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Different Approaches to Leadership and Their Effectiveness in The Hospitality Industry
Transformational leadership is one of the most crucial aspects of the hotel industry's success. The relationship between managers and other employees is essential to ensuring unobscured service delivery. Moreover, transformational leadership is an aspect that allows employees to have the motive to share the visions and goals of an organisation through providing essential resources to promote high employee performance. It is necessary to consider that the customer’s perception of the services offered in the hospitality industry is directly linked to how the employees handle themselves. Thus, every manager should focus on ensuring that the employees have a common goal, which gives them a high probability of achieving tremendous success. However, the hospitality industry is a field faced with multiple challenges, including the COVID-19 pandemic. Such a scenario puts managers to the test of sustaining excellent service delivery, and that is why it is crucial to find appropriate ways of engaging employees in the job to ensure high-quality service delivery. Employees in the hospitality industry are subjected to high levels of stress, which is primarily caused by long operating hours, fast-paced activities, and a labour-intensive workforce that is very diverse (Rabiul & Yean, 2021). These aspects require employees to be managed well through effective leadership, which is why it is essential to determine the different approaches to leadership and their effectiveness.
The first theory that explains the aspect of leadership is the Great Man theory. This theory states that a leader has innate characteristics. The Great Man Theory assumes leadership is in a person's genetics (Uslu, 2019, p. 163). The Great Man Theory assumes that the leadership qualities of a man are contained in their genetic material. Thus, if a person, before they are born, does not have genes with leadership qualities, then it is impossible for such a person to become a leader in society. This theory can be used to explain why some people have leadership elements even when they are young. However, it disqualifies the possibility of people learning about leadership and developing good leadership qualities while advancing in their careers. The cons of the Great Man theory include gender-based prejudice due to its over-emphasis on masculine elements and its lack of emphasis on the harmonisation of people in organisations. These weaknesses hinder its application for understanding practical approaches to leadership.
The trait theory is the opposite of the great man theory because it disqualifies the limitation of leadership qualities to the genetics of a person during birth. Trait Theory identifies that leadership characteristics are gained and learned rather than born with them (Uslu, 2019, p. 163). Therefore, according to the trait theory, leaders must learn the essential leadership and management qualities, especially in the hospitality industry, to ensure maximum employee performance (Hussain et al., 2019, p. 162). This element makes it a better theory to apply when studying the different approaches to leadership compared to the Great Man Theory.
The third theory, the Blake and Mouton managerial grid of leadership, is similar to the trait theory because it emphasises the abilities of leaders to learn the most effective leadership styles and apply them in the hospitality industry. Blake and Mouton illustrated two dimensions of leadership behaviour: "concern for the people and ‘concern for production.’ Concern for people entails the degree to which a person has to decide how best to perform a specific task, primarily by addressing the needs and interests of every employee (Mistry et al., 2022, p. 5). On the other hand, concern for production is the degree to which an individual makes decisions regarding the best alternatives to complete a particular task through high productivity and clearly set objectives (Mistry et al., 2022, p. 16).
In addition, the establishment of customer loyalty is highly contributed by the excellent service that is provided by employees, as emphasised by the Black and Mouton theory. As a result, it becomes easier to realise improved financial performance, which is primarily created by the effects of repurchase and good reputation (Teguh et al., 2020, p. 98). Thus, the Blake and Mouton theory emphasises that good leadership values employee engagement. Leaders must understand that at most times, especially in the hospitality industry, which exposes workers to high amounts of stress, the individual needs of each employee should be addressed (BEKTAŞ, 2022, p. 69). Through employee engagement, employees are motivated because they feel valued, making them interact with customers better and achieve high work performance, which translates to successful leadership (Siyal et al., 2023, p. 4). An example of a leader who has successfully utilised worker motivation is Frances Kiradjian. In one of the interviews, Kiradjian said that employees form “families,” and she is always committed to taking care of the family members. This kind of approach ensures the protection of the employee’s wellbeing at all times.
Another aspect of a transformational leader is high performance expectations. In this aspect, leaders who apply it set high job expectations for their employees and then provide the necessary tools and resources that the employees can utilise to ensure that the set goals are achieved (Kim et al., 2020, p. 102375). High job performance expectations create an environment whereby employees raise their personal expectations at work (Sürücü & Sağbaş, 2021, p. 328). This aspect can be explained as enabling employees to believe in their ability to complete the assigned tasks successfully.
The fourth theory, Leader-Member Exchange (LMX) theory, is similar to Blake and Mouton theory because it emphasises the application of transformational leadership qualities as an excellent way of realising successful management. The LMX theory states that the established relationship between the leader and the employees directly affects the individual performance of the employees and the organisation (Kim et al., 2023, p. 3). Based on the LMX theory, it is evident that when a leader expects employees to deliver high job performance, then the employees will commit themselves to ensuring excellent job performance (Kim et al., 2023, p. 3). Therefore, based on the LMX theory, the employee's performance solely depends on how the leader presents their primary expectations of the employees, because such expectations form the basis for the optimal performance of the employees.
