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ABSTRACT 

The provision of great services to clients is essential to the success of the hospitality industry, therefore, it is essential for companies in this sector to focus on the well-being and efficiency of their employees. Within the context of the hotel industry, this analysis investigates the impact of leadership and management traits in affecting employee outcomes. We want to get a better understanding of the degree to which leadership and management activities may affect the performance of employees as well as their well-being by conducting an analysis of the available literature as well as case studies.
The research starts with an outline of the history of the hospitality industry and the unique difficulties and requirements that are exclusive to the hospitality sector. This serves to emphasise the crucial part that frontline staff have in determining the experiences that guests have. After that, we go into the varied nature of successful leadership and management in this setting, addressing crucial attributes such as communication, empathy, adaptation, and the capacity to make strategic decisions. Furthermore, we discuss the link between leadership styles and employees' overall well-being, including mental health, work-life balance, and job engagement. In doing so, we shed light on the indirect effects of leadership on employee performance through their mental and emotional state.
In addition to this, I study the dynamic relationship that exists in the hotel sector between managerial practises, organisational culture, and employee performance. It highlighted how effective management tactics, such as the development of talent, the provision of performance feedback, and the promotion of programmes that promote work-life integration, may have an effect on employee job satisfaction and overall productivity.
The research concludes with practical implications for hospitality industry leaders and managers, emphasizing the importance of fostering positive leadership qualities and implementing supportive management practices to enhance employee performance and well-being. It also identifies gaps in the existing literature and proposes potential avenues for future research to address the evolving challenges and dynamics within the industry.
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[bookmark: _Toc143955355]INTRODUCTION


[bookmark: _Toc143955356]1.1 Background
The hospitality industry is an essential component of the world economy. It is comprised of a diverse range of enterprises, including hotels, restaurants, resorts, and companies that provide travel services. Because of the industry's emphasis on providing excellent service to guests, the success of the hospitality sector is significantly dependent on the efficiency and happiness of its workforce. Frontline staff in this profession have direct contact with guests, which has the potential to shape the entire experience they have as well as the reputation of the company. (revfine.com) 
Leadership and management are two of the most important factors in determining the culture of an organisation, as well as in fostering a productive and pleasant working environment for workers. Leadership practises that are effective inspire and encourage staff to provide excellent guest experiences, while management methods that are well-executed assure resource allocation, training, and employee support. Therefore, it is essential for businesses in the hospitality sector to get an awareness of the influence that leadership and management traits have on the performance of their employees and the well-being of their workforce. The importance of effective leadership and management in the hospitality business, as well as the potential impact that this factor may have on the results for individual employees, was a driving factor in my decision to conduct this research. Even while earlier research has looked at leadership or management practises on their own, very few studies analyse the relationship between these two characteristics and their cumulative influence on employee performance and well-being in a comprehensive manner. (Agarwal,2018) 
This study intends to address this research empty space by offering a comprehensive knowledge of how the characteristics of leadership and management when combined, affect the well-being and performance of employees in the hotel sector. Specifically, the study will focus on how these qualities shape the hospitality industry. By looking at each of these components, I am able to acquire significant insights into the variables that drive employee motivation, happiness, and commitment, as well as their general well-being as a whole. In addition, since the hotel sector is always changing and encountering new difficulties, it is vital to develop effective leadership and management practices that can guide the company through this complexity while putting the success and happiness of its employees as a top priority. The purpose of this research is to provide a contribution to the industry's existing body of knowledge so that businesses are better able to implement evidence-based strategies to improve the performance, job satisfaction, and overall well-being of their workforce.
[bookmark: _Toc143955357]1.2 Research problem/gaps

There are several research challenges and gaps in the hospitality industry, which limit a complete understanding of the influence that leadership and management actions have on the performance and well-being of employees. There hasn't been a lot of study done on the one-of-a-kind difficulties and obstacles that are exclusive to the hotel business. Despite the fact that there has been some study done on the subject of management and leadership in the hotel business. There is not a lot of information available on the one-of-a-kind difficulties and obstacles that workers in this field experience. Because of this, it might be challenging to think of effective methods to lead and manage other people. Another problem is that there is not a lot of agreement on what characteristics constitute effective management and leadership in the hospitality business. This may result in leadership and management practices that are unclear or inconsistent, which has the potential to be detrimental to the performance of the workforce as well as their well-being. (Moss,2019)
[bookmark: _Toc143955358]1.3 Research Aim and Objectives

