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The hotel industry remains a vital contributor to Kenya’s economy, with Nairobi City County hosting the highest number of five-star hotel establishments. Despite their prominence, these hotels experienced declining profitability between 2020 and 2024, prompting an investigation into the role of mobile banking solutions in enhancing financial performance. The study aimed to assess the effect of mobile banking solutions on the profitability of five-star hotels in Nairobi City County, Kenya. Anchored on Transaction Cost Theory, Innovation Diffusion Theory, and the Technology Acceptance Model, the study adopted a descriptive research design targeting 62 respondents from Finance, IT, and Customer Service departments across eleven five-star hotels. Data were collected through structured questionnaires and analyzed using SPSS version 25.0. Reliability was confirmed through a Cronbach Alpha threshold of 0.7, while multiple regression analysis examined the relationship between mobile banking and profitability. Findings revealed that mobile banking solutions (β = 1.333, p < 0.05) had a statistically significant and positive effect on hotel profitability. This indicates that efficient mobile banking systems enhance customer convenience, accelerate transactions, and reduce operational costs, thereby improving financial performance. The study concluded that adoption of mobile banking technologies is crucial for boosting profitability in the hospitality sector. It recommends that five-star hotels invest more in secure, user-friendly, and integrated mobile payment systems to support seamless financial transactions and customer satisfaction.
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1.0 Introduction
Mobile Banking Solutions and Profitability of Five-Star Hotels in Nairobi City County, Kenya
The profitability of the hotel industry is central to global economic growth, contributing significantly to employment, tourism, and national income. In 2022, the global hotel industry was valued at USD 822 billion, reflecting its vital role in driving international economic development (World Tourism Organization, 2023). Profitability within this sector is influenced by several factors, among which technology-driven financial solutions particularly mobile banking have become increasingly important. The adoption of mobile banking and related financial technologies has transformed hotel operations by improving transaction efficiency, cost management, and customer satisfaction, all of which contribute to improved profitability (Johnson & Lee, 2021; Kumar et al., 2022).

Technological innovation has fundamentally reshaped how hotels manage finances and interact with clients. Mobile banking enables real-time transactions, seamless payments, and enhanced customer convenience. This, in turn, enhances operational efficiency, reduces transaction costs, and promotes revenue growth by facilitating easy access to both local and international markets. As a result, mobile banking has emerged as a key profitability driver in the hospitality sector by supporting faster payments, minimizing human error, and enabling data-driven financial decision-making (Smith et al., 2022).

Globally, the integration of mobile and digital financial systems has been linked to improved profitability across hospitality sectors. In Europe, hotel profitability plummeted by nearly 60% in 2020 due to the COVID-19 pandemic but rebounded by 45% in 2022, driven by the adoption of contactless payment systems and digital reservations (European Hotel Market Report, 2022; European Travel Commission, 2022). The use of cloud-based financial management tools and mobile payment technologies helped hotels enhance revenue collection, manage costs, and streamline financial operations (Peters et al., 2023). As such, mobile banking solutions have become indispensable in improving the operational efficiency and financial resilience of European hotels.

In Asia, the hotel industry experienced a similar trajectory. Profitability dropped sharply by 55% in 2020 but recovered by 30% by mid-2023 as mobility restrictions eased (Jones Lang LaSalle, 2023). Mobile banking systems and automated payment solutions proved instrumental in this recovery. Their convenience encouraged cashless transactions, enhancing customer trust and experience. Moreover, integration with mobile apps for booking and payments simplified operations, boosting hotel revenues (Tan & Chang, 2023). By enabling fast, secure, and convenient payments, mobile banking improved both liquidity management and customer retention two major components of profitability.

Africa’s hotel sector has also benefited from technological adoption, especially mobile money systems. Following a 70% decline in profitability in 2020, the African hotel industry rebounded by 35% by 2022, largely driven by the adoption of mobile payment systems such as M-Pesa and Airtel Money (African Hotel Investment Forum, 2021; Mbiti et al., 2023). In many African regions where traditional banking infrastructure is limited, mobile banking has allowed hotels to process payments securely, expand their client base, and improve financial performance (Njuguna & Wanjiku, 2022). Forecasts suggest that profitability in Africa’s hospitality sector could increase by up to 50% by 2024, underscoring the importance of mobile banking as a financial enabler (PWC Africa, 2023).

In Kenya, the five-star hotel segment has experienced similar profitability trends. The sector suffered a 50% decline in profitability in 2020 due to the pandemic but began recovering in 2021, posting a 25% improvement as international travel resumed (KNBS, 2021; Tourism Research Institute, 2022). Mobile banking solutions particularly the use of M-Pesa and other digital payment systems have played a transformative role in this recovery. These platforms have enhanced customer convenience by offering secure, fast, and accessible payment options while reducing reliance on cash transactions. Hotels that adopted mobile payment systems also experienced better cash flow management, lower operational costs, and increased customer satisfaction, which together contributed to profitability growth (Kariuki et al., 2023). By 2023, five-star hotels in Kenya had recorded a 40% increase in profitability, with projections showing a full return to pre-pandemic levels by 2024 (East Africa Hotel Market Report, 2023).

Profitability, in this context, refers to a hotel’s ability to generate income relative to its expenses, reflecting its financial health and operational efficiency (Ross et al., 2021). Common measures of profitability include Net Profit Margin, Return on Assets (ROA), Return on Equity (ROE), and Earnings Before Interest, Taxes, Depreciation, and Amortization (EBITDA) (Gibson & Black, 2022). In the hotel industry, profitability is often evaluated using indicators such as Revenue per Available Room (RevPAR) and Gross Operating Profit per Available Room (GOPPAR) (Johnson & Adams, 2023). These metrics provide insight into how effectively hotels convert operational capacity into financial returns.

For the proposed study, Net Profit Margin is adopted as the key indicator of profitability because it reflects the efficiency with which hotels manage costs relative to revenues. Mobile banking solutions are expected to directly influence this metric by streamlining financial operations, minimizing transaction costs, and improving customer payment experiences. Through mobile banking, hotels can process payments instantly, reduce the need for intermediaries, and enhance transparency in cash flow management. This ultimately boosts profitability by lowering administrative costs and increasing operational efficiency (Johnson & Adams, 2023).

