





BA International Hotel Management
Module: Management & Organisational Behaviour
Module code: BMIH5004
Critically evaluate the different approaches to leadership and their effectiveness within the hotel industry
Student name: Darius Raul Condescu
Student number: 2212965
Lecturer: Lola Villard- Coles
Word count: 2086











Hospitality sector being service oriented, leadership is crucial for it because of the high dependence of this business on customer satisfaction, efficient operations, and adaptive business strategies. This paper aims to provide a critical view on the leadership theories in Marriott organization and assess their efficacy. The comparison and contrast of the influential leadership models including Dr. Ralph K, Mouton’s managerial grid, Adair’s action-centred approach, and Douglas McGregor’ Theories X and Y are essential to explore the concerns that come up as managers and leaders go about their everyday work and the future business decisions that Marriott faces, appending theory to practice in connection with the hotel industry.

 














In the context of the hotel management field, the development of different leadership theories has changed the way leaders in the industry act and whether their companies are performing well.  Transformational leadership focuses upon the mutually beneficial transactions or exchanges of the leaders to their followers, that is, the leaders are committed to developing and caring for their followers and the followers are very committed and interdependent towards achieving their goals. The principles of this approach are underpinned by supervisory measures, organization of workforce and management of group performance, aimed at an overall implementation of incentives and penalties (Avolio and Yammarino, 2013). Within a hotel setting transactional leadership is as equally efficient as in those working situations where undeviating traits are required for enterprise success that could be, for instance, a direction of the housekeeping service or indicating the service standard stages in front reception. In contrast, a transformational leadership which goes beyond operating and takes it as a priority to inspire and motivate employees to be excellent and perform outstanding results through pushing them to break their own personal interests and dedicate these to the organization or the team they are in (Shelton, 2012). This type of leadership is characterized by four components: role modelling influence, high expectations, emotional inspiration, and proactive work with individuals. A different but also influential model is Blake and Mouton’s Managerial Grid which is an inventory of the superiors based on the way they concern people and the way they concern about the production The model consists of five different types of leadership style from one end of the axis to the other (Den Hartog and Belschak, 2012). One end of the spectrum indicated by the axis is low concern for both of production and people management and the high point is the high concern for both the dimensions. Moreover, the leader as well as the manager who display concern for both the people and the task in equal amount are opted as the most effective type, described by Blake and Mouton as the “Team Leader.” This style is very useful in the hotel industry where on the one hand, the need to optimize satisfaction for guests (people concern) and, at the same time, on the other: operational efficiency (production concern) is adequate (Eagly, 2008). Very efficient leadership in this field implies a general view that evolves the team’s spirit as well as advancing staff work ethic having high standard products and services as the result. Adair's model with its three interlinked circles of Task, Team, and Individual, provides specific tools especially helpful in the intricate management atmosphere of the hotel world. This model involves integration of leadership styles that is based on the idea of focusing on people' leading simultaneously by relating to their team spirits and individual needs. In the hotel business, leaders normally must change and fit a new environment through a variety of occasions, such as the ever-changing needs of guests or the shortage of staff. And the stability of the team is helped by Adair’s introducing the balancing principle which ensures that both managerial and personal needs are catered for and a sense of belonging, and fitness is achieved in the team (Dwiri and Okatan, 2021). Furthermore, McGregor’s approach might be categorized under the psychologists' perceptions of employees’ inherent attitudes managers have. Theory X which supposes that people are inherently like that – if they can, they tend to be excluded in the work, asserts that the management style should be more authoritarian and control. In line with theory Y on the contrary it postulates that people are intrinsically self-driven and they enjoy the element of responsibility and as a result managers should be participators in the management role. To the hospitality (tourism) industry, which relies so much on the service delivery of the employee, adapting T.Y theory will boost the employee performance by creating an environment of satisfaction and high productivity (Hmieleski and Lerner, 2016). 
Each leadership's theory has its own pros and cons. In the case of the hotel industry, the theories at hand are no exception. When it comes to transactional leadership with its emphasis on setting specifications and awards, it comes out on top in handling daily mission like room and front desk tasks, keeping the consistency and reliability. On one hand, it may limit creativity with its implicit short-term orientation and reward-responsible nature. But on the other hand, it also can decrease long term employee engagement because of unintended negative consequences. Rather than so, transformational leadership brings in better results in environments where luxury hospitality is expected to provide their guests with excellent service, since it creates a strong organizational culture and actions its employees through encouraging and motivating them. On the one hand, relieving the crew for such tasks may lead to ignoring the required operational controls and in an emergency especially it may result in inefficiency (Hughes, Ginnett and Curphy, 2015). With their Managerial Grid, focusing on being people centred plus production oriented, perhaps this concept would work well with the hospitality sector, particularly their Team Leadership where employee satisfaction relates to high service standards. Although it is a structured method which may sometimes lack what is needed in crisis management, it is still very popular. ACL (Adair’s Action-Centred Leadership) provides a flexible module that evolves at the same rate as the traveling hotel, as it addresses the workload, concerns, and welfare of each, and every person involved simultaneously. Yet, it can be troublesome due to the informal nature of the process which may consequently affect the equality in application, process, and outcomes. Next, motivated employee performance is possible under Theory Y for interactions with guests directly, and the theory explains how employees need empowerment to improve service and innovation; conversely, using Theory X for this type of work uses employee empowerment, but could be used to scare or distract employees who do not understand the theory (Judge and Piccolo, 2004). In desired hotel management, however, performances of these theories will be highly influenced by the skill level of a manager in combining and adapting different leadership styles to suit operating requirements (Lowder, 2007). 