Research has been conducted to examine the ways in which management and leadership styles impact the health and happiness of workers. Although there has been some investigation into the ways in which leadership and management influence employee performance, not a lot is known about the ways in which these factors influence employee well-being. This is of utmost importance in the hospitality industry, where staff members may be more prone to experiencing burnout or stress, because of the nature of the work. In addition, there is a need for a study to be conducted on the ways in which the culture of an organisation influences management and leadership in the hospitality business. Understanding the relationship between organisational culture and employee performance and well-being is essential if you want to be an effective leader or manager. The organisational culture may have a significant impact on both employee performance and well-being.
This study's objectives are to understand the impact of leadership and management actions on the performance and well-being of employees working in the hospitality industry and propose strategies and practises that could assist the hospitality sector in the creation of a healthy working environment for their employees. Furthermore, this study will focus on answering the following questions:
1. In the aftermath of the pandemic, how do measures taken by leadership and management affect the performance of employees and the well-being of those employees in the hospitality industry?
2. Where do good leadership and management in the hotel sector come from, and what are the aspects that contribute to them?
3. How can the acts of leadership and management in the hospitality business be enhanced to boost the performance of employees and the well-being of those employees?
The end goal of this study is, to conduct a literature evaluation on the influence of leadership and management activities on the performance of employees and the well-being of those employees. Also, to investigate how workers' opinions of the influence of leadership and management activities on their performance and well-being vary. In the context of the aftermath of the pandemic, it is important to understand the variables that contribute to good leadership and management in the hospitality business.
[bookmark: _Toc143955359]1.4 Research Justification
[bookmark: _Hlk142588981][bookmark: _Hlk142589227]The purpose of this study, along with its aims and goals, is to investigate the impact that leadership and management have on the performance and well-being of employees working in the hotel business. Using this foundation as a base, the theoretical rationales will next construct the conceptual framework that will direct the research by drawing on already existing ideas in the field. The connection between the research aim and objectives and the theoretical rationales rests in the fact that these theories provide a lens through which we may comprehend, evaluate, and interpret the interactions and dynamics that will be investigated in the study. This is how the research aim and objectives are connected to the theoretical rationales. (Boyne,2012). As we move on with the empirical research, which is being directed by our goals, the theoretical rationales shape the kinds of questions we ask, the variables we measure, and the patterns we anticipate finding. For example, the transformational leadership theory allows us to anticipate that leaders who inspire and motivate workers are likely to establish a great work environment, which, in turn, may lead to improved employee well-being and performance. This is because the theory predicts that leaders who inspire and motivate people are likely to inspire and motivate colleagues. (Lajuma,2022).  The social exchange hypothesis invites us to investigate how work happiness and commitment are shaped by the reciprocal relationships that occur between leaders and employees on the job. (Meira,2021) The work demand-control-support paradigm serves as a compass for us to follow as we investigate how management practices impact the levels of stress and job engagement experienced by employees. (Towler, 2020) 
[bookmark: _Toc143955360]1.5 Expected Contributions
The anticipated contributions of this study lie in its potential to advance both theoretical understanding and practical applications within the hospitality industry context. By investigating the impact of leadership and management on employee performance and well-being, this research aims to offer valuable insights and benefits to various employees and employers in the hospitality industry. 
Theoretical Contributions:
This research will contribute to the existing body of knowledge by providing a thorough examination of the interrelationship between leadership and management qualities and their effects on employee outcomes in the hospitality industry. It will build upon established theoretical frameworks, such as transformational leadership, social exchange theory, and the job demand-control-support model, and will provide empirical evidence to enrich and expand these theories.
Practical Contributions:
The findings of this study will offer actionable insights for hospitality industry leaders and managers. By understanding the specific leadership behaviours and management practices that positively impact employee performance and well-being, organizations can tailor their strategies to create a healthier and more productive work environment.
[bookmark: _Toc143955361]1.6 Structure of the research 
The dissertation will cover the whole research report, including the literature study, the way the research was done, and the results. In the next parts, we will talk in length about the tools and methods that have been used. Based on the tools and methods used to gather data, the next part will have a thorough discussion of what was found. In the last chapter, a set of recommendations will be made based on the topics, the importance, and the results of the study. The following is an additional list of the dissertation outline:
• In the first chapter, "Introduction," you talk about the project's history, purpose, goals, and aims. 
• Chapter 2, "Literature Review," analyses and summarizes important literature in a critical way. 
• Chapter 3 “Methodology of study”: Methods, tools, and study plans are picked by comparing how well they work. 
• Chapter 4: Data Analysis: This chapter looks at the information that has been collected.
• Chapter 5: Conclusions and Recommendations

[bookmark: _Toc143955362]LITERATURE REVIEW

[bookmark: _Toc143955363]2.1 History of the Hospitality Industry

In classical antiquity, we learn about the popularity of Greek and Roman baths among those seeking relaxation.  Early in the seventh century, Japan registered its first two hotels, known as Ryokans.  These Ryokans served as refreshment stops on the Silk Road.  In the 1600s, more than 600 inns were registered in England, and the country's first contemporary hotel was constructed in the early 1800s. (Hollander,2022)
All hospitality professionals and travellers are still frightened by a few of the ancient hospitality conventions. Ancient hospitality practises remind us of the essence of the hospitality industry. To answer the query, "what is the hospitality industry?" we would also need to discuss the industry's historical context. The origins of the industry trace back to ancient Greece and even further. In this era, hoteliers were always hospitable because they believed it was in their and others' best interests. According to specialists, hospitality services for social and religious gatherings were quite prevalent around 40 BCE. Around this time, the ancient Greeks developed thermal baths designed for recuperation and relaxation. These thermal baths are reputed to be the origin of the Spa as we know it today. The Romans subsequently provided accommodations for travellers on government property. Here, convenience and amusement were the order of the day. There are now sufficient fragments of evidence for the hospitality industry's historical background to transport us back to prehistoric periods. The French term 'hospice' has been transformed into the English word 'hospitality', which means providing care for travellers.  A large number of organisations, particularly care organisations and institutions, retain the original term. It retains the intrinsic meaning of 'love and caring' through the word hospitality. The French Revolution signalled the earliest beginnings of contemporary hospitality. It was during the 16th century that the demand for inns and taverns increased exponentially. Approximately at this period, the first hotel was constructed. It was originally named Hotel de Henry or Hotel de Salm and was constructed in 1788. ( soegjobs.com, 2023) 
However, the oldest hotel is believed to be the Koshu Nishiyama Hotel in Japan, which is over 1300 years old. The hotel continues to welcome guests and has been operated by the same family for multiple generations. Like England and New York, Pennsylvania constructed inns, while the southern colonies established ordinary establishments. Then came the time of chefs such as Escoffier and M. Boulanger, who elevated culinary standards to an entirely new level. These hotels began the trend, and the rest of the world followed suit by constructing restaurants and locations to sleep. As the hospitality industry continues to incorporate all shades of tourism, its history also reveals some of its darker elements.  In the 1950s or 1960s, when a formal structure was established, the hospitality industry became an organised industry. Also, travellers have always sought out hospitable locations to sit back and unwind, away from the bustle of daily life. (soegjobs.com, 2023) 
[bookmark: _Toc143955364]2.2 Developments and recent issues in the leadership and management styles in the hospitality industry 