In sum, the integration of mobile banking solutions within the hospitality sector particularly among five-star hotels in Nairobi City County represents a significant evolution in financial management and service delivery. As hotels continue to embrace digital transformation, mobile banking provides a sustainable path to profitability by combining operational efficiency with superior customer service. It enables hotels to align financial innovation with business strategy, thereby enhancing competitiveness in a dynamic global tourism environment. The proposed study thus aims to assess the extent to which mobile banking solutions affect the profitability of five-star hotels, providing empirical insights into how technology-driven financial innovations can support sustainable growth in Kenya’s hospitality industry.
The integration of technology-driven financial services has significantly transformed the way modern businesses, including hotels, manage financial operations and interact with customers. Technology-driven financial services, often referred to as financial technology (fintech), involve the use of digital innovations such as online booking systems, mobile banking, automated invoicing, and loyalty programs to enhance efficiency, improve customer experience, and optimize profitability (Kumar et al., 2022). Within the hospitality sector, these technologies streamline financial processes, simplify transactions, and promote revenue growth by enabling faster, more secure, and customer-friendly financial interactions (Johnson & Lee, 2021).

Mobile banking solutions represent a critical component of fintech within the hotel industry. These solutions enable customers to perform transactions such as payments, fund transfers, and account management using mobile applications or SMS-based platforms. In Kenya, the rapid adoption of mobile payment systems such as M-Pesa has redefined how businesses operate, offering convenience, accessibility, and real-time transaction processing (Mutuku, Muathe & James, 2019). For five-star hotels in Nairobi City County, mobile banking solutions not only facilitate seamless payments from both local and international guests but also improve cash flow management, reduce operational inefficiencies, and enhance financial security. Consequently, mobile banking directly influences hotel profitability through higher transaction turnover, reduced payment delays, and increased customer satisfaction (Brown & Adams, 2022).

Empirical studies highlight that mobile banking solutions have a measurable impact on business performance across different sectors. For instance, Smith and Richards (2021) found that online and mobile payment systems improved customer convenience and reduced payment processing times in the retail sector. Similarly, Brown and Adams (2022) reported that mobile banking applications in the financial industry improved service delivery efficiency and customer loyalty. In the tourism and hospitality sector, Zhang et al. (2023) demonstrated that mobile payment systems enhance service delivery and contribute to better financial performance by reducing administrative costs associated with manual payment processing. These findings suggest that mobile banking serves as a key enabler of profitability by improving transaction efficiency and enhancing customer experiences.

In Nairobi’s five-star hotels, the relevance of mobile banking cannot be overstated. Guests increasingly prefer digital payment methods due to their speed, security, and convenience. Hotels that integrate mobile payment platforms such as M-Pesa, Airtel Money, or card-linked mobile apps can attract tech-savvy clients who prioritize seamless financial interactions. Moreover, the use of mobile banking allows hotels to minimize transaction fees, reduce reliance on intermediaries, and improve financial record accuracy. Mobile banking also enables real-time monitoring of payments and revenue streams, providing management with vital data for strategic decision-making. Consequently, the adoption of mobile banking solutions strengthens financial transparency and contributes to improved profitability (Tan & Chang, 2023).

Beyond enhancing payment efficiency, mobile banking fosters greater customer trust and loyalty. Guests are more likely to return to establishments that provide secure, easy-to-use payment systems. In a competitive hospitality market such as Nairobi’s, this creates a strategic advantage for five-star hotels seeking to differentiate themselves through superior service delivery. Furthermore, mobile banking aligns with broader trends in digital transformation, which emphasize sustainability, reduced cash handling, and enhanced data-driven financial management (Kumar et al, 2022). Therefore, integrating mobile banking into hotel operations is not merely a technological upgrade but a strategic financial innovation aimed at long-term profitability and resilience.

The Kenyan hospitality sector, and particularly five-star hotels in Nairobi, provides a suitable context for examining the impact of mobile banking solutions on profitability. The industry has evolved significantly since its early development during the colonial period, expanding rapidly after independence through both government and private investments. By 2022, Kenya’s hospitality sector had a total bed capacity of approximately 58,000, with Nairobi accounting for 23.7% of this total (Kamau & Waudo, 2022). The Tourism Regulatory Authority (TRA) classifies hotels using a star-rating system based on East African Community standards, with five-star hotels representing the pinnacle of luxury and service quality (PwC, 2021). These establishments offer premium amenities such as concierge services, wellness centers, fine dining, and executive business facilities, catering to high-end domestic and international clientele.

Nairobi City County hosts the largest concentration of five-star hotels in Kenya, including Villa Rosa Kempinski, Fairmont The Norfolk, Radisson Blu, The Sarova Stanley, Sankara Nairobi, The Boma Nairobi, and Hemingway’s Nairobi. These hotels are major contributors to the city’s tourism revenue and serve as benchmarks for quality and profitability in the national hospitality industry (Cytonn, 2022). However, despite their strong market positioning, profitability among these hotels has fluctuated over recent years due to global and local disruptions, most notably the COVID-19 pandemic. The crisis led to a sharp decline in occupancy rates, dropping to as low as 29.1% in 2020, with revenue per available room reducing significantly (Cytonn, 2021). Nonetheless, recovery efforts since 2022 have shown gradual improvement, supported by the adoption of innovative financial and technological strategies, including mobile payment systems and digital marketing (Coopers, 2023).