In tourism and hotel sector, to which transformational and participatory ideas are applied, the dominant leadership style is directed towards employees (i.e., customers) engagement, service, and changes facilitation. The transformational leadership is key because it is a style of leadership which can energise, support, and empower employees making them feel that the most important point is to be able to deliver personalised service to the guests. Therefore, the personalised guest service is competitive advantage (Abdul Hamid, Abdul Rahim and Salam Zadeh, 2020). Such Jim Collins strategic style enables the company to build strong staff loyalty as well as a culture of innovation where staff confidently tend to excel and beyond the expected standards to touch their guests. Participative type of leadership, where employees are involved in decision -making, is as well opted for as it helps contribute to the growth of employees by improving their job satisfaction and commitment by allowing them to be part and parcel of the hotel's success (Wang, 2022). This is a fact as it will not only lift the company's morale, but employee morale will also be higher too and there will be more innovative solutions to service problems. It is crucial to notice that there is an evident connection between these leadership styles and hotel effectiveness – hotels led by transformational managers and leaders who are participative tend to see higher guest satisfaction rates, lower turnover of employees and, therefore, stronger financial results. It is known that such motivated and empowered employees are more likely to do a great job, which makes the customers feeling happy and willing to visit that hotel again (Northouse, 2007).
The leadership organization of Marriott International is globally known for its efforts in practicing transformational and participative styles of leadership that fostered a lot because of the belief system set up by the company's founders, J.W. and Alice Marriott (Yukl, 2010). The Business philosophy, emphasizing the central functions of people, first, and the realization of optimal performance, established the basis for the service-dominant environment. On the way, the company remains true to these values while under Capuano’s leadership as a current CEO who embraces the principles of inclusivity and innovation. Besides being the managerial part of the company, the leadership of Marriott creates a platform that expands cooperation and the introduction of new ideas and where employees are appreciated thus leading to high return rates and low levels of turnover (PELLEGRINI and SCANDURA, 2007). This culture itself is a major factor on such a service which is provided to customers because engages and satisfied staffers are more liable to do their utmost for guests The organization's involvement in leadership training is well-illustrated by its numerous prestigious training classes and its global leadership institute where all Marriott properties observe the company's principles and values. 
Various leadership types more importantly govern perfect implementation of the basic managerial functions at Marriot. One subcategory of leadership, known as transformational leadership, is aimed at engaging the team through the planning stage of the project, cleverly applying new ideas and influencing the development of shared visions (Spinelli, 2000). On the contrary to command-and-control style of leadership, participative leadership encourages to organize effectively by incorporating employees into the decision-making process, recognizing their responsibility and productivity, and makes them more committed to the organization goals. Leading stage contains leadership styles that give supervisors skilful tools in building strong relationships with workers (Podsakoff et al., 2014). Through giving direction and support and at the same time fostering teamwork and accountability, leaders can perform their roles better. In particular, transactional leadership uses standard setting for enforcement to present clear expectations and job performance feedback, whereas transformational leadership continues the forward motion by reaffirming the organization's values and goals (Vuong, 2022).
At Marriott, a leadership approach that involves collaboration and influences people can be observed to be successful in accomplishing organizational purposes. The leadership approach of our firm evolves from the transformational and participative leadership style and thus brings into being advanced initiatives like Marriott Bonvoy, the loyalty program, which increases customer interaction and relation. Also, the participative decision-making processes have enabled Marriott to act fast in response to whatever adverse market conditions occur, and therefore, the ability of the company to remain resilient and continue succeeding in the hospitality industry is all but assured (Middlebrooks et al., 2019).
Yet near challenges have risen as leadership practices at Marriott have ranged at. Another case in point is the taking over of Starwood Hotels in 2016 which seemed to pose some tough challenges in management related to lack of proper coordination and communication among the leadership teams. Moreover, the situation of COVID-19 was like a real-life test for the crisis management of Marriott's, which, upon reviewing, showed instances of conclusion that could be improved by the leadership agility and accessibility (Ashkanasy, Zerbe and Härtel, 2019).
From the point of view of critical analysis, we could name several benefits that were his as a leader: he was driving innovation in the company and kept the strong organizational culture which in a turn gave positive results. However, his constant challenges, indicate the continuation process and adaptation to the changing circumstances. Going through both achievements and mistakes, Marriott would be able to level up her leadership capacity doing this the company may continue to maintain high growth, resilience and competitiveness in the usually tough hospitality industry (Rowold, 2011).





To sum up, this study has covered a range of leadership theories and their use within the hotels, with Marriott doing as a real example. This essay is based on the examination of the leadership styles including transactional, transformational, and participative leadership. Marriott has succeeded in setting a standard, through the decentralization of the management approach, transformational and participative, in daily operational excellence, customer service, and employee satisfaction achievement.
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