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Critically evaluate the different approaches to leadership and their effectiveness within the hotel industry

Leadership styles are extremely important in terms of their ability to influence the culture and performance of an organisation, particularly in service-oriented enterprises such as the hospitality industry. As underlined by Mullins and Dossor (2013), the managerial grid is a strategic model that categorises leadership styles according to two important dimensions: regard for people and focus on productivity. This model was developed by Blake and Mouton. Based on the explanation provided by Bruin (2020), the numerous styles contained within this grid provide diverse approaches to the management of teams and the improvement of operational performance. Within the context of the hospitality business, where employee engagement and customer satisfaction are of the utmost importance, this essay investigates the effects of various leadership styles, with a particular emphasis on the effects that these styles have. The inquiry digs into the ways in which different managerial approaches could influence the connections between team members, the morale of staff members, and ultimately the experience that guests have. In this essay, observations made by Bunders et al. (2021) regarding the connection between the level of satisfaction experienced by workers and their level of output are included. In order to discover the most successful techniques for developing great customer service and efficient hotel management, the purpose of this discussion is to evaluate these different styles of leadership in the context of their application in hotels.


The Managerial Grid by Blake and Mouton (Mullins and Dossor, 2013) is a framework that classifies leadership styles according to two dimensions: care for people and concern for productivity. Every leadership style outlined in Blake and Mouton's Managerial Grid provides a distinct method for overseeing individuals and enhancing productivity (Bruin, 2020). Here is an in-depth analysis of each style and its consequences. Leaders who employ this approach put little effort into overseeing their teams and show less interest in accomplishing goals. This method frequently leads to a work environment that lacks engagement and productivity. In the hotel business, this approach can be especially harmful as it may result in subpar customer service, decreased employee morale, and elevated turnover rates. Hotels depend on client happiness, requiring managers to be actively engaged and show leadership. This style prioritises the needs and well-being of team members over the productive parts of their roles (Bunders et al., 2021). Managers are often helpful and kind, but they may not have the motivation to challenge staff or strive for improved outcomes. Although fostering a nice and pleasant work environment may result in the expected productivity levels inside a hotel environment (Forbes Coaches Council, 2019), Excessive emphasis on personnel comfort at the expense of client needs and operational efficiency might result in poor service delivery. This leadership style emphasises maximising productivity and efficiency while neglecting the human element of team management (Alkaf et al., 2021). Leaders are frequently authoritarian, assertive, and unwaveringly fixated on outcomes. Although this approach may enhance operational efficiency temporarily, it may not be viable in the hotel sector as service quality is strongly linked to staff contentment. It can lead to elevated stress levels, burnout, and decreased commitment to the firm, ultimately affecting guest experiences adversely (McKinsey, 2022). This balanced strategy aims to sustain a satisfactory level of consideration for both individuals and productivity while adhering to different cultural backgrounds (Cho, Yi, and Choi, 2018). Leaders strive for adequate performance and satisfying team relationships without maximising their maximum potential. This approach in the hotel sector could result in mediocre customer service and operational efficiency. It may be viewed as a cautious strategy, but it could hinder a hotel from distinguishing itself in a competitive market where outstanding service is crucial for achieving success. This optimal approach integrates a strong focus on both individuals and productivity (Gambill, 2021). Leaders inspire their team to reach high levels of production by creating a nurturing and all-encompassing atmosphere. This style is quite efficient in the hotel sector. It promotes outstanding customer service and effective operations by empowering people, building team unity, and emphasising ongoing enhancement. Hotels managed by team leaders are expected to have increased guest pleasure and loyalty, along with high levels of employee engagement and retention (Shyju et al., 2023).
John Adair's Action-Centred Leadership (ACL) model (Adair, 2007) offers a practical leadership paradigm that emphasises three interconnected areas: task, team, and  individual. The areas are shown as three overlapping circles, highlighting the need for good leadership to address all three aspects at the same time.
Objective: ensuring the job is completed with effectiveness and efficiency.
Team: sustaining the morale and unity of the group.
Individual: focusing on the personal requirements and growth of team members.
In the hotel industry, customer service is a top priority, requiring precise coordination of duties, effective team dynamics, and strong individual performances. Hotel managers oversee a range of responsibilities, including operational activities like room availability and maintenance schedules, as well as guest services like check-ins and catering. Efficient task management is crucial for sustaining high service standards by ensuring the smooth operation of all components.
Staff from different areas, such as housekeeping, front desk, and culinary services, must collaborate well in the hotel industry. Promoting a supportive team environment is crucial for ensuring smooth service delivery, which is vital for guest satisfaction (Crampton, 2022). Hotel staff frequently encounter challenging positions that necessitate interpersonal skills and discretion. Managers utilising ACL will concentrate on enhancing individual staff development through training and assistance to improve service quality and staff satisfaction. Adair's ACL model is particularly suitable in settings that demand leadership to possess both adaptability and organisation, such as the hotel industry (Olabimtan and Olopete, 2024). The model provides a balanced approach by incorporating the requirements of the work, the team, and individuals, making it well-suited for service sectors where these components are closely connected. The model's simplicity enables managers to promptly adjust to the frequent changes that occur in hotels. Addressing individual needs empowers employees, resulting in increased engagement and retention rates, particularly advantageous in a high-turnover sector such as hospitality. Although ACL encompasses three main categories, it may not provide the necessary specificity for intricate problem-solving or strategic decision-making, especially in larger or more intricate hotel operations. The model is highly focused on operations and may not completely encompass the strategic planning necessary for long-term sustainability and growth in a competitive market (Scholarly & Society, 2019). Managing task, team, and individual demands can result in disputes or prioritisation challenges, as overemphasising one area may compromise another.
Douglas McGregor’s Theory X and Y, "The Human Side of Enterprise" (McGraw, 1960), outlines two fundamentally different views of individuals at work and thus two different styles of management. The theory is based on the premise that management's approach to human resources is dictated by the manager’s assumptions about human nature (Management 3.0, 2021).
Theory X posits that employees are innately lazy, have a disdain for labour, and require coercion, control, or threats of punishment to reach objectives. This perspective suggests that employees would shirk tasks and prefer clear instructions whenever they could. Managers that follow Theory X feel that employees require intensive supervision and extensive control mechanisms (Glover, 2020).
In contrast, Theory Y posits that employees are intrinsically motivated, eager to take on responsibilities, and driven to achieve their objectives and desires. It implies that employees will autonomously and purposefully work towards reaching the goals they are dedicated to (CIPD, 2021). Theory Y suggests that, under suitable circumstances, individuals will not only accept accountability but also strive to find more innovative and effective methods of functioning.
The hospitality industry, known for its strong emphasis on service and customer satisfaction, tends to thrive under a Theory Y management style. Theory Y, which posits that employees are intrinsically motivated and capable of self-direction, is particularly suited to the hotel industry, where proactive decision-making and high customer interaction are paramount. This theory supports the notion that employees thrive in environments where they are trusted to make decisions and are motivated by more than just monetary rewards conditions that are crucial in hospitality roles that often require quick thinking and personalized guest service. A real-world example of Theory Y in action is seen in the Marriott chain's approach to leadership and management, Marriott International (2024) focuses on empowering employees, creating a supportive work environment, and encouraging innovation. These practices not only boost employee satisfaction but also directly enhance guest experiences, as satisfied and empowered employees are more likely to go the extra mile for guests. In the hospitality sector, managerial styles that incorporate the participative nature of Theory Y, or the balanced approach of the Managerial Grid by Blake and Mouton which emphasizes both productivity and people are effective. These approaches promote high performance and morale, essential for delivering exceptional service. Effective hotel management involves strategic planning, staff motivation, and operational excellence. Understanding the linkage between these functions and Theory Y’s emphasis on employee empowerment can illuminate how this approach enhances managerial effectiveness. Hotels expect employees to make prompt decisions to benefit customers. Theory Y promotes empowerment, autonomy, and a sense of ownership, which can motivate employees to proactively enhance client experiences without needing explicit instructions (EHL Insights, 2020). The uniqueness of each guest and situation may render standardised solutions insufficient. Theory Y's promotion of creativity and problem-solving might result in better-tailored guest services.
In the hotel sector, high employee turnover can be reduced by implementing a participative management style and acknowledging employees' intrinsic drive to improve job satisfaction and increase staff retention.
The practical advantages of Theory Y are evident in the hotel business, but a thorough examination uncovers complexities that need attention. Not all employees conform to the expectations of Theory Y. Some individuals may need the external framework and encouragement offered by a Theory X approach, particularly in positions that involve repetitive tasks or when employees lack intrinsic drive for the job. Relevance Various positions at a hotel may necessitate distinct management approaches. Back-office staff may benefit from a Theory X approach for efficiency, while front-of-house staff might shine with the autonomy of Theory Y. The dichotomous character of Theories X and Y may be excessively simplified. Managers in real-world situations often need to use a hybrid approach, adjusting their leadership style based on the specific circumstances, tasks, and particular characteristics of their staff (Cobb, 2023). The impact of Theories X and Y can differ depending on cultural contexts and individual personality features. Strategies successful in a North American hotel may not be directly applicable to an Asian hotel due to distinct cultural standards and work ethics (Cho, Yi, and Choi, 2018). Transitioning from a primarily Theory X to a Theory Y setting can be difficult, as it necessitates alterations in managerial conduct as well as structural adjustments in the organisation to facilitate a more empowered staff.