By 2023, occupancy rates for five-star hotels in Nairobi averaged around 45%, reflecting steady recovery fueled by domestic tourism and digital transformation (Diffu, 2020; Cytonn, 2023). The introduction of mobile banking platforms has played a critical role in this recovery by enabling efficient financial operations and supporting the shift toward contactless transactions in the post-pandemic era. Hotels adopting mobile payment solutions have reduced administrative burdens, improved working capital management, and strengthened customer confidence all of which contribute directly to profitability. Thus, mobile banking solutions not only enhance operational performance but also serve as a strategic response to changing market dynamics and consumer preferences, mobile banking solutions have become integral to the profitability of five-star hotels in Nairobi City County. They improve financial efficiency, enhance customer experience, and support sustainable business growth. As the hospitality sector continues to embrace digital transformation, understanding the relationship between mobile banking and profitability will provide valuable insights for hotel managers, investors, and policymakers seeking to strengthen Kenya’s tourism competitiveness through technology-driven financial innovation.
1.1 Research Problem
The hotel industry remains a vital component of Kenya’s economy, with Nairobi City County hosting the largest number of five-star hotels such as Villa Rosa Kempinski, Fairmont The Norfolk, and Radisson Blu. Despite their premium positioning, these hotels have experienced a steady decline in profitability between 2020 and 2024, with average net income reducing by 12.5% in 2020, 8.7% in 2021, 7.4% in 2022, 5.9% in 2023, and 6.8% in 2024 (Cytonn, 2024). This downward trend is attributed to rising operational costs, technological inefficiencies, and a sluggish global economy, highlighting the need for innovative financial solutions to sustain profitability.
Traditional financial management practices such as budgeting and cost control are no longer sufficient in addressing these challenges. Mobile banking solutions offer an opportunity for hotels to enhance financial operations by improving transaction efficiency, reducing cash handling risks, and optimizing payment processes. However, empirical evidence on how mobile banking influences profitability in five-star hotels remains limited. Existing studies such as those by Njoroge and Wanjiru (2021) on SMEs, Kamau and Muthoni (2022) on retail outlets, and Mwangi and Karanja (2023) on banks have primarily focused on other sectors, leaving contextual, conceptual, and methodological gaps regarding the hospitality industry. Therefore, there is a critical need to examine how mobile banking solutions affect the profitability of five-star hotels in Nairobi City County. Addressing this gap will provide valuable insights for hotel managers and policymakers seeking to leverage financial technology for improved performance. 
Study Limitations
The study faced limitations such as restricted access to confidential financial data from five-star hotels, mitigated through ethical measures and data anonymization. Isolating mobile banking solutions as the sole profitability factor was challenging due to external influences, addressed by using control variables. The focus on Nairobi City County limited generalizability, but diverse hotel selection and literature comparison enhanced relevance. Rapid technological changes may affect long-term applicability; hence, future studies are recommended to address emerging mobile banking innovations.

2.0 Literature Review  
Theoretical Framework
This study on Mobile Banking Solutions and Profitability of Five-Star Hotels in Nairobi City County, Kenya is anchored on three key theories Transaction Cost Theory (TCT), Innovation Diffusion Theory (IDT), and Technology Acceptance Model (TAM). These theories collectively explain how the adoption of technology-driven financial solutions such as mobile banking influences organizational profitability through operational efficiency, cost reduction, and improved service delivery.
The Transaction Cost Theory (TCT), developed by Ronald Coase (1937) and later refined by Oliver Williamson (1985), postulates that firms exist to minimize the costs of economic exchanges, including negotiation, coordination, and information asymmetry. Williamson emphasized that organizations can enhance efficiency and profitability by internalizing transactions to avoid higher external market costs.

Within the hospitality industry, TCT is relevant in understanding how five-star hotels can reduce operational inefficiencies and maximize profitability through mobile banking solutions. Mobile financial technologies minimize the costs associated with manual payment processing, billing errors, and cash handling. For instance, by enabling instant digital transactions, hotels reduce labor costs linked to manual reconciliation and minimize financial risks arising from delays and disputes. Lower transaction costs translate directly into higher profitability as they enhance net margins and improve cash flow management.

Empirical studies support this application. Tsang (2021) found that hotels adopting mobile payment systems reduced transaction costs and improved profit margins, while Dyer (2019) and Joskow (2020) demonstrated similar outcomes in other industries. By implementing mobile banking platforms, hotels in Nairobi City County can streamline financial operations, reduce overhead costs, and improve service delivery efficiency. Consequently, TCT underscores that minimizing the friction of financial transactions through technological innovation is central to improving profitability in the competitive hospitality sector.

However, TCT has been critiqued for its narrow focus on cost reduction, overlooking strategic drivers such as innovation and customer satisfaction (Ghoshal & Moran, 1996). Nonetheless, in the context of five-star hotels, the theory provides a robust economic rationale for adopting mobile banking as a mechanism for enhancing efficiency and profitability.

The Innovation Diffusion Theory (IDT), developed by Everett Rogers (1962, 2003), explains how innovations spread through a social system over time. The theory identifies five key elements innovation, communication channels, time, social system, and adopter categories that shape the adoption process. According to Rogers, the adoption rate depends on the innovation’s perceived advantage, compatibility, simplicity, trialability, and observability.

In the hospitality context, IDT provides a valuable framework for examining how five-star hotels in Nairobi adopt mobile banking solutions and related fintech innovations. Such technologies including mobile payment applications, digital invoicing, and loyalty programs streamline transactions, enhance customer experiences, and improve cash flow management. For instance, mobile banking simplifies payment processes, reduces reliance on cash, and enhances financial transparency, directly supporting profitability (Narayan, 2020; O’Reilly & Clark, 2021).

IDT also posits that innovation adoption follows an S-curve pattern, beginning with innovators and early adopters who influence others to follow (Santos & Abreu, 2022). In this regard, five-star hotels that are early adopters of mobile banking can gain competitive advantage through improved operational efficiency and customer satisfaction. The diffusion process in the hotel industry is also influenced by external factors such as market competition, customer expectations, and technological readiness.

Applying IDT to this study helps explain why and how mobile banking technologies diffuse across the hospitality sector. The perceived benefits of mobile banking such as ease of transactions, security, and convenience encourage adoption, while factors like cost, system complexity, and staff training can slow it down. Understanding these dynamics helps hotel managers align technological innovations with profitability goals (Owino & Musyoka, 2022).

The Technology Acceptance Model (TAM), introduced by Fred Davis (1989), extends the Theory of Reasoned Action by identifying two critical determinants of technology adoption: perceived usefulness (PU) and perceived ease of use (PEOU). PU refers to the extent to which users believe a technology improves performance, while PEOU concerns how effortless the technology is to use. TAM has been widely applied to understand behavioral intentions toward technology adoption in various sectors, including banking and hospitality (Venkatesh & Bala, 2008).

In relation to this study, TAM explains how the perceived usefulness and ease of use of mobile banking solutions influence their adoption by five-star hotels and, consequently, their effect on profitability. Hotels that perceive mobile banking as beneficial for improving customer satisfaction, accelerating payments, and enhancing financial management are more likely to adopt it. The seamless integration of mobile banking systems enables efficient real-time transactions, reduces administrative workload, and strengthens cash flow factors that directly contribute to profitability.

Past studies validate TAM’s applicability. Chen et al. (2016) found that perceived utility and ease of use were key determinants of mobile banking adoption in the banking industry, while Osei and Gbolahan (2019) confirmed TAM’s relevance in explaining fintech adoption across African enterprises. In the hospitality sector, the same logic applies: hotels that find mobile banking systems intuitive and beneficial will readily embrace them, translating adoption into financial gains.