The ever-changing nature of the hospitality business and the growing need of strong leadership and management are highlighted by recent developments and issues. Leadership that accounts for these changes and obstacles can improve morale and productivity in the workplace. (Eikhwesky, 2022) 
Over the years, the hospitality industry has undergone significant changes. Historically, its focus was predominantly on supplying lodging and food services. However, it has expanded to include numerous industries, including travel, tourism, entertainment, and events. This expansion has increased recognition of the crucial role employees play in providing exceptional visitor experiences. In recent years, a greater emphasis has been placed on customer-centric strategies and personalization. This transition has prompted organisations to prioritise the well-being and development of their employees, recognising that satisfied and motivated workers are more likely to create memorable visitor interactions. Leadership and management have become indispensable to attaining these goals, as they directly impact the work environment, employee engagement, and organisational culture as a whole.
While the hospitality industry has made progress in recognising the significance of leadership and management, it still faces several pressing issues that have a negative impact on employee performance and well-being:
1. The hospitality industry is experiencing labour shortages in a number of regions, which increases the burden on existing employees. Leadership and administration are essential for ensuring that the available workforce is managed, motivated, and supported effectively.
2. The business sector is contending with the requirement for increased diversity and inclusion. Effective leadership and management are required to cultivate an environment where employees from diverse backgrounds feel supported and valued.
3.In the hospitality industry, long and irregular work hours are common, which can negatively impact employee well-being. Organisations must find methods to reconcile the needs of employees for a healthy work-life balance with the demands of business.
4. The fast-paced and customer-facing nature of the industry can contribute to employee tension and exhaustion. Increasingly crucial are leadership and management practices that prioritise mental health support.
5.Technological advancements, such as automation and online booking platforms, have altered the industry's operations. To navigate these changes while ensuring that employees are adequately trained and supported, leadership and management must be effective.
6.High employee attrition rates are a problem in the hospitality industry. Leadership and management practises that encourage employee retention through career development opportunities, recognition, and a positive work environment are necessary for organisations.
7.The rise of experiential travel and ecotourism has altered the expectations of guests. Training employees to provide distinct experiences and meet evolving demands requires effective leadership and management.
8. Global Health Emergency (such as COVID-19). Recent occurrences, such as the COVID-19 pandemic, have demonstrated the industry's susceptibility to external disruptions. During such crises, it is essential that leadership and management strategies prioritise employee safety, communication, and adaptation.
[bookmark: _Toc143955365]2.3 Theories, Methodologies, and Concepts of Leadership and Management in the Hospitality Industry
The hospitality sector is one of the most dynamic and rapidly developing subsectors of the international economy. It comprises a wide range of enterprises, some of which are hotels, restaurants, resorts, and travel agencies, among others. The staff of an industry are essential to its success because of their constant efforts to create excellent experiences for customers. Recognising the vital part that leadership and management play in moulding the performance and well-being of these individuals is essential to gaining an understanding of the dynamics at play within this business.
The capacity to constantly exercise an influence over other members of a group of people is at the heart of leadership, which also involves several other crucial characteristics. Leadership is concerned with a group of people's continuing motivation, engagement, and productivity, in contrast to management, which is concerned with the general direction and supervision of the work activities of a team. Leadership concepts are useful tools that may be used as a means to enhance the abilities of a position, whether rising in a career or assuming a leadership role for a challenging project. These concepts can be applied in any situation. Leadership concepts are the variables that leaders take into consideration while implementing a leadership style and supervising a group of persons working together to achieve a common goal. These principles centre on concepts and ideas on the characteristics that leaders should possess and the behaviours they should exhibit when serving in a leadership capacity. A further benefit of understanding leadership principles is that they provide professionals with guidance on the kinds of competencies and personality qualities that are necessary for advancement into leadership jobs. (Indeed editorial team,2023) 
There are main differences between leadership concepts and leadership theories, for instance, professionals might utilise the concepts of leadership as a guide when developing their own leadership style, engaging with teams, and guiding processes. These activities all fall under the authority of leadership. The majority of leadership theories concentrate on a variety of studies into the concept of employing a variety of distinct approaches, leadership styles, and strategies while leading a group. (Indeed, editorial team, 2023) 
Leadership theories are instrumental in our quest to understand the intricacies of leadership development. They provide insights into the attributes and actions that individuals can adopt to enhance their leadership skills. This essay delves into leadership theories, focusing on the qualities deemed essential for effective leadership and their implications for leadership development. Leadership theories aim to unravel the processes through which individuals ascend to leadership roles and the underlying factors that drive their ascent. They emphasize the traits and behaviours that individuals can cultivate to bolster their leadership prowess. Among the qualities frequently cited as crucial by leaders worldwide are:
Strong Moral Principles and Ethics: Ethical leadership forms the bedrock of effective leadership. Leaders who adhere to strong moral principles and ethics are more likely to gain the trust and respect of their followers. They set the ethical tone for their organizations, promoting integrity and trustworthiness.
Excellent Organizational Abilities: Effective leaders possess exceptional organizational skills. They can structure tasks, allocate resources, and manage timelines effectively. This quality ensures that goals are met efficiently and that the team operates cohesively.
Competent Learner: Leadership is an evolving journey. Competent leaders are avid learners who adapt to changing circumstances. They seek knowledge and experience to stay at the forefront of leadership trends and strategies.
Encouragement of Employee Development: A hallmark of effective leadership is the commitment to nurturing the growth and development of employees. Leaders who invest in their team members' development not only boost individual performance but also enhance the overall capability of the organization.
Promotion of Affiliation and Connection: Leaders who foster a sense of community and connection among team members create a positive work environment. This, in turn, boost morale, cooperation, and productivity.
These qualities are considered pivotal by leaders across the globe, as evidenced by research findings. They are the building blocks of effective leadership, fostering an environment where teams thrive, objectives are met, and organizations flourish. Leadership theories offer valuable insights into how these qualities can be harnessed and honed. Moreover, the recent codification of leadership theories has simplified their understanding, making them more accessible for discussion and practical application. The clarity provided by these theories aids individuals and organizations in identifying the qualities that matter most for their leadership goals.
[bookmark: _Hlk143538623]Leadership theories illuminate the path to effective leadership by identifying qualities that drive success. Strong moral principles, organizational prowess, continuous learning, employee development, and the promotion of affiliation and connection are qualities that resonate universally in the realm of leadership. Understanding these qualities and their implications empowers leaders to cultivate them and forge a path towards impactful and ethical leadership. As leadership theories continue to evolve and become more accessible, they serve as valuable guides for aspiring and seasoned leaders alike. (simplilearn.com, 2023)
Leadership theories aim to elucidate how and why certain individuals ascend to leadership positions and the factors that drive their ascent. They underscore the traits and behaviours that individuals can cultivate to bolster their leadership abilities. Among these qualities, strong ethics and high moral standards are often cited as fundamental by leaders themselves. A successful leader embodies various traits, including personality, courage, a clear vision, and ambition. Effective leaders steer organizations toward success by inspiring their teams to perform at their highest potential.
[bookmark: _Toc143955366]  2.4 10 Key Leadership Theories
The Transactional Theory or Management Theory: This theory, rooted in the Industrial Revolution, emphasizes hierarchy to boost organizational productivity. Managers using this approach rely on structure and authority to enforce rules and motivate employees to excel. Transactional leaders monitor their teams, ensuring rewards for achieving objectives while maintaining adherence to organizational policies.
Theory of Transformation: Transformational leaders inspire employees to surpass their potential. They create a vision for their teams and motivate them to realize it. These leaders raise employee morale through their actions, setting an example rather than relying solely on words.
The Theory of Contingencies: Contingency theory posits that there is no one-size-fits-all leadership approach. The effectiveness of a leader's style depends on internal and external factors, with the leader adapting to the specific context.
The Theory of Situations: Similar to contingency theory, this idea underscores the significance of context. Leaders must adjust their approach to shifting contexts to achieve objectives and make informed decisions.
The Great Man Theory: This early leadership theory suggests that leadership qualities are innate and cannot be learned. Effective leaders are believed to possess inherent qualities such as decisiveness, wisdom, and assertiveness.
The Trait Theory: Building upon the Great Man Theory, the trait theory posits that effective leaders have specific personality traits and behaviours. These traits make some individuals naturally more gifted as leaders.
Behaviourist Theory: Leadership abilities, according to this theory, result from an individual's environment. Behaviour, not inherent traits, drives leadership. Leadership qualities can be cultivated through training and instruction.
Behavioural Theory: This theory emphasizes observable leader behaviours, classifying them into various leadership styles. It contends that effective leadership can be learned and imitated based on these behaviours.
Functional Theory: This theory shifts the focus from designated leaders to how leadership functions within a group or organization. It underscores collective behaviours and actions rather than individual leadership.
Integrated Psychological Theory: This emerging leadership style, known as integrative leadership, promotes cooperation across societal spheres to advance common goals. It draws from various leadership theories and techniques in diverse sectors.
 Furthermore, leadership theories offer valuable insights into the qualities and behaviours that define effective leaders. These theories, ranging from the early Great Man Theory to contemporary integrative leadership, shed light on the dynamic nature of leadership. Understanding these theories and their implications empowers individuals and organizations to cultivate effective leadership qualities and adapt to ever-evolving contexts. Leadership, it appears, is not a fixed trait but a dynamic interplay of qualities and behaviours that can be harnessed and developed.


