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An essay on the evaluation of the different approaches to leadership and their effectiveness within the hospitality industry
The dynamic and diverse hospitality industry includes hotels, restaurants, travel agencies, and other service-oriented businesses (Weise, 2023). It fuels global economies with jobs, money, and culture. The customer-focused hospitality sector requires strong managers and leaders to handle daily problems. This essay discusses Hilton Hotel. After setting excellent service standards, the Hilton Hotel is a model for industry management and leadership. Thus, understanding leadership in this environment is essential to assess how different leadership styles affect organisational dynamics and the sector. Hospitality is competitive, thus client satisfaction and loyalty are key. Meeting and exceeding customer expectations requires quality leadership. Leadership in hospitality requires managing varied teams and sophisticated customer relationships while ensuring operational efficiency. You must inspire and lead people to achieve in this area. Economic fluctuations, geopolitical upheavals, and worldwide diseases also affect the hospitality industry. Leaders must be resilient, strategic, and adaptable to handle unexpected situations. Leadership affects employee morale, job satisfaction, and corporate culture more in industries where frontline worker performance and attitude effect customer experiences. Hilton Hotel leadership styles are examined in this essay. Blake and Mouton’s Managerial Grid, Adair’s Model of Action-Centered Leadership (ACL), and McGregor’s X and Y Theory will be used to study hospitality leadership styles. This analysis is suitable for the Hilton Hotel due to its global fame and well-deserved reputation for excellent guest experiences. Hilton’s historical and modern leadership styles can help us understand how leadership ideologies address hospitality company issues. To determine Hilton’s preferred managerial techniques and their effects on success in the dynamic hotel sector, the study will compare theoretical models to its real execution. Essay compares theoretical models and implementations.
Blake and Mouton’s 1960s Managerial Grid, a 9x9 matrix, classifies leaders as destitute, country club, create or perish, middle-of-the-road, and team (Wood, 2017). The concern for people axis measures compassion. A leader who employs the team method and has a strong rapport. The Managerial Grid helps explain different leadership styles, but its static nature may not adequately represent the dynamic and situational aspects of successful leadership. The model also assumes that care for people and production are linearly related.
John Adair’s Action-Centered Leadership (ACL) model balances task completion, team building and development. Adair believed that effective leadership should address all three elements simultaneously, creating a dynamic equilibrium that contributes to success. Adair’s ACL model promotes teamwork, job completion, and employee development. Hospitality leaders must combine task achievement with long-term worker development. Hospitality executives may establish a more robust and adaptive culture by recognising the ACL model’s focus on both task-oriented and interpersonal leadership.
Douglas McGregor’s 1960s X and Y Theory says that people are lazy, shun responsibility, and need to be managed and compelled (Goyal, 2014). Theory Y holds that people are hardworking, want to take responsibility, and can be motivated. Leaders in the hospitality industry must be aware of how their preconceived notions about employees affect the culture and guests’ experiences. McGregor’s X and Y Theory applies because frontline employees’ motivation and engagement directly affect customer service (Goyal, 2014). Although insightful, McGregor’s X and Y Theory has been criticised for simplifying human behaviour and offering a binary view of leadership styles. Critics argue that people can exhibit traits from both theories, depending on their environment. the Management Grid by Blake and Mouton, the Model of Action-Centered Leadership by Adair, and the X and Y Theory by McGregor can help hospitality leaders manage varied teams and give exceptional customer service.
The Managerial Grid by Blake and Mouton, Adair’s Model of Action-Centered Leadership (ACL), and McGregor’s X and Y Theory recognise leadership’s complexity. Effective leaders negotiate job accomplishment, team building, and individual development. The Managerial Grid by Blake and Mouton and the ACL model by Adair emphasise task-oriented and people-oriented leadership and a balanced approach that recognises organisational goals and teamwork. McGregor’s X and Y Theory contradicts two fundamentals. Blake and Mouton’s Managerial Grid classifies leaders by style, which may limit their adaptability. Adair’s ACL model takes a holistic approach, but it may struggle to balance the three circles.