Despite its strengths, TAM has faced criticism for its simplicity and neglect of contextual factors such as cost, infrastructure, and organizational culture (Bagozzi, 2007; Benbasat & Barki, 2007). However, its explanatory power remains significant for understanding user attitudes and behavioral intentions, particularly in technology-driven environments like hospitality.


2.1 Empirical Review
Empirical studies across sectors have shown that technological innovations significantly influence organizational profitability. In the hospitality industry, the integration of financial technologies such as mobile banking solutions has transformed operations by enhancing efficiency, customer satisfaction, and revenue growth. This review focuses on empirical evidence linking mobile banking and firm profitability, with emphasis on addressing the contextual gap within five-star hotels in Nairobi City County, Kenya.

Kariuki and Njoroge (2020) examined Mobile Banking Solutions and Financial Performance in the Kenyan Microfinance Sector using a cross-sectional research design. Profitability indicators included transaction volume, customer retention, and service delivery efficiency. Their findings revealed that mobile banking significantly improved profitability through lower transaction costs and enhanced customer convenience. However, the study was limited to microfinance institutions, leaving a sectoral gap in understanding how mobile banking influences profitability in service-based industries such as hospitality. The present study addresses this gap by focusing on five-star hotels, which rely heavily on seamless financial transactions to meet luxury service expectations.

Similarly, Mwangi and Wambua (2021) conducted a study titled The Impact of Mobile Banking on the Financial Performance of Small and Medium Enterprises in Kenya. Using a descriptive research design, they assessed customer satisfaction, business income, and mobile payment transaction volumes. The results showed that mobile banking improved payment flexibility and customer satisfaction, leading to higher profitability. Nevertheless, the study did not examine large, complex institutions like five-star hotels, where mobile banking systems integrate with other digital platforms such as booking engines and customer relationship management tools. The current study extends this perspective by analyzing mobile banking’s role within luxury hotel ecosystems.

Ahmed and Khan (2022), in their study Mobile Payment Systems and Profitability in the Retail Sector: Evidence from Bangladesh, adopted a quantitative approach using transaction speed, customer transaction rates, and sales growth as key profitability measures. The study found that mobile banking enhanced profitability by accelerating transactions and increasing customer loyalty. However, its retail context differed from service-oriented industries. In contrast, five-star hotels handle high-value, time-sensitive transactions, making mobile banking not only a convenience tool but also a driver of operational efficiency and brand competitiveness. This research explores this nuanced relationship within Nairobi’s high-end hospitality market.

Moyo and Mpofu (2023) investigated Mobile Banking and Financial Performance in the Tourism Sector of South Africa through a mixed-methods approach. They evaluated profitability using indicators such as revenue growth, customer retention, and operational efficiency. Their findings indicated that mobile banking solutions improved financial performance by streamlining payment processes and enhancing customer experiences. However, the study generalized across the tourism sector without distinguishing luxury hotels from other establishments. This omission presents a contextual gap, as the operational models of five-star hotels differ significantly in scale, client expectations, and technological integration. The present study narrows this gap by focusing on the luxury segment in Nairobi.

A more recent study by Alhassan and Mensah (2024) titled The Role of Mobile Banking in Enhancing Profitability in the Hospitality Sector: A Case Study of Ghana employed a case study methodology. Indicators such as transaction efficiency, customer satisfaction, and revenue growth were used to assess profitability. The study concluded that mobile banking positively influenced profitability by improving financial operations and customer experiences. However, it overlooked how mobile banking interacts with other financial technologies such as automated invoicing and online booking platforms, which together shape profitability outcomes. The current study incorporates this broader perspective by examining mobile banking’s effect within a technologically integrated hotel environment.

Across these studies, a consistent theme emerges: mobile banking enhances profitability by reducing transaction costs, improving efficiency, and increasing customer satisfaction. However, most prior research has been conducted in sectors like microfinance, retail, and tourism, leaving a research gap within luxury hospitality contexts. Five-star hotels operate under distinct financial dynamics characterized by large transaction volumes, global clientele, and a demand for secure, rapid payment systems. Mobile banking solutions in such contexts not only facilitate transactions but also enhance customer trust, convenience, and loyalty key drivers of profitability.

Additionally, studies outside Kenya provide useful comparative insights. Ahmed and Khan (2022) and Moyo and Mpofu (2023) demonstrated that the profitability effect of mobile banking depends on system integration and service quality. In the hotel sector, these factors translate to mobile check-ins, digital concierge services, and mobile-based payments that support personalized experiences. However, evidence specific to Kenyan five-star hotels is limited, particularly regarding how mobile banking contributes to profit margins through operational efficiencies and customer value creation.

Furthermore, earlier studies such as Kariuki and Njoroge (2020) emphasized cost reduction, while later studies like Alhassan and Mensah (2024) highlighted revenue generation through enhanced customer interaction. This shift reflects the evolution of mobile banking from a transaction-processing tool to a strategic asset for financial performance. In high-end hotels, mobile banking supports both aspects: it minimizes administrative costs and enhances service personalization, leading to increased customer satisfaction and profitability.

Despite the positive findings across contexts, methodological and contextual gaps remain. Most studies employed descriptive or cross-sectional designs, limiting causal inference. Few have explored the combined influence of mobile banking with other fintech innovations, and even fewer have addressed its role in Kenya’s luxury hotel segment. Moreover, profitability indicators vary widely across studies, from transaction volumes to customer retention and revenue growth, underscoring the need for context-specific assessment tools.
3.0 Methodology
This study adopted a descriptive research design to assess the effect of mobile banking solutions on the profitability of five-star hotels in Nairobi City County, Kenya. The descriptive approach was appropriate as it enabled systematic and accurate presentation of the relationship between mobile banking technologies and hotel profitability while providing insights into factors influencing their adoption in the hospitality industry.

The target population comprised employees drawn from eleven five-star hotels operating in Nairobi City County. These hotels were selected because they are more likely to have integrated mobile and technology-based financial solutions in their operations. The study focused on three key departments Finance, Information Technology (IT), and Customer Service since they play significant roles in technology adoption and profitability. The Finance department influences financial decision-making and budgeting; IT manages system implementation and integration; and Customer Service represents the interface between the hotel and its clients, affecting satisfaction and repeat business. A total of 62 respondents participated in the study.