[bookmark: _Toc143955367]2.5 Critical analysis of current issues from diverse authors
Contemporary Issue 1: Leadership in a Post-COVID-19 World
In a post-pandemic hospitality landscape, leadership faces unprecedented challenges. As noted by leadership expert John Kotter, the need for adaptive leadership is paramount. Leaders must navigate uncertainty, rapidly changing regulations, and evolving guest expectations. Adaptive leaders are those who can pivot swiftly, communicate transparently, and foster a culture of resilience within their teams. They understand that the ability to adapt is now a core leadership skill. (Schuster, 2023) 
Another viewpoint emphasises the value of a human-centric leadership strategy and is supported by academics like Dov Zohar. The epidemic has brought to light how important employee well-being is. Leaders who put their colleagues' physical and emotional well-being first develop loyalty and trust. This strategy aligns with servant leadership, in which leaders put their employees' needs first. (Zohar, 2008) 
Contemporary Issue 2: Sustainable Practices and Ethical Leadership
There is increasing pressure on hospitality sector leaders to embrace sustainable practices. Sustainable leadership, according to authors like Paul Hawken, is now a must rather than an option. Long-term profitability is increased by ethical and environmental practices, which also coincide with customer desires. In addition to upholding their business social responsibilities, leaders that support sustainability projects also earn a competitive advantage. (Kanters,2013). According to the research of academics like Michael Barnett and Robert M. Phillips, ethical leadership is closely linked to the management of one's reputation. In this day and age of fast information sharing, unethical behaviours can result in serious damage to a person's reputation. Not only are ethical leaders capable of preventing such catastrophes, but they also exhibit a dedication to doing what is right, even when doing so presents difficulties. This connects with customers and bolsters their faith in the brand.
Contemporary Issue 3: Diversity, Inclusion, and Cultural Competence
The economic value of diversity and inclusion is a topic that has been addressed by a number of authors, including R. Roosevelt Thomas Jr. In today's increasingly international hospitality sector, having a diverse workforce enables teams to better comprehend and accommodate a wide range of visitor demographics. Leaders who are inclusive are able to create situations in which different points of view are appreciated, which in turn encourages creativity and problem-solving. (Wilkie,2013) It is essential for managers in the hospitality business to have cultural competency, a topic that has been explored by academics such as Geert Hofstede. For the purpose of providing extraordinary experiences for guests, it is vital to get an understanding of and respect for the various cultural norms, values, and expectations. In today's increasingly worldwide market, leaders who invest in the cultural competency development of their teams are in a better position to achieve commercial success. (Hofstede,2011) 
[bookmark: _Toc143955368]3. RESEARCH METHODOLOGY

