumus, 2003). Fol-
lowing this conceptualization, the strategic context
might logically vary from one type of destination
to another. Fourth, as findings of published empiri-
cal studies on the topic cannot be generalized, in
order to be generalizable and to cover geographical
zones other than Europe and Asia, empirical studies
from a cross-cultural validation perspective should
be conducted. Fifth, in the HRM field applied to
the tourism and hospitality industry, there is a
necessity to obtain a broader understanding of
the OA’s antecedents and factors moderating the
OA-organizational performance link, and further
research on these issues may be a great contribution
to the literature. Finally, from an operational point
of view, as there is no study on how to efficiently
involve visitors in an AM design, research seeking
to show an effective contribution of visitors to the
destination’s or organization’s sustainable develop-
ment seems to be necessary. As research outputs in
OA applied to tourism and related sectors are still
very limited, a gap remained for academics to fill
and make a name for themselves.

The purpose of developing a research agenda
is to place a topic of research within broad social,
economic, and environmental discourses (Getz,
2012). In order to develop a research agenda in OA
(see Table 6), this study uses the proformat table
developed by Getz (2012) when designing the
research agenda for event studies. The table has
three entries, namely themes, key research ques-
tions, and possible research methods (Getz, 2012).
For this study, the themes (destination management
and sustainability, leadership and HRM, innova-
tion and performance) are taken from the first three
subsections of the current fourth section. As for the
research questions and possible research methods,
they are inspired by the literature covered in this
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Table 6
Research Agenda for OA in Tourism

VO THANH ET AL.

Themes/Key Research Questions

Possible Research Methods

Destination management and sustainability

In the case of enclaves (resorts and/or desti-
nations), what could be the impacts of OA
ambidexterity on the experience of visitors
and life of locals?

Examine the impacts of OA from a revenue
management point of view

Has corporate transparency occurred?

Have any changes been noticed in term of
CSR?

Avre local communities more engaged in the
tourism industry?

Leadership and HRM
Has transformational leadership occurred?

Has enterprise reform occurred?

Has corporate transparency occurred?

Have any changes been noticed in term of
CSR?

Ave staff more engaged with the current
affairs of the company?

Innovation and performance
Has enterprise reform occurred?

Has technology innovation occurred?

Are research staff more innovative and
productive?

Phenomenology (in depth interviews of locals and/or visitors); Direct and
participant observation; Focus group; General consumer and market sur-
veys; Longitudinal studies; Delphi panels

Hermeneutics (businesses/DMOs/DMCs reporting); Financial audits and ROI
studies; Delphi panels; Focus group

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Mapping; Trend analysis; Business survey; Environmental audit

Stakeholder consultations; Environmental audit; Trend analysis; Whole popu-
lation studies (over time); Ethnographic approach; Direct and participant
observation

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Stakeholder consultations; Environmental audit; Trend analysis; Whole popu-
lation studies (over time); Ethnographic approach; Direct and participant
observation

Longitudinal studies; Mapping; Trend analysis; Business survey; Environ-
mental audit; Policy reviews

Mapping; Trend analysis; Business survey; Environmental audit; Policy
reviews

Stakeholder consultations; Environmental audit; Trend analysis; Whole popu-
lation studies (over time); Ethnographic approach; Direct and participant
observation; Supply demand assessment; Focus group; Interviews

study and by Visser’s (2015) model, suggests that
changes and sustainability occur with transforma-
tional leadership, enterprise reform, technology
innovation, corporate transparency, stakeholders’
engagement, social responsibility, integrated value,
and future-fitness. Regarding the presentation/
layout of the research questions and methods, they
are inspired by the way Getz (2012) has worded his
questions and the methods he has used. Obviously,
we have adapted everything to suit the needs of this
particular study.

As part of his research agenda for event studies,
Getz (2012) also developed some future proposi-
tions (FPs), as he has argued that futurist thoughts
are important in research. On that basis, this study
also developed some FPs that have been formulated
as follows:

e FP1: Empirical academic research in the field
of OA applied to tourism will continue to grow
at the same pace until practitioners realize the
importance of this management approach.

* FP2: OA will become the norm in tourism man-
agement practices and will be embedded in tour-
ism management programs.

» FP3: OA will play, in the tourism industry, a sig-
nificant role in sustainable development goals via
the Principles of Responsible Management Edu-
cation and transformational leadership.

