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Leadership plays an essential role in the hospitality industry, influencing not only the performance of teams, but also customer satisfaction. In an industry where the customer experience is of a paramount importance, the leadership style adopted can have a significant impact on employee effectiveness and morale. Work teams in hotels, restaurants and other hospitality facilitates are often composed of individuals with diverse backgrounds and experiences, necessitating a flexible and adaptable leadership approach. Hospitality leaders bear the responsibility of maintain a positive work environment, managing conflict and fostering an organisational culture that inspires employees to deliver quality service (Huertas-Valdivia, Gallego-Burín and Lloréns-Montes, 2019).

This essay examines the influence of diverse leadership approaches on the efficacy and morale of teams in the hospitality sector. The initial section will present an overview of the various leadership theories, with a focus on examining both traditional and modern perspectives. Subsequently, the advantages and disadvantages of several pertinent leadership styles, including transformational and transactional, will be evaluated in the context of team dynamics and employee morale. The following section will present the application of these styles in the context of hotel operations, with a particular focus on illustrative examples. In conclusion, the analysis will examine the impact of these styles on team effectiveness and employee satisfaction, offering well-founded and substantiated insights.


In the field of leadership, a number of theories have been proposed in an attempt to explain why some leaders are more effective than others. These theories are fundamental to an understanding of the influence of leadership styles on teams and employee morale, particularly within the hospitality industry. Four pertinent theories are as follows: Personality Trait theory, Behavioural theory, Transformational and Transactional Leadership theory and Situational theory (Hersey and Blanchard) (Mullins and Dossor, 2013).

Personality trait theory holds that effective leaders have certain innate character traits such as confidence, integrity and charisma. In the hospitality industry, these traits are essential, as a leader with confidence and charisma can inspire the team to work more efficiently and deliver a more enjoyable customer experience. However, the theory is limited, as it does not take into account that context also influences a leader’s effectiveness. Furthermore, traits alone do not guarantee success, as the hospitality industry requires flexibility that a leader must adapt to the situation (Cherry, 2022) (Verawati and Hartono, 2020).

Behavioural theory focuses on a leader’s actions, not his or her traits. This theory classifies leader’s behaviours into two distinct categories: task oriented and relationship oriented. A leader who is task oriented is concerned with the achievement of goals and the efficiency of processes. In contrast, a leader who is relationship-oriented places emphasis on the motivation of teams and the provision of support to employees (Robbins and Judge, 2017). In the hospitality industry, leaders who are oriented towards relationships are more likely to foster a positive atmosphere, which in turn has the effect of increasing employee morale and improving the customer experience. At times, however, a task-oriented leader can be more effective in managing fast-paced activities and busy periods (Kara et al., 2013).

Transformational and Transactional Leadership theory offer two different approaches. Transformational leaders inspire and motivate the team to achieve high performance through vision, trust and positive change. In the hospitality industry, this type of leadership can transform the team, inspiring them to deliver exceptional service. On the other hand, transactional leaders emphasise rewards and punishments to motive the team. This approach can be useful for maintaining quality standards and managing large teams in busy times, but it can reduce creativity and personal involvement of employees (Dai et al., 2013). 


Situational theory (Hersey and Blanchard) suggests that there is no universally ideal leadership style, but that effective leaders adapt their style according to the maturity and needs of the team. In hospitality, a situational leader may change style from directive to supportive, depending on the experience and confidence of the team. For example, with new employees, the leader may adopt a more directive style and with an experienced team, a more delegative style. This flexibility is essential for effective leadership in the hospitality industry, where dynamism and complexity are common (Adair, 2009).

These theories provide a valuable perspective on leadership and demonstrate how important it is to tailor the leadership style to the specific context and needs of the hospitality team. 


In leadership, authoritarian, democratic, laissez-faire, transformational and transactional styles have unique characteristics, each with specific advantages and disadvantages that influence team dynamics and employee morale. In the hospitality industry, where collaboration and employee satisfaction are critical to the customer experience, it is important to understand how these styles can contribute to performance (Dastane, 2020) (Mullins, 2005).

The authoritarian style is characterised by strict control, unilateral decisions, and the expectation that employees will follow directions without question. The advantage of this style is that it provides a clear structure and can be effective in crisis situations when quick decisions are needed. However, in hospitality, where employees interact frequently with custo0mers, the authoritarian style can reduce morale and encourage a rigid environment. Employees may feel that their voice doesn’t count, which can lead to decreased and job satisfaction (Pizzolitto, Verna and Venditti, 2022).

The democratic style, on the other hand, emphasises participation and collaboration. Democratic leaders encourage employees to express their ideas and contribute to the decision-making process. This style increases morale because employees feel that they are listened to and appreciated. In the hospitality industry, this translates into a motivated and innovative team, able to offer ideas for service improvement. However, the decision-making process can be slower and during busy periods this can become a challenge (Times, 2024).

The laissez-faire style gives freedom to employees, allowing them to manage their own tasks without the leader’s intervention. The advantage of this style is that it encourages independence and personal development. In the context of hospitality, it can work well in highly experienced teams that do not need constant supervision. However, the lack of guidance can lead to organisational chaos and a drop in productivity if employees are not disciplined enough or need more support (Boddy, 2017). 