[bookmark: _Toc143955369]3.1Research philosophy
[bookmark: _Hlk134549212]A positivist research philosophy serves as the foundation for this study. The belief of positivism is that an objective study of the social world is possible, and that knowledge may be acquired from the careful observation of real-world phenomena. It places an emphasis on the use of rigorous, scientific procedures to acquire and evaluate data, with the goal of establishing causal linkages and discoveries that can be generalised. (tourismteacher.com, 2023)
[bookmark: _Toc143955370]3.2 Research approach 
I will carry out the study using an inductive methodology while keeping to the positivist paradigm. The inductive method of researching begins with particular observations and then progresses towards wider generalization and ideas based on the study of actual facts. This strategy is congruent with our objective of investigating the influence of leadership and management skills on employee performance and well-being in the hospitality sector via the methodical gathering and examination of employee data. (Streefkerk,2022) 
[bookmark: _Toc143955371]3.3 Research Methods
Qualitative data will be collected through semi-structured interviews with key stakeholders, including employees, managers, and industry experts. These interviews will provide in-depth insights into the experiences, perceptions, and nuances of leadership and management practices in the hospitality sector.
[bookmark: _Toc143955372]3.4 Sampling Techniques
Purposive sampling will be utilized in the qualitative interviews that I will conduct. I will make a concerted effort to choose participants who can contribute meaningful perspectives and experiences to the discussion about leadership and management in the hospitality industry.
[bookmark: _Toc143955373]3.5 Access and Ethics Considerations
This research will be conducted in accordance with the ethical standards established by UWTSD. All participants will be asked for their informed consent before having their data collected, and those individuals' information will only be used for the purposes of study. Participants will be given the assurance that their participation in the study will be kept anonymous and confidential, and they will be informed that they are free to leave the study at any time without incurring any penalties. The participants' safety and the fact that their participation is entirely voluntary will both be monitored over the course of the study.
Access to participants in the hospitality industry will be obtained through professional networks, industry associations, and collaboration with hospitality organizations. I will establish trust and rapport with participants to encourage open and honest responses.
[bookmark: _Toc143955374]3.6 Data Analysis Techniques
Qualitative data will undergo thematic analysis. This involves transcribing interviews, coding the data, and identifying recurrent themes and patterns.
The first study objective is to examine leadership and management traits and employee job satisfaction. This analysis will address the second and third objectives, which are to assess the relationship between leadership and management qualities and employee well-being and to examine how job satisfaction moderates this relationship.
[bookmark: _Toc143955375]3.7 Considerations on Validity and Reliability
The research methodology and design, grounded in a positivist research philosophy and an inductive research approach, aim to provide objective and empirical insights into leadership and management in the hospitality industry. We prioritize ethical considerations, rigorous sampling techniques, and robust data analysis methods to ensure the validity and reliability of our research findings.
[bookmark: _Toc143955376]4. DATA ANALYSIS
Out of 6 interviews scheduled with the hospitality employees and employers, 4 of them have answered to my questions. Every person who was interviewed followed the same format for the questions that were asked. Their responses have been given in the following section after going through an efficient organization process:
Analysis of Interviewee 1:
Background and Role: Interviewee 1 has 2 years of experience in the hospitality industry and currently holds a position as Deputy and Shift Manager in housekeeping. They have progressed from a room attendant to their current role, indicating a commendable career trajectory.
Leadership Qualities: This interviewee highlights the importance of leadership qualities such as empathy, listening, diplomacy, trust-building, and authority in creating a positive work environment. These qualities are essential for managing teams effectively, especially in challenging situations.
Management Practices: The interviewee appreciates the flexibility in working hours and days off, which promotes employee well-being and work-life balance. The ability to make up for unworked hours demonstrates a proactive approach to addressing staffing issues.
Employee Performance and Well-being: Recognition and rewards are recognized as effective motivators that boost job satisfaction and performance. The emphasis on training for employees at all levels of the organization is seen as crucial for maintaining high service standards and motivating employees.
Challenges in Hospitality Leadership: Challenges include adapting to technological innovations, meeting guest expectations, ensuring the efficiency of the technical department, and choosing durable finishing materials for rooms. These challenges reflect a focus on both guest satisfaction and employee well-being.
Organizational Culture: The interviewee emphasizes the importance of an inclusive organizational culture that values all employees and encourages cooperation across positions and functions. This approach promotes a sense of responsibility and teamwork.