Conclusion

OA is a legitimate management approach that
should systematically be used in tourism and related
industries. Indeed, this approach, when used, even
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if quite scarcely, has not often been named “OA.”
Now this study is putting a name on an approach
that has so far been ineffable. The other contri-
bution of this article lies in its contribution to the
extent that OA has been used and could be used,
alongside a rather exhaustive presentation of the
features and benefits of the approach.

The results show that an AM approach can be
used to discuss various management-related themes
in the tourism industry like destination manage-
ment, innovation, HRM, performance, etc. In line
with prior studies (e.g., Mihalache & Mihalache,
2016; Seraphin & Yallop, 2019; Ubeda-Garcia et
al., 2016), this article has clearly advocated the
statement that ambidexterity is, in tourism research,
a rather new concept and, as such, scarcely used by
researchers. Moreover, this article has shown mul-
tiple ways that the ambidexterity concept is rele-
vant to understanding the dynamics of performance
optimization through a better utilization of material
and human resources at different scales of analy-
sis. It has clearly indicated various outcomes (e.g.,
sustainability, motivational tool, staff performance,
value creation, market performance, and customer
loyalty) that implementing an AM may generate in
the tourism industry, either at the level of a des-
tination or at the level of an organization. AM is
a source of performance improvement either with
lower cost or without cost.

At the level of a destination, one should bring
various stakeholders within a destination (institu-
tional, tourism providers, locals, and visitors) back
together. Each stakeholder should take part in any
tourism development project. Admittedly, in the con-
text where many destinations have been victims of
tourismphobia and antitourism movements, ambi-
dexterity appears as a way of resolving tensions. To
date, the involvement of locals and tourism provid-
ers in destination management remains quite weak,
and most destinations mainly focus on exploitation.
AM that includes not only exploitation but also
exploration through (1) integrating locals’ and tour-
ism providers’ thoughts into tourism development
projects and (2) considering visitors’ feedback
leads to a holistic innovation (Seraphin, Sheeran,
et al., 2018), enabling the destination’s sustainable
development. A strategy based on the combination
of internal (local) and external (outside) relations
can enable ambidextrous knowledge strategies and

better innovation performance (Martinez-Pérez et
al., 2016). Indeed, involving various stakeholders
in a common objective contributes to maximiz-
ing the benefits of strategic planning (Guiver &
Stanford, 2014). The pivotal role local residents
play in the destinations’ development and man-
agement has been largely advocated by previous
research (e.g., Garrod et al., 2012; Vo Thanh, Tran,
& Dang, 2018). Although the topic of tourism des-
tination collaboration has been widely discussed in
previous research, little is known about the real role
of visitors and how precisely to capitalize on visi-
tors. Thus, from a practical viewpoint, destination
marketers and managers should work more on mea-
sures to ensure an effective contribution of visitors
to a destination’s sustainable development.

In the context of specific destinations like Hai-
tian enclaves, in the same line of thought, Seraphin,
Smith, et al. (2018) highlighted that OA could be a
good management approach to flatten out the prob-
lem of segregation and separation between tourists
and local populations. According to them, Haiti
needs to adopt more exploitative—exploratory pos-
tures, which allow tourists to have more interaction
with locals, a wider knowledge of the destination,
and a genuine experience of Haiti. Indeed, when
tourists are educated about a specific destination,
they may be more likely to develop some attach-
ment to the destination and subsequently go beyond
the limitations that they could have with that desti-
nation. Practically, in order to heighten the sustain-
ability, Seraphin, Smith, et al. (2018) presented an
overview that seeks to reconcile exploitative and
explorative innovation within an enclave. Exploit-
ative innovation consists in (1) using locals as
businesses within the enclave, (2) making pricing
competitive with other destinations, and (3) tap-
ping into destination-unique selling propositions
(USPs). Exploratory innovation concerns (1) using
locals as users within the enclave, (2) developing
further USPs (e.g., access for tourists beyond the
enclave) and ensuring high-quality delivery, (3)
reducing potential risk and increasing stakeholder
involvement and investment (e.g., diaspora com-
munities), and (4) establishing partnerships with
other destinations. It might be possible to apply
the OA to similar destinations (e.g., other destina-
tions in the Caribbean) and sea-based enclaves (i.e.,
cruise ships) (Seraphin, Smith, et al., 2018).
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Within an organization, this article has demon-
strated that OA can be beneficial in several man-
agement aspects (e.g., HRM, innovation, value
creation, customer loyalty). For instance, in terms
of HRM, in line with the AMO theory, Ubeda-
Garcia et al. (2016, 2018) advocated the use of
HPWSs because these facilitate the development of
OA, which has a positive impact on firm perfor-
mance. Indeed, if these three dimensions (AMO)
are synergistically combined, employees will have
not only the adequate abilities but also the nec-
essary motivations and opportunities to become
involved in strategically appropriate behaviors,
which can drive to a sustained competitive advan-
tage (Gardner, Wright, & Moynihan, 2011). In this
regard, ambidexterity could be fulfilled through
allocating human resources to both exploitation
and exploration (Gibson & Birkinshaw, 2004;
Ubeda-Garcia et al., 2016, 2018). Thus, it would be
relevant for tourism organizations to apply HPWSs
to their management. Moreover, in international
high-end hotels characterized by a diversity in rela-
tion to both employees and customers and a high
employee turnover rate (Yao, Qiu, & Wei, 2019),
AM seems an excellent approach, since this helps
to encourage innovative and strategic initiatives
from both employees and customers and, as such,
to retain them. For hotels that would create new
art-oriented services and enhance the effectiveness
of current artistic services, they can use the ASISE
model developed by Wang et al. (2018).

