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Hospitality and tourism leaders guide, inspire, and motivate people to meet goals and offer exceptional customer service. In a dynamic, customer-focused environment, this entails creating a healthy work culture, determining strategic orientations, allocating resources, making decisions, and fostering innovation and change. A successful leader in this profession must understand hospitality and tourism and have good communication, problem-solving, and decision-making skills. In relation with this, the primary focus of this essay is to critically evaluate and analyse the wide range of approaches towards leadership and their effectiveness in hospitality industry.
Leaders must inspire others to achieve goals for hospitality firms to succeed. Hospitality leaders need team goals and vision, where identifying visitor needs, market trends, and competitors (Hassi, 2019). Strong leadership helps the team prioritize customer service. Leaders need effective communication skills to express their vision and goals with teams. This promotes teamwork and sets a common aim. Leadership requires guiding and supporting team members, especially in tough circumstances. In hospitality, unexpected circumstances and visitor complaints can arise, and the leader must stay calm and address them to keep guests and staff pleased. Hotel CEOs must also demonstrate customer service and professionalism. This inspires employees and creates a healthy business culture.
Different Approaches to Leadership can be discussed. Blake and Mouton’s Managerial Grid: Leadership approach: Blake and Mouton's Managerial Grid is popular, where this paradigm defines people- and production-focused leadership. The grid has five leadership styles from minimal to maximal people and production care. Country club leaders prioritize people over production. However, team managers value people and production, where this method is effective because it simplifies leadership style evaluation, which stresses balancing people and production for hospitality success (Saltik, 2023). Unfortunately, it simplifies leadership styles and ignores external and situational factors. It assumes a leader can switch styles easily, which may not be possible. This managerial grid element indicates the leader's concern for staff satisfaction. Hospitality managers must care about people since frontline staff rule. Create a workplace that values employees, their contributions, and their growth. Managers can do this via communicating, praising, and meeting employee needs. Other managerial grid dimensions include production—the leader's focus on results and organizational goals. In the hotel industry, where customer satisfaction is paramount, managers must set clear goals, plan and organize work efficiently, and monitor and evaluate performance to meet goals. Blake and Mouton emphasize teamwork and collaboration. Hospitality managers must build and maintain high-performing teams with individuals from different areas and backgrounds (Cho, et al., 2018). Create a welcoming and inclusive environment, encourage open communication and cooperation, and promote teamwork. Team management that prioritizes people and output is the grid's best leadership style for employee satisfaction and productivity (Desai, Prasad and Patil, 2023). Hospitality managers can guide a team with this strategy. The hotel housekeeping department may need a leader that prioritizes personnel well-being and productivity, where this method overlooks situational context and analyses leader behaviour, which is limited. The model also implies leaders can switch leadership styles fast, which may not be possible. Prioritizing people and output ignores cultural and organizational diversity. A directive leadership style focused on output may work better in some cultures, whereas a supportive one focused on people may work better. Thus, while the Managerial Grid can describe leadership styles, its practicality is unclear. Pros: This type of leadership are easy to understand with the grid. It stresses leadership's people-output balance. The grid improves leadership and self-evaluation. Cons: Leadership grid simplifies leadership without addressing situational and cultural factors. Mixed leadership styles may be hard to classify. Leadership solutions are lacking in the grid.
Adair’s Model of Action-Cantered Leadership: To achieve team goals, Adair's action-cantered leadership paradigm balances task, individual, and team needs. Leaders must understand the task, discern team members' strengths and weaknesses, and foster teamwork (Krumins, 2022). This approach blends task- and people-oriented skills, which is beneficial. This approach emphasizes the importance of leaders meeting organizational goals and building strong teams in hospitality, where customer satisfaction is vital. This strategy leaves balancing the three factors to interpretation without clear directions. Leaders may not be able to balance all three criteria in high-pressure, time-sensitive situations. Pros: The model emphasizes task, individual, and team balance for success. This framework helps leaders delegate and manage resources (Ross, Koneri and Stansell, 2021). The method works in hospitality and other industries. Cons: The model ignores leadership vision and inspiration. It ignores culture and diversity's impact on teams. Managing work, personal, and team demands can be difficult. The paradigm assumes leaders can handle all three roles, although this is not always true (Elkhwesky et al., 2022).
McGregor’s X and Y Theory:  Managers fall under McGregor's Theory X and Theory Y. Theory X managers believe their employees are slow and need continual supervision, whereas Theory Y managers believe they are self-motivated and responsible. This technique emphasizes a leader's attitude in establishing their leadership style, a strength. Leaders inspire and create a positive environment. Theory Y leadership may motivate high-turnover hospitality personnel, where the downside is that this method simplifies human motivation and behaviour (Desai, Prasad and Patil, 2023). It ignores external and situational factors that affect leaders' approaches. Theory Y is better because it recognizes employee potential, motivates them, and makes work fun. More responsibility and decision-making power engage hospitality workers, improving job satisfaction, client service, and productivity. Critics claim the X and Y hypothesis oversimplifies human behaviour and thinks managers can switch between kinds (Bavik, 2020). The strategy ignores employee motivation and leadership practices. Thus, while the X and Y theory may inform management, its applicability in hospitality may be limited. Pros: The thesis highlights managers' beliefs about their employees, providing a distinct viewpoint on leadership styles. It encourages managers to collaborate and empower. Motivate and engage employees with the idea. Cons: Critics say the technique is too simplistic and divides management falsely (Krumins, 2022). It ignores organizational culture and job design, which affect employee behaviour. Paternalistic leadership may not be acceptable in all contexts, according to some.