A culture of collaboration that values production and staff can be fostered by carefully implementing Blake and Mouton’s Managerial Grid. Adair’s ACL model emphasises achieving the goal, building the team, and developing individuals to promote continuous improvement and employee development (Abreu, Liberato and Garcia, 2022). Leaders who balance these three elements can create a positive and adaptive culture. Theory Y’s positive assumptions about human nature are likely to create trust, empowerment, and employee engagement in the service-oriented hospitality industry, which is typified by people who
The late Marriott International CEO J.W. Marriott Jr. exemplified balanced leadership in Blake and Mouton’s Managerial Grid. Marriott International CEO Arne Sorenson, who died, prioritised financial success, diversity, sustainability, and community participation using Adair’s Model of Action-Centered Leadership (Hilton Hotel, 2023). Union Square Hospitality Group CEO Danny Meyer, who practices Theory Y, which emphasises trust, collaboration, and empowerment in the hospitality industry, has created a great organisational culture that has led to excellent customer experiences across all of his restaurants. Hospitality leaders must comprehend Blake and Mouton’s Managerial Grid, Adair’s Model of Action-Centered Leadership, and McGregor’s X and Y Theory to improve organisational cultures, staff engagement, and guest experiences (Abreu, Liberato and Garcia, 2022).
Hotels emphasise customer pleasure, good communication, and collaborative teams, hence context-specific leadership styles are common. The hospitality industry has also prioritised servant leadership, which prioritises employee health and growth, consistent with manufacturing’s people-centric nature (Vânia Gonçalves Costa and Costa, 2022). Servant leaders serve their teams and guests to foster empathy, respect, and collaboration. Marriott International promotes teamwork and collaboration across the company because it recognises staff happiness directly affects client experiences (Iszatt-White and Saunders, 2017).
Four Seasons Hotels & Resorts, noted for its customised service, combines transformative and servant leadership to promote guest happiness and team empowerment. In the ever-changing hospitality sector, Hilton Hotels’ dynamic leadership supports proactive problem-solving, welcomes change, and uses technology to improve guest experiences (Szende and Dalton, 2021). Transformational leadership addresses the hotel industry’s high client satisfaction, employee turnover, diverse workforce, and continual innovation needs. Customers are prioritised, which aligns with servant leadership principles of empathy and employee development. Leaders who prioritise employee well-being motivate and engage their workforce, which boosts customer satisfaction, especially in industries with distressed frontline workers. Leaders in the hotel industry must adapt to changing customer tastes and business trends. Marriott, Four Seasons, and Hilton attribute their success to their leadership styles (Sharma, 2021). This industry needs context-specific managerial styles that emphasise transformational and servant leadership. Successful hotel companies understand the importance of aligning their leadership styles with industry issues and balancing corporate goals and equal weight.
Conrad Hilton has turned the Hilton Hotel into a global hospitality powerhouse in over 100 countries since 1919 (Chase, 2019). Hilton prides itself on excellent service and unforgettable experiences. The firm remains a global hospitality leader (Chase, 2019). Conrad Hilton’s imaginative leadership led the company’s early hands-on, people-centered strategy. Hilton was known for his good interactions with guests and employees, therefore he placed a sign CEOs like Christopher J. Nassetta have showed Hilton’s commitment to innovation and sustainability. Strategic initiatives like digital innovations to improve visitor experiences help the organisation keep ahead of technology advances (Jacks, 2018). This is transformational leadership. Hilton’s success includes continuous growth, global expansion, and industry-leading projects. The "Hilton Effect," which describes Hilton’s beneficial impact on guests, staff, and communities, demonstrates the company’s commitment to shared value (Salih Kusluvan, 2018). Hilton and the hospitality industry confront challenges due to the rise of online travel agents (OTAs) and the requirement for a strong web presence. A dynamic leadership strategy that welcomes technological innovation is needed to solve these problems.