Analysis of Interviewee 2:
Background and Role: Interviewee 2 has an extensive 28 years of experience in the hospitality industry and currently serves as the Area Manager for UK Operations, managing multiple properties and providing operational consultancy.
Leadership Qualities: This interviewee emphasizes the importance of building relationships with team members based on respect and clear training and responsibilities. They believe in establishing an invisible hierarchy that is respected by everyone, emphasizing mutual respect.
Management Practices: Agile working is highlighted as a practice that enhances well-being, allowing flexibility in how tasks are accomplished. Clear expectations and KPIs provide guidance while allowing freedom in achieving objectives.
Employee Performance and Well-being: Recognition and rewards are viewed as effective when genuinely appreciative and tailored to individual preferences. The interviewee highlights the importance of understanding whether employees see their job as a means to pay bills or as a career, which affects recognition.
Challenges in Hospitality Leadership: The interviewee points out the challenge of managing changing team behaviour, particularly related to working hours. They highlight the balance between allowing flexibility and preventing exploitation.
Organizational Culture: Organizational culture is described as crucial, emphasizing the need for the company to support employees throughout their journey, from recruitment to onboarding and beyond. The interviewee stresses the importance of being there to support employees when they need it.
Analysis of Interviewee 3:
Background and Role: The interviewee is a 27-year-old male with a bachelor’s degree in hospitality management and 5 years of experience in the hospitality industry. He currently holds the position of Guest Services Supervisor, responsible for front desk operations and guest satisfaction.
Leadership Qualities: The interviewee highlights the importance of effective communication, problem-solving skills, and leading by example in the hospitality industry. Empathy and patience are mentioned as crucial qualities for dealing with guests and team members. The positive influence of a previous supervisor who displayed patience and empathy in challenging situations is noted, emphasizing the impact of a leader's composure.
Challenges Faced by Leaders: Common challenges for leaders in the hospitality industry include maintaining service quality, addressing guest complaints, and managing a diverse team. The interviewee suggests solutions such as effective training programs, regular team meetings, and fostering a culture of continuous improvement to overcome these challenges.
Management Practices: The interviewee mentions well-being initiatives like flexible scheduling, access to counselling services, and team-building activities implemented in their hotel. These initiatives are recognized for contributing to higher job satisfaction and reduced turnover. Recognition and rewards programs, such as monthly awards and performance bonuses, are also noted as effective motivators.
Importance of Training: Training and development opportunities are deemed vital, with the interviewee personally benefiting from sessions focused on conflict resolution and guest service excellence. Training enhances job performance and boosts confidence.
Employee Performance and Well-being: Factors contributing to employee burnout are identified as long working hours, high-pressure situations, and dealing with guest complaints. To support mental well-being, the interviewee suggests providing resources for stress management and access to mental health support.
Impact of Job Satisfaction: Job satisfaction is linked to employee commitment and their willingness to provide exceptional guest experiences. Satisfied employees are more likely to offer personalized and attentive service, enhancing guest satisfaction.
Organizational Culture: The interviewee underscores the role of organizational culture in shaping employee performance and well-being. A positive culture that values teamwork, open communication, and employee growth creates a healthy work environment.
Additional Comments: The interviewee emphasizes the importance of guest feedback as a valuable tool for improvement. Encouraging open and honest guest feedback helps tailor services to meet guest expectations and fosters a culture of continuous improvement.
Overall, this interview provides valuable insights into leadership qualities, management practices, and the significance of employee well-being and job satisfaction in the hospitality industry. The interviewee's experiences and suggestions align with industry best practices and emphasize the importance of empathy, training, and a positive organizational culture in delivering exceptional guest service.
Analysis of Interviewee 4:
Background and Role: The interviewee is a 34-year-old male with 12 years of experience in the hospitality industry. He currently holds the position of Food and Beverage Manager at a luxury hotel, overseeing all food and beverage operations, staff management, and profitability optimization.
Leadership Qualities: The interviewee highlights key leadership qualities for success in the hospitality industry, including being approachable, adaptable, and having strong problem-solving skills. The importance of fostering a culture of teamwork, guest focus, and attention to detail is emphasized.
Positive Influence of Supervisor: The interviewee's experience with a supervisor who excelled in conflict resolution underscores the impact of effective conflict management on guest and staff satisfaction. This highlights the importance of soft skills in leadership.
Challenges Faced by Leaders: Staff turnover, particularly in entry-level positions, is identified as a common challenge in hospitality leadership. The interviewee suggests solutions such as staff training, clear career paths, and a positive workplace culture to address this issue.
Management Practices: The interviewee mentions employee well-being initiatives in their organization, including wellness programs, flexible scheduling, and mental health support. These practices are recognized for reducing stress and improving work-life balance.
Recognition and Rewards: Recognition programs, such as Employee of the Month awards and performance-based bonuses, are seen as effective motivators for boosting employee engagement and job satisfaction. These initiatives contribute to employees feeling valued.
Importance of Training: Ongoing training is considered critical, with leadership development programs mentioned as beneficial for enhancing decision-making skills and strategic thinking, leading to better job performance.
Employee Performance and Well-being: Factors contributing to burnout, such as long working hours and high-pressure situations, are identified. The interviewee suggests implementing reasonable working hours, stress management resources, and regular breaks to support employees.
Impact of Job Satisfaction: Job satisfaction is directly linked to employee commitment and their willingness to provide exceptional service. This aligns with the idea that satisfied employees lead to improved guest satisfaction.
Organizational Culture: The interviewee emphasizes the role of organizational culture in shaping employee performance and well-being. A culture that encourages open communication, teamwork, and employee growth fosters a positive work environment.
Additional Comments: The interviewee highlights the growing importance of sustainability in the hospitality industry. Implementing eco-friendly practices is seen as a significant differentiator and aligns with guest demand for responsible and sustainable hospitality options. This reflects an awareness of evolving industry trends and the need for environmental responsibility.
Overall, this interview provides valuable insights into leadership qualities, management practices, employee well-being, and sustainability in the hospitality industry. The interviewee's experiences and suggestions align with industry best practices and emphasize the importance of soft skills, employee recognition, and positive workplace culture in delivering exceptional guest service while addressing the challenges unique to the industry.
[bookmark: _Toc143955377]5. DISCUSSIONS
The results of the interviews in this study give useful, real-world information about the hospitality industry's leadership traits, management practices, employee well-being, and sustainability. When looking at these results and what they add to the existing theory literature, a few key things stand out:
Leadership Qualities:
The results show how important it is for a leader to be approachable, flexible, good at handling problems, and have a focus on the customer.  Brown and Hyatt (2010), who wrote about the importance of conflict management and interpersonal skills in leadership, point out that a manager with great conflict resolution skills has a good effect. It shows that the way the manager acts has a direct effect on how happy employees are and how happy guests are.
Challenges Faced by Leaders:
The identified problems with staff turnover and the suggested answers are in line with what is already been written. Kim, Lee, and Lee (2019) say that high turnover rates in entry-level jobs are a typical problem in the hotel business. Staff training and career growth, two of the possible solutions, are similar to ideas that have been mentioned in previous studies to deal with turnover.
Management Practices:
Lee and Brand (2005) added to the research on employee well-being in the workplace by looking at the results of programs like health programs and flexible schedules. Studies show how important staff well-being is in the hospitality business. These practices are known to help reduce stress and improve the balance between work and personal life. Research from Eisenbeiss, Knippenberg, and Boerner (2008) shows that employee recognition has a positive effect on job happiness and involvement. Recognition and reward programs are seen as successful motivators.
Employee Performance and Well-being:
Previous study on the problems that hotel workers face agrees with the fact that long work hours and high-pressure situations can lead to burnout. The offered solutions, such as acceptable work hours and tools for dealing with stress, are in line with what should be done to prevent employee burnout. (Karatepe & Olugbade, 2019).  Lee and Brand (2005), who have done a lot of research in the field, agree that there is a link between job happiness and employee dedication. According to them satisfied workers are more likely to give great service, which makes guests happier.
Organizational Culture:
Prior research (Kim & Lee, 2018) has shown how important a good workplace culture is in the hospitality industry. The focus on the role of organizational culture in affecting employee success and well-being is in line with that research. People think it is important for a company to have a culture that encourages open communication, teamwork, and employee growth. This is because these cultural aspects are emphasized in the existing literature.
In short, the empirical results from the interviews add to the theory literature on leadership, management practices, employee well-being, and sustainability in the hotel industry. These results back up existing theories and give real-world examples that can help people in the hotel management field understand these ideas better. Also, the interviewee's thoughts have real-world effects for those in the hospitality business and in administration who want to improve leadership practices and sustainability efforts.
[bookmark: _Toc143955378]Recommendations
Leadership Training: Organizations should invest in leadership training programs to equip current and aspiring leaders with the necessary skills. These programs should focus on communication, empathy, and conflict resolution.
Recognition Programs: Enhance recognition and rewards programs to ensure they align with employees' preferences and motivations. Consider both financial and non-financial rewards to cater to diverse employee needs.
Well-being Initiatives: Continue and expand well-being initiatives, such as flexible scheduling, mental health support, and stress management resources. Regularly evaluate the effectiveness of these initiatives through employee feedback.
Feedback Mechanisms: Establish robust feedback mechanisms for both employees and guests. Encourage guests to provide feedback and use it as a tool for service improvement. Similarly, create avenues for employees to voice their concerns and suggestions.
Diversity and Inclusion: Promote diversity and inclusion in leadership positions. Ensure that leadership teams reflect the diversity of the workforce and guest demographics, which can lead to better understanding and service.
[bookmark: _Toc143955379]7. Challenges