AM can sometimes help improve performance
without any cost, thanks to the adjustment in the
use of resources (Seraphin & Yallop, 2019). For
example, for the management of Mini Clubs,
Seraphin and Yallop (2019) have shown the need
to redesign their services to enhance not only chil-
dren’s experiences but also to contribute to their
competitive advantage. Henceforth, to understand
how an ambidextrous management approach could
be successfully applied to Mini Clubs, practitioners
could inspire the strategic framework proposed by
Seraphin and Yallop (2019) (please see Seraphin &
Yallop, 2019, for more details). Due to its opera-
tional flexibility, this strategic framework may be
also implemented by managers of other types of
leisure organizations besides Mini Clubs.

In sum, AM is a promising management con-
cept for tourism destinations and organizations.

AM could be one of the best solutions for answer-
ing contemporary issues such as pollution and cli-
mate change and for ensuring the sustainability of
the tourism industry. Given that tourism activities
often cause a negative impact on the environment
as a result of using significant amounts of natural
resources (Dolnicar et al., 2018; Sanchez & Adams,
2008) and that there is an increase in environmental
legislation and pressure from consumers (Chan &
Hawkins, 2012; Robinot & Giannelloni, 2010), a
proactive strategy based on an AM approach seems
more necessary than ever. Moreover, in a context
where the degree of climate change is alarming,
which often generates negative influences on tour-
ism development (Dogru, Marchio, Bulut, & Suess,
2019; Gossling, Scott, Hall, Ceron, & Dubois,
2012), OA appears to be an incontestable approach
to reconcile exploitation and exploration within a
destination or an organization, ensuring its sustain-
able development. Finally, because tourism orga-
nizations or destinations are interdependent with
many other stakeholders, and the issues of over-
tourism, antitourism, and tourismphobia are devel-
oping (Jacobsen, lversen, & Hem, 2019; Seraphin,
Sheeran, et al., 2018), it would be very important
for tourism organizations and destinations, regard-
less of size, to adopt OA for long-term survival.
The limitation of this study rests on the litera-
ture search strategy, meaning that the literature
search was only focused on the three sections:
title, abstract, and keywords. Thus, research that
has considered the ambidexterity concept but did
not mention this in any of these three sections may
have been omitted. This limitation is in line with
(1) Seraphin and Yallop’s (2019) statement high-
lighting that some studies apply the ambidexterity
concept without explicitly referring to its name,
and (2) the reflection of Petticrew and Roberts
(2006) indicating that a systematic review comes
with its own limitations because of its retrospec-
tive and selective nature. Thus, apart from sev-
eral opportunities for future research raised in the
subsection “Research Agenda,” further research
is also encouraged to consider the exhaustivity of
published papers on the ambidexterity concept by
including papers that did not mention the terms
“ambidexterity” and/or “ambidextrous” in the three
sections of title, abstract, and keywords, but in
other sections. Furthermore, it is recommended that
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papers that did not employ the exact the name of
the concept (i.e., ambidexterity, AM, AO, OA) but
applied this concept (e.g., papers using the terms
other than “ambidexterity” and *“ambidextrous,”
such as exploitation, exploration, etc., but apply-
ing in reality the ambidexterity concept), need to be
taken into account in future research.
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