Hilton’s leadership is revolutionary and servant. Employees are motivated by the company’s digital efforts because leaders are eager to change (Walker and Miller, 2016). Hilton’s environmental and community involvement exemplify servant leadership, which prioritises employee well-being. According to Blake and Mouton’s Managerial Grid, balanced leadership prioritises people and productivity, and Hilton prioritises customer service. Digital landscape concerns underscore the necessity for adaptive leadership, which acknowledges the hotel industry’s dynamic character. Successful Hilton leaders must adopt Theory Y’s assumptions about employee intrinsic motivation and develop a culture that can adapt to new difficulties, according to McGregor’s X and Y Theory. Because Hilton Hotel’s leadership aligns with theoretical model, its success stories and difficulties mirror the ever-changing hospitality sector, which requires leaders who can handle complexity, embrace innovation, and prioritise staff and customers (Nhamo, Dube and Chikodzi, 2020).
Strategic planning, organisational design, communication, decision-making, and human resources administration are essential to hotels’ seamless operations and outstanding guest experiences. Transformational leadership, which pushes teams towards a single goal, works well in strategic planning. Strategic planning benefits from leaders with appealing future visions, like Hilton’s concentration on digital innovation (Goyal, 2014). Teamwork-focused leadership styles affect organisational design, another crucial managerial function. Servant leadership promotes collaboration and adaptation by prioritising employee growth and well-being (Morrison, 2020). Transformational leaders promote communication and feedback, which streamlines information flow. Hospitality workers must communicate well.
McGregor’s X and Y Theory pertains to the hospitality industry’s fast pace and need for quick, educated judgements (Armstrong, 2012). Using Theory Y involves encouraging employees, in an industry where service quality depends on employee skills and attitudes, servant leadership and the recruitment, training, and retention of aligned talent are intertwined. Leadership applied to management can boost performance and employee happiness. Consider Hilton’s transformative leadership style, which prioritises innovation and digital advances (Jitshaw, 2021). As Hilton’s environmental and community activities demonstrate, servant leadership fosters a healthy workplace culture that boosts employee satisfaction in the hospitality industry. An effective leadership culture boosts morale, teamwork, and client focus. Positive cultures provide successful hospitality organisations like Hilton an edge in recruiting and retaining personnel (Hellriegel, 2017). Hospitality leadership styles that fit with strategic planning, organisational design, communication, decision-making, and human resource management increase culture and performance.
Our study of hospitality leadership styles examined Blake and Mouton’s Managerial Grid, Adair’s Model of Action-Centered Leadership, and McGregor’s X and Y Theory. We also examined how successful companies like Hilton Hotel’s leadership styles relate to industry challenges. Hilton’s case study showed how the company values innovation, sustainability, and Hospitality leadership requires a dynamic and adaptable style. Transformational leadership inspires teams to achieve goals and innovate to stay competitive. Servant leadership improves company culture by focusing on employee well-being and development. McGregor’s X and Y Theory emphasises the importance of understanding multiple perspectives and using Theory Y to motivate teams. Hotel businesses succeed when CEOs can manage complexity, create collaboration, and prioritise employee and customer happiness due to significant staff turnover and the need for ongoing innovation, as Hilton demonstrated. Due to the fast-paced hospitality sector, Hilton Hotel and other organisations should promote innovation and technology, including artificial intelligence and digital platforms, to improve guest experiences and speed up processes (Kossmann, 2017). Comprehensive employee development programmes should focus on servant leadership, career growth, training, and mentorship. Engaged and well-trained staff improve client satisfaction. To keep up with global trends, hospitality organisations should adopt environmental sustainability. Hilton’s dedication to sustainability should inspire others to follow suit to attract environmentally sensitive clientele and promote corporate social responsibility (Luthans and Doh, 2021). Leadership training should highlight adaptability and change management as the industry evolves to equip executives to handle unexpected difficulties, technological improvements, and consumer preferences.
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