The transformational style aims to inspire and motivate the team to go beyond their limits. Transformational leaders focus on positive change, aiming to develop employees. This style is particularly suitable for hospitality as it promotes high morale and employee engagement, which is reflected in the customer experience. However, it requires time and energy and employees can become overwhelmed by high expectations (Abolnasser et al., 2023).

The transactional style is based on a system of rewards and penalties. It is effective for maintaining standards and managing repetitive tasks. In the hospitality industry, transactional style can help to maintain service quality, but it can become monotonous for employees, which can lead to low motivation and creativity (Armstrong, 2012).

Every leadership style has advantages and disadvantages, but for the hospitality industry, transformational and democratic styles seem best suited. They encourage employees to actively engage and contribute to a positive work environment, which is essential to delivering a quality customer experience. An effective leader can also adapt styles according to context, combining approaches to achieve the best results.


The hospitality industry is an area where the style of leadership can have a significant impact on the effectiveness of teams and the customer experience. Each leadership style can be applied differently, depending on the hotel’s organisational structure and culture, as well as its objectives. Examples and case studies show how these styles influence overall performance and employee satisfaction.


A classic example is the Ritz-Carlton hotel chain, renowned for its transformational style. Ritz-Carlton emphasises employee development, giving employees the freedom to make decisions to solve customer problems. Each employee has the authority to make decisions up to a certain amount, without needing the approval of superiors. This not only encourages employees to be proactive, but also gives them a sense of fulfilment and value. Thus, the transformational style applied by Ritz-Carlton results in motivated employees and a superior guest experience (The Ritz-Carlton leadership center, 2019).

Another example is the Marriott hotel chain, which uses a mix of democratic and transactional leadership. Marriott is known for involving employees in decision-making and promoting an open culture where employees are encouraged to voice their ideas and concerns. At the same time, they maintain high standards, rewarding performance and correcting those who don’t meet expectations. This blend of styles allows Marriott to ensure consistent quality of service while maintaining high employee morale. The results are visible in customer loyalty and high levels of guest satisfaction (Marriott International, 2019). 


On the other hand, some hotels are opting for a laissez-faire style of leadership among creative teams, such as those responsible for organising events and decorations. For example, the Mama Shelter boutique hotel in Paris gives creative freedom to the team in charge of interior decoration. This style works well in this context as it encourages innovation and personalisation, adding a unique flair to each event. However, in key operational areas, such style can lead to a lack of coordination and efficiency (Cherry, 2022b).

Smaller hotels, where resources are limited, often adopt a transactional leadership style, especially for day-to-day activities. Hotels can apply this style focus on maintaining a constant flow of activities by rewarding employees for following standard procedures. While this style ensures stable performance and quality maintenance, it can limit the involvement and creativity of employees, who may become demotivated over time (Fouad, 2019).

Thus, the application of different leadership styles in the hospitality industry demonstrates that there is no single ideal style, but that every hotel can combine and adapt styles to improve team effectiveness and deliver a great guest experience. Successful leaders in this industry are those who are able to identify the specific needs of their teams and blend strategies to achieve optimal results.


Leadership styles directly influence both team effectiveness and employee satisfaction in the hospitality industry, where daily interactions with customers require close collaboration and a positive attitude. The right leadership style can help to create a motivating and productive work environment, while the wrong style can lead to tension and decreased performance (Muttalib, Danish and Zehri, 2023).

Transformational style is known for its ability to boost morale and increase team effectiveness. This style involves leaders who inspire employees and motivate them to push their limits. In hospitality, a transformational leader creates an open work environment where employees feel valued and appreciated. They are more engaged in daily activities, which improves customer service. For example, employees inspired by a transformational leader are more willing to collaborate, come up with innovative ideas and improve internal procedures, which contributes to a positive customer experience (Abolnasser et al., 2023).

The democratic style also encourages high morale because it promotes employee participation in decision-making. When employees feel involved in the decisions that affect them, they are more motivated to work hard and achieve high performance. In addition, this style fosters effective collaboration as it encourages the team to discuss and work together. In hotels, this type of leadership can lead to a well-coordinated team, able to manage busy times with less tension. However, a democratic style can delay decision-making and create confusion if there is no clear direction, especially in urgent situations (Al-Baidhani and Alsaqqaf, 2023).

On the other hand, an authoritarian style can have negative effects on the team and employee morale, as it limits their freedom and autonomy. In an authoritarian environment, employees may feel that their opinion doesn’t count, which can lead to frustration and lack of involvement. In hospitality, where employees often have direct interactions with customers, this style can create tensions and lower the quality of service, as employees tend to adopt a mechanical attitude (Mullins, 2019).

The transactional style, based on rewards and punishments, may contribute to team effectiveness in the short term, but can become demotivating over time. This style provides stability by standardising tasks but can limit employees’ creativity and flexibility. For example, if employees know that their performance is measured strictly against standard indicators, they may avoid taking risks or proposing new solutions, which can ultimately affect efficiency and innovation (Dong, 2023).


In conclusion, leadership plays a crucial role in influencing team effectiveness and employee satisfaction in the hospitality industry. Transformational and democratic styles were found to be the most appropriate, contributing to a motivating work environment and a superior customer experience. In contrast, authoritarian and transactional styles can limit creativity and engagement, affecting team performance. For long-term success, hospitality leaders need to adopt a flexible style that is tailored to the needs of the team and context. Future research could explore optimal combinations of styles for different situations and their impact on customer satisfaction.
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