Exploring leadership models like the Managerial Grid by Blake and Mouton, John Adair's Action-Centred Leadership, and Douglas McGregor’s Theory X and Y shows their significant influence on the hotel industry's dynamics and success. Each model provides distinct viewpoints and approaches that address various facets of management, such as increasing productivity, boosting employee engagement, enhancing customer service, and improving operational efficiency. The managerial grid highlights the importance of balancing concern for individuals and efficiency, promoting leadership approaches that prioritise results, or cultivating a nurturing workplace atmosphere (Bruin, 2020). Adair's model emphasises the interrelationship of tasks, teams, and individual needs, promoting leadership that is comprehensive and flexible in response to changes (Olabimtan and Olopete, 2024). McGregor's theories encourage managers to reconsider their beliefs about employee motivation and behaviour. He proposes that adopting a more participative and empowered approach can result in increased creativity and pleasure among employees (Management 3.0, 2021).


Managers in the hospitality business must adapt and combine customer satisfaction and service excellence approaches to meet the diverse needs of their settings. The effectiveness of various leadership styles in the hotel industry depends on the ability to harmonise operational requirements with the welfare and drive of employees, eventually improving guest experiences and meeting corporate goals. Future leaders in this field need a profound understanding of these theories to effectively handle the issues of contemporary hospitality management, making sure their implementation is considerate of cultural differences and the distinctive traits of their teams. This compilation of leadership theories offers a thorough method for handling the many challenging situations faced in hotel management, leading to improved performance and a competitive edge in the worldwide market (Cho, Yi, and Choi, 2018).
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