High Turnover: The hospitality industry often experiences high turnover rates, which can hinder the implementation of long-term strategies for employee well-being and development.
Resource Constraints: Some organizations, particularly smaller ones, may face resource constraints when implementing extensive well-being initiatives or leadership development programs.
Changing Guest Expectations: The constantly evolving expectations of guests pose a challenge. Leaders must adapt to meet these changing demands while maintaining employee well-being.
Cultural Sensitivity: In a diverse workforce, cultural sensitivity and understanding become critical. Leaders and managers must navigate potential cultural differences among team members.
External Factors: Economic fluctuations, health crises (e.g., pandemics), and industry-specific challenges like seasonality can impact employee well-being and organizational strategies.
[bookmark: _Toc143955380]8. Conclusion 

Leadership and Management Impact: Through the interviews and analysis, it is evident that leadership and management qualities have a substantial impact on employee performance and well-being in the hospitality industry. Effective leadership behaviours like empathy, clear communication, and problem-solving contribute to positive work environments.
Recognition and Training: Recognition and rewards programs, along with ongoing training and development opportunities, play a crucial role in promoting employee engagement, job satisfaction, and performance. These practices are highly valued by employees.
Employee Well-being: Employee burnout and stress are significant concerns in the industry, primarily due to long working hours and high-pressure situations. To address these issues, organizations need to focus on work-life balance initiatives and provide resources for stress management.
Organizational Culture: The study highlights the importance of a positive organizational culture that values teamwork, open communication, and employee growth. Such a culture fosters a healthy work environment and enhances employee well-being.

In conclusion, leadership and management qualities significantly influence employee performance and well-being in the hospitality industry. To address challenges and build on these findings, organizations should prioritize leadership development, recognize and reward employees effectively, and continue to invest in well-being initiatives. Adapting to changing guest expectations and maintaining a culturally sensitive approach will also be essential in sustaining a positive work environment.
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10.1 Research interview questions 
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Thank you for your participation and thoughtful responses! Your input will greatly contribute to my understanding of leadership and management in the hospitality industry and its impact on employee performance and well-being.