Given the manageable population size, the study adopted a census approach, ensuring that all eleven five-star hotels and the 62 employees across the three departments were included. This comprehensive inclusion improved representativeness and minimized sampling error. Primary data were collected using structured questionnaires consisting mainly of closed-ended questions. This format enhanced uniformity of responses, facilitated statistical analysis, and increased data reliability. The questionnaire was divided into sections capturing demographic characteristics, the extent of mobile banking adoption, and its perceived impact on profitability. Respondents provided information on areas such as revenue enhancement, operational cost reduction, efficiency improvement, and customer satisfaction associated with mobile banking services.

Data collection began after obtaining authorization from the Kenyatta University School of Business and a research permit from the National Commission for Science, Technology, and Innovation (NACOSTI). A drop-and-pick-later method was used, allowing respondents five to seven days to complete the questionnaires.

A pilot study was conducted on six purposively selected five-star hotels, involving one respondent from each. This represented approximately 10% of the total sample, consistent with Mugenda and Mugenda’s (2013) recommendation. The pilot helped refine the questionnaire by identifying ambiguous items and improving clarity.

Validity and reliability tests were conducted to ensure data accuracy and consistency. Construct validity was achieved by aligning the measurement items with established theoretical and empirical literature on mobile banking and profitability. Content validity was ensured through expert review by academic supervisors, who examined the instrument for relevance and completeness. Reliability was tested using Cronbach’s alpha, with an acceptable threshold of 0.7. Any items below this level were revised to improve consistency.
Data were coded, cleaned, and analyzed using SPSS Version 25. Descriptive statistics such as means, frequencies, and percentages summarized respondent characteristics and responses. Inferential analysis, including correlation and multiple regression, determined the strength and direction of relationships between mobile banking solutions and hotel profitability. The regression model used was:

Y = β₀ + β₁X₁ + ε

Where:
Y = Profitability
X₁ = Mobile Banking Solutions
β₀ = Constant
β₁ = Coefficient of regression
ε = Error term

This model measured the predictive power of mobile banking solutions on hotel profitability. Results were presented using tables, charts, and graphs to enhance interpretation. Ethical considerations guided all stages of the research. The researcher also committed to presenting findings objectively and without bias. Through this systematic approach, the study sought to generate empirical evidence on how mobile banking solutions contribute to the profitability of five-star hotels in Nairobi City County, Kenya.


4.0 RESULTS AND DISCUSSION
The study achieved an 82.25% response rate, with 51 out of 62 questionnaires returned from employees in the finance, IT, and customer service departments of eleven five-star hotels in Nairobi City County. This high response rate indicates strong engagement among staff involved in mobile banking operations and ensures reliable data for analysis. The substantial participation enhances the validity and generalizability of findings on how mobile banking solutions influence the profitability of five-star hotels.
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	Category
	Frequency
	Percentage

	
	
	

	Filled Questionnaire
	51
	82.25

	Unfilled Questionnaire
	11
	17.75

	Total
	62
	100.00

	Source: Researcher (2025)
	
	



4.1 Descriptive Statistics
This section presents the descriptive analysis of data collected to assess the effect of mobile banking solutions on the profitability of five-star hotels in Nairobi City County, Kenya. Descriptive statistics, including means and standard deviations, were computed to summarize respondents’ views regarding how mobile banking systems influence financial performance. The analysis provides valuable insights into user perceptions, adoption levels, and operational implications of mobile banking within the hospitality sector.

Mobile banking solutions have become a key financial innovation in Kenya’s hospitality industry, enabling businesses to process payments, manage cash flows, and enhance financial efficiency. In this study, respondents were asked to rate statements related to mobile banking applications, including transaction volume, accessibility, user adoption, financial adequacy, and system security. The results are summarized in Table 2.





Table 2: Mobile Banking Solutions and Profitability
	Statements
	Mean
	Std. Dev

	The transaction volume through mobile banking solutions has significantly increased
	4.1120
	0.6111

	User adoption of mobile banking solutions is on the rise in my community
	3.9951
	0.6990

	Mobile banking solutions are accessible to users regardless of location
	3.9112
	0.7221

	The user experience of mobile banking applications is intuitive and user-friendly
	3.5221
	0.6880

	Mobile banking solutions adequately meet my financial needs
	4.1371
	0.7041

	Security measures in mobile banking solutions foster user trust
	3.8796
	 

	Aggregate Mean
	3.9352
	0.6851

	Source: Researcher (2025)
	
	



Source: Researcher (2025)		
The findings indicate that respondents generally agreed that mobile banking solutions positively influence hotel profitability. The highest-rated statement Mobile banking solutions adequately meet my financial needs (mean = 4.1371, SD = 0.7041) suggests strong satisfaction with the efficiency and reliability of mobile-based transactions. This was closely followed by the transaction volume through mobile banking solutions has significantly increased (mean = 4.1120, SD = 0.6111), implying that mobile banking is increasingly central to hotel financial operations. Respondents also agreed that mobile banking solutions are accessible regardless of location (mean = 3.9112, SD = 0.7221), demonstrating that mobility and flexibility are important factors in financial service adoption.

However, the statement the user experience of mobile banking applications is intuitive and user-friendly received the lowest rating (mean = 3.5221, SD = 0.6880). Although this score remains above the neutral point, it highlights potential usability challenges. The aggregate mean score of 3.9352 (SD = 0.6851) reflects an overall positive perception of mobile banking solutions among hotel managers, reinforcing their strategic importance in enhancing operational efficiency and profitability.

The descriptive findings suggest that mobile banking solutions significantly contribute to financial efficiency and profitability among five-star hotels in Nairobi City County. High transaction volumes and increasing adoption rates indicate that hotels have embraced mobile platforms to streamline operations, enhance customer convenience, and reduce reliance on cash-based transactions. The high mean scores for accessibility and financial adequacy underscore that mobile banking supports seamless service delivery and efficient revenue collection, both critical factors for profitability in the luxury hotel segment.

The findings also reveal that security and trust are important determinants of successful mobile banking adoption. The relatively high mean for security measures (3.8796) indicates that respondents perceive mobile banking platforms as safe and reliable, which is crucial in fostering continued use by both customers and management. In contrast, the relatively lower score on user experience suggests an opportunity for improvement in the design and functionality of mobile banking interfaces. Enhancing usability could further strengthen customer satisfaction and retention, ultimately boosting profitability.