Preferred Managerial Styles within the Hospitality Industry: Leaders in the fast-paced, customer-centric hospitality industry must apply multiple management styles. Team management in Blake and Mouton's grid and Theory Y management in McGregor's theory prioritize people and productivity, making them the best industrial approaches. Douglas McGregor's “The Human Side of Enterprise” presents Theory Y management, which claims people are naturally productive, self-motivated, and accountable (Ross, Koneri and Stansell, 2021). This contradicts Theory X, which says workers are lazy and need strong supervision. The hospitality industry relies on customer satisfaction; therefore, Theory Y management may be beneficial. Employee empowerment, value, and motivation help the organization flourish with this strategy. It promotes trust, collaboration, and open communication, which improve customer service.
Hospitality is service-oriented; hence staff are vital to customer happiness. Theory Y management knows human resources matter to corporate success. Trust and empowerment allow managers to tap into employee creativity and invention, increasing services and innovation (Liang et al., 2017). Managers promote employee growth by encouraging and helping employees to take on more work and advance. Authoritarian Theory X management demoralizes and degrades the workplace. A Theory X approach can increase turnover and degrade service quality in hotels, where personnel work long hours, serve demanding customers, and do physically and emotionally demanding tasks (Sabri, Mutalib and Hasan, 2019).
Hotel workers come from many ethnic, educational, and professional backgrounds. Theory Y management values difference and rewards skill and contribution. Creating a supportive and inclusive workplace gives managers a competitive edge and capitalizes on diversity. Hotel CEOs who empower and develop their personnel are more likely to thrive because customer service is key. Marriott International's employee training and development has improved employee satisfaction and customer loyalty (Triciana and Munawaroh, 2018).
In the hospitality industry, Effective leadership fosters a positive workplace, customer satisfaction, and business goals. The sector prefers employee-company-balanced management. McGregor's Theory Y says a leader's beliefs about their people influence their approach. Theory Y executives emphasize teamwork, personal and professional growth, and employee motivation. Theory Y is used by Union Square Hospitality CEO Danny Meyer. He has led the organization to many employee satisfaction and customer service awards. Meyer's focus on staff development and a healthy workplace has increased employee retention and customer happiness (Ali et al., 2020). Another Theory Y leader is Marriott International CEO Arne Sorenson. Sorenson's inclusive, collaborative leadership encourages employee engagement and well-being. Hospitality executives must balance task, individual, and team needs and be flexible (Slatten and Mehmetoglu, 2015). Disney leaders must manage tasks, empower employees, and foster teamwork. Blake and Mouton's managerial grid approach emphasizes people and production leadership. This idea suggests plotting people on the y-axis and production on the x-axis. Five grid locations show different management techniques.
The five managerial styles on the grid include: Poor Management (No people or production focus), Country Club Management (people over productivity), Authorities Compliance Management (production-focused, little human care), Mid-Road Management (people-production balance) and Leading teams that prioritize people and production.
Blake and Mouton's grid theory recommends team management in hotels, which value customer service. This is because hotels need strong teams and solid customer interactions. Most popular team management prioritizes people and production. This style encourages open communication, teamwork, and collaboration in hospitality, where this management approach prioritizes employee demands while achieving company goals (Stoyanov and Diderich, 2017). Hospitality success depends on customer satisfaction and loyalty. Here, team management must consider individuals. Prioritising customer needs and satisfaction can boost customer loyalty and repeat business. Team management encourages employee empowerment and decision-making. Empowered hospitality staff may make clients feel valued and improve their experience.
Hospitality may not suit the other four methods. Where people and production are neglected, poor management can lead to alienated and unmotivated workforce who do not give great customer service. For a customer-focused organization, Authority Compliance Management's output focus may generate an authoritarian and inflexible environment (Storensen and Yaeger, 2021).
Effectiveness of Leadership: In the McGregor Theory, the Y leadership emphasizes employees' positive work attitudes and self-motivation to achieve company goals, where this approach may succeed in hospitality since managerial leadership drives staff (Chon and Zoltan, 2019). Firstly, Theory Y improves hospitality workplaces. Leaders who trust people to take charge and make decisions build trust and autonomy. A happy workplace can boost hotel customer service and satisfaction, resulting in repeat business and high ratings. Second, Theory Y promotes employee growth. Managers can provide their staff training and new duties, which is especially important in the fast-paced hospitality business, where employees must adapt and learn new skills to fulfil consumer needs (Khatun, 2016).
Theory Y promotes employee decision-making. Performance and productivity can improve with employee ownership and commitment. Frontline hospitality workers know consumer demands, so include them in decision-making improves customer service (Gurmani et al., 2021). This leadership style promotes a healthy, helpful, and appreciated environment. In the high-turnover hotel industry, this boosts employee happiness, retention, and engagement. The Theory Y approach may work for some hospitality staff, where this technique assumes self-motivation and organizational goals, which may not be true (Alam, 2015). Managers must adapt to team needs. Employees may favor conventional leadership.
The essay concludes that, complex hospitality leadership strategies function differently. Great leaders must adapt to team and company needs since no single style works. A combination of the leadership theories and styles outlined in this essay and a thorough understanding of the industry's unique demands will likely lead to effective hospitality leadership. Theory Y leaders like Danny Meyer and Arne Sorenson inspire, create a healthy workplace, and achieve company goals. Balance job and people skills, hospitality executives must continually evaluate and change their leadership approaches to fit team and business needs.
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