Additionally, a successful leader clearly defines their mission (Bektas, 2022, p. 67). Suppose the flip side of the primary expectation is considered: In that case, it is realised that if the employee does not know what the manager expects of them, it becomes ultimately challenging to establish how best to perform to discover the unknown goals of the manager. Moreover, an employee's reciprocity level depends on their ability to recognise the needs and wishes of other people (Mullins, 2020, p. 63). Therefore, in the hospitality setting, a manager might need workers who need minor supervision (Jaderi & Abushaqdam, 2023, p. 10). If this need is communicated to the employees, the probability of managing their schedule is high.
Another approach to leadership is intellectual stimulation, which is the ability of a leader to encourage employees’ creativity and problem-solving skills. The hospitality industry demands creative ways to address the variable demands of customers; thus, with a creative mindset, it becomes easier to satisfy customers (Halim et al., 2023, p. 101). This scenario can be costly to the industry's performance, so intellectual stimulation is crucial in ensuring that employees learn ways to break societal stereotypes and develop new ideas that address emerging customer demands. Leaders who value intellectual stimulation constantly challenge the employees' thought processes, encouraging them to generate and implement developed ideas actively (Michel et al., 2020, p. 2185). For example, a manager can explain a particular scenario to an employee, especially an encounter with a customer, and then ask the employee how to address such a problem. Through this, the employee's mind becomes stimulated, and no matter the situations faced while interacting with customers in the hospitality industry, such employees will find appropriate strategies to employ to develop solutions.
The functionality of the employees is highly affected by the managerial style of their leader. Servant leadership is an effective way of promoting servant culture and elevating work engagement, which are essential aspects when it comes to the success of the hospitality industry (Huertas-Valdivia et al., 2022, p. 2404). One of the leaders in hospitality who is well known for his servant leadership style is Craig Poole. Thus, Poole is a manager who believes in giving his employees the support they need to realise maximum performance. Additionally, the hospitality industry demands strong collaboration between the manager and the employees to ensure excellent service delivery and customer satisfaction (Alzoubi & Jaaffar, 2020, p. 557). Craig Poole is an excellent example of utilising collaboration with his employees because he believes that ‘follow me and I will be behind you.’ Thus, this form of ensuring control over employees improves their performance since it becomes a motivational tool for them to show excellent performance and thus ensure success in their place of work (Mullins, 2020, p. 524). Another reason why servant leadership is effective is because it is a way of expressing supportive leadership behaviour (Fouad, 2019, p. 5). Through this kind of supportive behaviour, managers encourage employees to improve as they function within the organisation (Matira & Awolusi, 2020, p. 7). A manager who is a servant is well embraced by the employees and is valued because such a manager, like Craig Poole, understands the individual needs of the employees through everyday interaction, hence making the employees feel special and attached to the company.
The second-most effective managerial style is democratic leadership. In this kind of leadership, the managers approach their decisions from the ground up through consultation, which means that they consult with their employees to gain their views before making the final decision (Mullins, 2020, p. 38). A democratic leader prefers to improve employee performance by opening the view from below to encourage creativity. This is an excellent strategy, especially for enabling better planning and strategizing to beat the competition in the marketplace (Jaafar et al., 2021, p. 5). Bruce Faber is a leader who has thrived through a democratic leadership style. Bruce is a leader who believes in surrounding oneself with people with different abilities as a way of gaining more knowledge from them. Additionally, democratic leadership is a team-leadership style whereby the manager is highly attentive to people and production (Rosing et al., 2022). Blake and Mouton's managerial grid emphasises that making employees feel like they are part of the company, especially by involving them in decision-making, is an effective way of enabling such employees to better and more precisely understand the purpose of organisational goals and production. Therefore, democratic leadership enables managers to lead through team building and, as a result, create a conducive working environment that respects the feelings and emotions of the subordinates, primarily through the decision-making process.
In conclusion, the hospitality industry demands good leadership for it to thrive. It is essential to always enhance the relationship between the employees and the customers because they are the ones in most contact. This relationship can be enhanced through exemplary leadership and managerial strategies, strengthening the employee-customer relationship, and building customer loyalty to the hospitality organisation. The Great Man Theory, the Blake and Mouton, Trait, and LMX theories best describe leadership in the hospitality industry. These theories guide managers in determining the most appropriate approaches to leadership, especially while interacting with their subordinates. Some leadership approaches that can be applied in the hospitality industry include performance expectations, best illustrated by the LMX theory, and intellectual stimulation. Moreover, servant and democratic leadership are the two most effective managerial styles in the hospitality industry. These managerial styles place a high value on the employees, making them feel strongly connected to the company. This connection makes the employees realise excellent performance, resulting in the hospitality organisation's success. Therefore, the hospitality industry is a field that demands managers determine the best leadership approaches to use because employees play a crucial role in the success of every hospitality organisation.
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