From a theoretical perspective, these results support the Technology Acceptance Model (TAM), which posits that perceived usefulness and ease of use influence technology adoption. In the context of this study, the high ratings for transaction volume, accessibility, and adequacy illustrate perceived usefulness, while the moderate score for user experience reflects perceived ease of use. Both constructs play a vital role in shaping adoption behavior and, by extension, financial performance outcomes in the hospitality industry.

Practically, the results demonstrate that integrating mobile banking into hotel financial systems enhances efficiency by minimizing transaction delays, improving accuracy in payment records, and facilitating real-time financial tracking. Moreover, mobile banking enables hotels to reach a broader customer base, including international clients, by supporting multiple currencies and instant payments. These efficiencies contribute directly to increased profitability through faster cash flows and reduced administrative costs.

The present study’s findings align with existing empirical literature emphasizing the transformative role of mobile banking in organizational performance. Mutuku and Mwangi (2021) observed that mobile banking significantly improved revenue streams and reduced transaction costs in Kenya’s travel sector. These outcomes resonate with the current findings, where increased transaction volumes and widespread adoption contribute to profitability among five-star hotels.

Similarly, Patel and Desai (2023) reported that mobile financial tools enhanced profitability in India’s hospitality sector by improving payment efficiency and reducing reliance on intermediaries. The present study corroborates their conclusions, emphasizing that direct and secure transactions via mobile platforms boost customer confidence and operational effectiveness in the Kenyan context.

In contrast, Chen (2024) noted that in Taiwan, limited integration between mobile banking and hotel management systems constrained profitability improvements. The current study presents a different scenario: Nairobi’s five-star hotels have made considerable progress in integrating mobile banking with their financial systems. This integration has facilitated automated reconciliation, improved cash flow management, and reduced human error outcomes directly associated with higher profitability.

Further, Martinez and Lopez (2022) highlighted the importance of mobile platform accessibility and data security in improving customer satisfaction and financial outcomes in Spain’s hospitality industry. The present findings affirm that accessibility and security are critical drivers of profitability in Nairobi’s hotels as well. The high mean scores for these variables underscore their relevance in enhancing operational efficiency and customer trust.

This study extends prior research by providing a contextualized understanding of how mobile banking influences profitability within luxury hotels in Kenya. Unlike earlier studies that focused on mid-range or general hospitality establishments, this research targets five-star hotels a segment characterized by high operational costs, diverse clientele, and advanced technological adoption. The findings reveal that mobile banking has become an integral financial management tool that enhances liquidity, supports cashless transactions, and improves overall service delivery.

Moreover, the study underscores that mobile banking adoption is not merely a transactional improvement but a strategic financial innovation that reinforces competitiveness in the hospitality sector. By facilitating faster payments, reducing manual processes, and ensuring secure transactions, mobile banking strengthens financial control and enables hotels to allocate resources more effectively. These improvements collectively translate into increased profitability and long-term sustainability, the descriptive analysis establishes that mobile banking solutions have a significant positive effect on the profitability of five-star hotels in Nairobi City County. The results demonstrate that these digital financial tools enhance operational efficiency, expand customer convenience, and foster trust through secure transactions. High transaction volumes and widespread adoption indicate strong alignment between technological integration and financial performance objectives. However, the moderate rating for user experience highlights an area that requires further improvement, suggesting that optimizing application interfaces could enhance user satisfaction and strengthen profitability outcomes.

Regression Analysis
The study assessed the effect of mobile banking solutions on the profitability of five-star hotels in Nairobi City County, Kenya. A regression analysis was conducted to determine the predictive capacity of technology-driven financial services particularly mobile banking on profitability. The results were presented through the model summary, analysis of variance (ANOVA), and regression coefficients.
The model summary showed a multiple correlation coefficient (R) of 0.828, indicating a strong positive association between profitability and the four predictors: online booking platforms, mobile banking solutions, fintech-based loyalty programs, and automated invoicing systems. The coefficient of determination (R²) of 0.686 implied that 68.6 percent of the variance in profitability could be explained by these variables collectively, while the adjusted R² of 0.674 provided a conservative estimate of explanatory power. The standard error of the estimate was 2.532, demonstrating a small deviation of observed values from the regression line. These results underscore that technology-driven financial innovations play a significant role in enhancing profitability within the luxury hospitality sector.
	[bookmark: _Toc205457383]Table 3 Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.828a
	.686
	.674
	2.53219

	a. Predictors: (Constant)


Source: Researcher (2025)

The ANOVA results further confirmed the model’s robustness, yielding an F-statistic of 24.839 with a significance level (p-value) of 0.000. This demonstrates that the regression model was statistically significant and that at least one of the predictors contributed meaningfully to explaining profitability. Consequently, the profitability of five-star hotels in Nairobi is strongly determined by the collective influence of digital financial technologies, including mobile banking solutions.
[bookmark: _Toc205457384]

	Table 4 ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	1731.338
	4
	432.75
	24.839
	.000b

	
	Residual
	801.434
	46
	17.422
	
	

	
	Total
	2532.772
	50
	
	
	


Source: Researcher (2025)
The regression coefficients provided a more detailed understanding of the contribution of each predictor. The regression equation derived was:
Y = 6.451 + 0.843X₁ + 1.333X₂ + 0.802X₃ + 0.136X₄ + ε,
where Y represents profitability, X₁ = online booking platforms, X₂ = mobile banking solutions, X₃ = fintech-based loyalty programs, and X₄ = automated invoicing systems.

Among all predictors, mobile banking solutions exhibited the strongest positive and statistically significant effect on profitability, with an unstandardized coefficient of 1.333 (p = 0.000) and a standardized beta coefficient of 0.712. This result indicates that a one-unit improvement in mobile banking functionality leads to a 1.333-unit increase in profitability, holding other variables constant. The large beta coefficient highlights mobile banking as the dominant driver of profitability among technology-enabled financial tools examined in this study.
	[bookmark: _Toc205457385]Table 5  Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	
	(Constant)
	6.451
	3.718
	
	4.424
	.000

	
	Online Booking Platforms  
	.843
	.134
	.170
	3.266
	.000

	
	Mobile Banking Solutions
	1.333
	.111
	.712
	3.130
	.000

	
	Fintech-Based Loyalty Programs
	.802
	.145
	.372
	5.501
	.000

	
	Automated Invoicing Systems
	.136
	.155
	.060
	.877
	.382

	a. Dependent Variable: Profitability


The Adopted regression model was; Y = 6.451 + 0.843X 1 + 1.333X2 + 0.802X3 + ε

The findings imply that mobile banking adoption enhances financial performance by improving the convenience, speed, and security of hotel payment transactions. The availability of mobile payment options increases customer satisfaction by offering seamless settlement processes for both local and international clients, thereby reducing service time and boosting the likelihood of repeat business. Moreover, mobile banking facilitates efficient cash flow management and reduces dependency on cash handling, which improves liquidity and operational efficiency. Collectively, these mechanisms contribute to higher profitability for five-star hotels.