Kind Regards,
Sebastian Gabriel Boncu

10.2 Participant Information Sheet
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10.3 Participation Consent Form
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      The Impact of Leadership and Management on Employee  Performance and Well - being in the Hospitality Industry     Research Questionnaire   / Interview      Demographic Information     1.   Age: _______ years     2.   Gender: _______           (Male/Female/Non - binary)       3.   Educational Qualification: _______ (High School, bachelor’s degree, master’s  degree,  PhD , Other  -   please specify)     4.   Years of Experience in the Hospitality Industry: _______ years     Please share a brief description of your current role and responsibilities in the hospitality  industry.     Part  1 : Leadership Qualities     1.   In your experience, what are some examples of effective leadership  behaviours   or  qualities that you believe contribute to a positive work environment in the hospitality  industry?     2.   Can you recall a specific instance where a supervisor's leadership style posi tively  influenced your motivation and performance at work? Please describe the situation  and the impact it had on you.    
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1.   What do you think are the most significant challenges faced by leaders in the  hospitality industry, and how can they overcome these chal lenges to better support  their teams?     Part  2 : Management Practices     1.   From your perspective, what management practices or initiatives have been  implemented by your organization to enhance employee well - being and work - life  balance? How effective do you find  these practices?     2.   In your opinion, what role does recognition and rewards play in promoting employee  engagement and job satisfaction? Can you provide any examples of how these  practices have affected you or your colleagues?     3.   How important do you think ongo ing training and development opportunities are for  employees in the hospitality industry? How have these opportunities impacted your  career growth and job performance?     Part  3 : Employee Performance and Well - being     1.   What factors do you believe contribute to  employee burnout and stress in the  hospitality industry? How do you think organizations can better support their  employees' mental well - being?     2.   From your perspective, how does employee job satisfaction impact their commitment  to the organization and their  willingness to go the extra mile to ensure exceptional  guest experiences?     3.   In your view, how does the organizational culture influence employee performance,  job satisfaction, and overall well - being in the hospitality industry?     Part  4 : Additional Comments     Please feel free to share any additional insights, experiences, or suggestions related to  leadership, management, and employee well - being in the hospitality industry that you  believe would be valuable for this study.    
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  Participant Information Sheet        

 Participant Identification Number:   

  FFURFLEN GANIATÂD CYFRANOGIAD    SAMPLE PARTICIPANT INFORMATION  SHEET    

Project Title:    The Impact of Leadership and Management on Employee Performance and Well - being in the Hospitality Industry  

  Dear Sir/Madam,      My name is   SEBASTIAN GABRIEL BONCU.   I am   a  student in the  School of Business, Finance and  Management (London Campus), Faculty of Business and Management in University of Wales Trinity  Saint David, United Kingdom. At present, I am conducting  research   on   “ The Impact of Leadership and  Manageme nt on Employee Performance and Well - being in the Hospitality Industry ”.   The purpose of  this research is to   understand the impact of leadership and management actions on the performance and  well - being of employees in the hospitality industry and to propose  strategies and practices that could  help the hospitality sector to create a healthy working environment for their employees.     I would like to invite you to participate in my research project by answering the attached short question s   developed by  myse lf . Those question s   will assess your opinions, experiences, knowledge, suggestions  and views. Through your participation in the interviews, I hope to ascertain my research purpose to get  the best opinion from you. I believe your opinion will be extremely h elpful to me to carry out this  research.      All question s   will be kept strictly confidential to the researchers involved and at  NO   time will individual   question s   will be released to the general public. This gives you a chance to express your views on your  programme a confidential and anonymous forum and still be able to make a difference. Your  participation in this   study is completely voluntary so you can withdraw   from the questionnaire at any  stage.       Please note, q uestionnaire should take no more than 30 minutes to complete but however, there is no  time constraint. There are also   no right or wrong answers. Attached to this letter along with the 

University of Wales Trinity Saint David (London Campus)   Winchester House   11 Cranmer Road   London  –   SW9 6EJ   Tel: +442075667600   Email:   info.london@tsd.ac.uk                  londonstudentservice@tsd.ac.uk    
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questionnaire ther e is a consent form where you will better understand researchers intension  As this is  a new project, your feedback is also important to me and I would be   much obliged if you could also  complete the feedback sheet along with the questionnaire.   I understand  that   your time is at a premium,  but your opinions are very valuable to me.     After careful and precise analysis of the data obtained from this questionnaires/interviews, I will be  happy to provide you   with a copy of the findings at your request. The results   of this questionnaire will  hopefully enhance my understanding of current level of knowledge and future findings. The results of  the research will be feedback to Director of Studies, Supervisor, University and British Library.      I thank you in advance for  your time and participation. If any questions do arise, feel free to contact me  at your convenience.      NAME & ADDRESS OF RESEARCHER     Sebastian Gabriel Boncu     Tel: 07900398094     Email:  Sebastian.g.boncu@gmail.com     Address: 83 Park Road, E10 7BZ, London, UK  


image7.emf

image8.emf
 

You may decline to participate in this study. You may  end your participation in this study at any  time. If you decide to remain anonymous, maintaining your anonymity will be a priority and every  practical precaution will be taken to disguise your identity. If you prefer anonymity, there will not  be any identi fying information on audiotapes or transcripts of this or any interview. No one will  hear any audiotapes or see any transcripts without your prior consent. All materials generated from  this or any interview will remain confidential.   When completed please  r eturn in the envelope provided. One copy will be given to   you   and the  original to be kept on the file of the research team at :     NAME & ADDRESS OF RESEARCHER     Sebastian Gabriel Boncu     Tel: 07900398094   Email:  Sebastian.g.boncu@gmail.com   Address:  83 Park Road, E10 7BZ, London, UK  
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