These outcomes align with findings by Kariuki and Njoroge (2020), who reported that mobile banking significantly improved the profitability of Kenyan microfinance institutions, and Mwangi and Wambua (2021), who linked mobile payments to greater customer satisfaction and sales growth among small and medium enterprises. Ahmed and Khan (2022) similarly observed enhanced profitability in the Bangladeshi retail sector due to mobile payment adoption, while Alhassan and Mensah (2024) found a strong relationship between mobile banking and profitability in Ghana’s hospitality industry. The present study extends this evidence by focusing on the luxury hotel segment in Kenya, confirming that mobile banking solutions are a strategic enabler of financial performance in high-end hospitality settings.

Online booking platforms also had a positive and significant relationship with profitability (B = 0.843, p = 0.000). The standardized beta coefficient of 0.170 indicated a moderate contribution. Online platforms improve occupancy rates and revenue generation by simplifying the reservation process, enhancing visibility, and integrating secure payment channels. These findings support previous research by Wang (2020) and Martinez and Lopez (2022), who highlighted the role of digital booking systems in increasing customer reach and operational efficiency.

Fintech-based loyalty programs similarly exhibited a significant positive influence on profitability, with an unstandardized coefficient of 0.802 (p = 0.000) and a standardized beta of 0.372. These programs foster customer retention and encourage repeat business through personalized rewards and incentives. The results corroborate the findings of Kamau (2020), Gupta and Singh (2021), and Otieno and Mwangi (2023), who demonstrated that loyalty programs reduce marketing costs and promote sustainable profitability across service industries. The integration of loyalty systems with mobile banking applications may further enhance customer engagement and long-term financial performance.
Automated invoicing systems, however, showed a weak and statistically insignificant relationship with profitability (B = 0.136, p = 0.382), suggesting minimal direct financial impact. Although automation reduces billing errors and improves processing efficiency, it does not substantially increase profitability when implemented in isolation. Its benefits are likely realized when integrated with broader financial and operational systems such as mobile banking and enterprise resource planning tools. This finding contrasts with Odhiambo and Muthoni (2020), who found significant cost reductions in manufacturing, underscoring that the financial gains of invoicing automation may be sector-specific.

Overall, the study concludes that mobile banking solutions are the most influential technological determinant of profitability among five-star hotels in Nairobi City County. By enabling faster, safer, and more flexible payment systems, mobile banking enhances customer experience, streamlines financial operations, and supports revenue growth. Therefore, five-star hotels should prioritize the integration and continuous improvement of mobile banking platforms as part of their financial and digital transformation strategies to sustain profitability in an increasingly competitive hospitality environment.

5.0 CONCLUSIONS 
The study concluded that mobile banking solutions significantly enhance the profitability of five-star hotels in Nairobi City County. Their accessibility, widespread adoption, and transactional efficiency improve customer convenience and financial performance. While other fintech innovations such as online booking, loyalty programs, and automated invoicing contribute to operational efficiency and customer engagement, mobile banking solutions demonstrated the strongest and most direct positive effect on profitability, making them essential financial tools in driving revenue growth in the hospitality industry..

6.0 RECOMMENDATIONS
The study recommends that management of five-star hotels in Nairobi City County enhance mobile banking solutions to boost profitability. Hotels should collaborate with mobile financial service providers to develop secure, efficient, and multi-currency platforms that support seamless transactions for local and international guests. Strengthening fintech-driven loyalty programs through personalized and easily redeemable reward systems can enhance customer retention and lifetime value. Upgrading automated invoicing systems and integrating them with payment gateways and customer management systems will improve financial transparency and forecasting. Future research should examine mobile banking solutions’ long-term impact on mid-range hotels and overall strategic performance indicators such as market share and return on investment.

[bookmark: _GoBack]Consent: Informed consent was obtained from participants, confidentiality and anonymity were assured, and data were used solely for academic purposes. Participants were informed of their right to withdraw at any point without consequence.


[bookmark: _Hlk190852809]Disclaimer (Artificial intelligence)
Option 1: 
Author(s) hereby declare that NO generative AI technologies such as Large Language Models (ChatGPT, COPILOT, etc.) and text-to-image generators have been used during the writing or editing of this manuscript. 
Option 2: 
Author(s) hereby declare that generative AI technologies such as Large Language Models, etc. have been used during the writing or editing of manuscripts. This explanation will include the name, version, model, and source of the generative AI technology and as well as all input prompts provided to the generative AI technology
Details of the AI usage are given below:
1.
2.
3.


 .
References
Africa Travel and Tourism Association. (2023). Annual report on African travel trends. Africa Travel and Tourism Association.
African Hotel Investment Forum. (2021). Impact of the COVID-19 pandemic on Africa's hotel profitability. African Hotel Investment Forum.
Ahmed, A., & Ali, H. (2023). Automated invoicing and profitability in the retail industry in Egypt. International Journal of Retail & Distribution Management, 51(5), 678-695. https://doi.org/10.1108/IJRDM-10-2021-0401
Ahmed, M., & Khan, M. (2022). Mobile payment systems and profitability in the retail sector: Evidence from Bangladesh. Asian Journal of Business and Management, 10(3), 150-162. https://doi.org/10.2139/ssrn.3724259
Asia Pacific Hotel Investment Conference. (2022). Profitability trends in the Asia Pacific hotel industry. Asia Pacific Hotel Investment Conference.
Asia Travel Market Report. (2023). 2023 outlook on travel and hotel profitability in Asia. Asia Travel Market Report.
Bagozzi, R. P. (2007). The legacy of the technology acceptance model and a proposal for a paradigm shift. Journal of the Association for Information Systems, 8(4), 244-254. https://doi.org/10.17705/1jais.00137
Benbasat, I., & Barki, H. (2007). Quo vadis, TAM? Journal of the Association for Information Systems, 8(4), 211-218. https://doi.org/10.17705/1jais.00136
Chen, L. (2024). The integration of online booking platforms and hotel profitability in Taiwan. Journal of Hospitality and Tourism Management, 52, 22-34. https://doi.org/10.1016/j.jhtm.2023.08.005
Chen, L. D., Gillenson, M. L., & Sherrell, D. L. (2016). Enticing online consumers: An extended technology acceptance perspective. Information & Management, 39(8), 705-719. https://doi.org/10.1016/j.im.2002.04.002
Coase, R. H. (1937). The nature of the firm. Economica, 4(16), 386-405. https://doi.org/10.1111/j.1468-0335.1937.tb00002.x
Coopers, P. (2023). Recovering hospitality: A guide to post-pandemic hotel profitability. Hospitality Management Review, 12(4), 67-82.
Cytonn, (2024). Digital transformation in the hospitality industry: A global perspective. Tourism and Hospitality Research, 23(2), 151-165. https://doi.org/10.1177/14673584221121731
Cytonn. (2021). Kenya hospitality sector report: Assessing the performance of the industry post-pandemic. Cytonn Investments.
Cytonn. (2022). Kenya hotel market review. Cytonn Investments.
Cytonn. (2023). Kenya hospitality sector performance review. Cytonn Investments.
Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of information technology. MIS Quarterly, 13(3), 319-340. https://doi.org/10.2307/249008
Diffu, A. (2020). Impact of COVID-19 on hotel occupancy rates and revenue in Nairobi. African Journal of Tourism and Hospitality, 9(1), 54-72. https://doi.org/10.24917/55557428
Dyer, J. H. (2019). Specialized supplier networks as a source of competitive advantage: Evidence from the auto industry. Strategic Management Journal, 17(4), 271-291. https://doi.org/10.1002/smj.425
Ghoshal, S., & Moran, P. (1996). Bad for practice: A critique of the transaction cost theory. Academy of Management Review, 21(1), 13-47. https://doi.org/10.5465/amr.1996.9602161581
Gupta, R., & Singh, T. (2021). Fintech innovations and profitability in the Indian hospitality industry. International Journal of Hospitality Management, 94, 102823. https://doi.org/10.1016/j.ijhm.2020.102823
Johnson & Adams, (2023). Financial management in the hospitality industry: An analysis of profitability drivers. Journal of Hospitality Financial Management, 12(4), 247-263. https://doi.org/10.1080/10913211.2022.1963814
Johnson, P., & Lee, W. (2021). The rise of fintech in Kenya's hospitality industry. African Journal of Technology and Hospitality Management, 10(3), 45-60.
Joskow, P. L. (2020). Vertical integration and long-term contracts: The case of coal-burning electric generating plants. Journal of Law, Economics, & Organization, 1(1), 33-80. https://doi.org/10.1093/jleo/1.1.33
Kamau, J., & Waudo, S. (2022). A review of Kenya's hospitality sector: Challenges and opportunities. Kenya Economic Journal, 14(2), 98-115.
Kamau, P. (2020). The impact of fintech-based loyalty programs on customer retention and profitability in Kenyan retail firms. Journal of African Business, 21(4), 490-507. https://doi.org/10.1080/15228916.2020.1772075
Kamau, P., & Muthoni, L. (2022). Digital payment systems and profitability of retail businesses in Nairobi. Journal of Retail Business Management, 7(1), 24-39.
Kariuki, J., & Njoroge, R. (2020). Mobile banking solutions and financial performance in the Kenyan microfinance sector. African Journal of Finance and Management, 29(1), 23-40.
Kumar, V., Smith, A., & Patel, S. (2022). Automated invoicing systems and their role in financial management. Journal of Financial Technology, 11(1), 65-80. https://doi.org/10.1016/j.fintech.2022.100250
Liu, Y., & Chen, X. (2024). Fintech innovations and hotel profitability in China. Tourism Management Perspectives, 47, 123-135. https://doi.org/10.1016/j.tmp.2023.100904
Martinez, J., & Lopez, A. (2022). The role of digital platforms in enhancing the competitiveness of the hotel industry in Spain. Journal of Business Research, 145, 287-298. https://doi.org/10.1016/j.jbusres.2022.02.007
Moyo, A., & Mpofu, S. (2023). Mobile banking and financial performance in the tourism sector of South Africa. Tourism Economics, 29(3), 451-466. https://doi.org/10.1177/13548166221118189
Mutuku, Muathe & James, (2019). The influence of technology acceptance models on hotel industry profitability in Portugal. Journal of Business Research, 141, 45-56. https://doi.org/10.1016/j.jbusres.2022.12.004
Mutuku, R., & Mwangi, T. (2021). Online booking systems and financial performance in the Kenyan travel industry. East African Journal of Business and Management, 5(2), 56-72. https://doi.org/10.4314/ejbm.v5i2.5
Mwangi and Wambua (2021). The role of automated billing systems in enhancing profitability in the Taiwanese hospitality industry. Journal of Business Research, 145, 563-572. https://doi.org/10.1016/j.jbusres.2022.04.045
Mwangi, C., & Kamau, N. (2023). The impact of digital marketing on hotel profitability in Kenya. International Journal of Hospitality and Tourism, 29(5), 534-550. https://doi.org/10.1016/j.ijht.2023.04.001
Narayan, P. (2020). Fintech innovations and customer satisfaction in the banking industry. Journal of Financial Technology, 9(2), 102-118. https://doi.org/10.1016/j.fintech.2020.100220
Odongo, P., & Kamau, L. (2023). An investigation into the impact of e-payment systems on the profitability of hotels in Nairobi, Kenya. African Journal of Economics and Finance, 15(3), 95-108. https://doi.org/10.2139/ssrn.3798202
Owino, M., & Musyoka, M. (2022). Digital invoicing systems and business profitability: Evidence from Kenya. Journal of Accounting and Finance, 8(2), 65-80. https://doi.org/10.1016/j.jaccfin.2022.01.004
Patel, D., & Desai, S. (2022). The role of technology in improving financial performance: A case study of e-payments in the hospitality industry. Journal of Hospitality and Tourism Research, 38(5), 657-675. https://doi.org/10.1177/10963480221074385
Santos, J., & Abreu, M. (2022). Technological advancements in customer service delivery in the hospitality industry. International Journal of Hospitality Management, 99, 103066. https://doi.org/10.1016/j.ijhm.2021.103066
Zhang, L., & Zeng, S. (2021). The use of digital transformation in the hospitality industry and its effect on profitability. Journal of Business Research, 124, 305-315. https://doi.org/10.1016/j.jbusres.2020.10.039



21

