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The right leadership is very important in the hospitality industry, an area where service delivery and customer satisfaction are key. Hotels, restaurants, travel tourism and leisure activities are one of the most dynamic markets in the contemporary world economy (Grint, et al., 2016). It requires high standards of service quality that can only be attained through good leadership.
Effective leadership in the hospitality industry is important for several reasons. First, it promotes the organisation's vision and spreads to all employees. By creating a culture that cherishes great customer service, leaders of this industry contribute indirectly to the satisfaction and loyalty ratings (Ling, et al., 2017). Secondly, employees’ motivation and retention require appropriate leadership. In a fast-paced industry where the turnover rate is high, competent leaders can bring out best performances from teams as well as improve working conditions to reduce employee turnovers (Huertas, 2022). Finally, crisis management depends on leaders in the hospitality industry. A feature of good leadership is the ability to make prompt decisions and react in changing situations (Michel, et al., 2020). The next sections will critically describe various leadership styles and their performance in the hospitality industry, providing a comprehensive overview of this dynamic topic.
The Managerial Grid of Blake and Mouton is a two-dimensional model that identifies different leadership styles depending on the production concern (task-oriented) or people consideration (relationship oriented) (Lars the Bruin, 2021). This model is especially applicable in the hospitality sector where not only task completion matters but also employee satisfaction. For example, a manager who is high in concern for production but low on people (called ‘Produce-or–Perish’ management) might ensure prompt service delivery at the risk of having a demotivated workforce. On the flip side, a Country Club management style characterised by high people concern and low production orientation would create a pleasant work atmosphere but could result in limitations of effective delivery (Lars the Bruin, 2020).
Adair’s Action-Centred Leadership Model, The ACL model is one of the flexible framework models for leadership development. It focuses on three core responsibilities of a leader. The task is to accomplish it, building and sustaining a team and satisfying the needs of individual members. In the hospitality industry, this model can be suitable to make a balance between operational efficiency (task achievement), team cohesion (team building) and employee development. For instance, an ACL could be used by a hotel manager to ensure that the rooms are cleaned effectively (task), encourage teamwork among housekeeping staff and facilitate training opportunities for housekeepers’ individuals (Lars the Bruin, 2020).
Theory X and Y McGregor’s theory X and Y define two opposite assumptions that managers can take regarding the employees. Theory X provides that employees are innately disliking work and must therefore be controlled carefully, while the idea of theory Y is based on trust for employee performances (Aithal, P. S., & Kumar, P. M. 2016). A restaurant with close supervision and control of the wait staff could even be a Theory X application in the hospitality sector. In contrast, a theory Y approach may be seen in the case of a hotel where staff members are entrusted to handle guests and manage their respective duty assignments.
Blake and Mouton’s Managerial Grid provides a framework for understanding leadership style based on two dimensions: care for man and production. This model is especially effective in the analysis of leadership style and its enhancement. But it can be an oversimplified picture of human nature and organisational dynamics (Roy, D. 2019). It assumes that the best leadership is a high commitment to both people and production, but it may not always be so in some cases.
The opposite model is the ACL by Adair, which requires balancing task team people. It is a very pragmatic approach, which leaders can understand easily (Gardner-McTaggart, 2018). Nevertheless, it may not fully represent the dynamics of human behaviour. While it assumes that all three needs (task, team and individual) are of equal value which is not always the case.
McGregor’s Theory X and Y offers a psychological leadership viewpoint that implies the attitudes about human nature held by a leader. This theory emphasises the thoughts of a leader and his or her leadership style as well as the culture that is found in an organisation (Prottas, D. J., & Nummelin, M. R. 2018). On the other hand, it may reduce human behaviour into extreme categories. It further presumes that Theory Y is better than theory X, but this may not always be so.
Such theories can supplement each other in offering a broader understanding of leadership. For example, both Blake and Mouton’s Managerial Grid as well Adair’s ACL stress the balance in task orientation with people orientation. However, they differ in their approach although the Managerial Grid emphasises on a leader’s attitudes, ACL specifies upon a leader’s actions.
Additionally, McGregor’s Theory X and Y can support these models by offering information about the fundamental assumptions that might inform a leader’s beliefs or behaviours. However, it is contrary to them by stating that the Theory Y which is a people-oriented theory generally works better than the Task Oriented Theory (Theory X). Finally, as each theory delivers great value in regard to leadership; they are also bound with certain limitations. Leadership in the hospitality sector is complex, it needs to be considered from several angles and adapted according to context.
In the hospitality industry, there can be a considerable impact of leadership styles on quality service delivery as well as customer and employee satisfaction. Here are some of the preferred managerial styles within the industry.
The Team-Oriented Leadership Team leaders focus much on the team, trustworthy, and good at communication (Rossberger, R. J., & Krause, D. E. 2015). This style is extremely efficient in the hospitality sector where it takes many different teams to work together towards a quality experience for the customer. For example, a hotel manager who practices the team-focused approach would direct his attention to creating an environment of cooperation among co-workers with clear communication between employees and personal judgment on their overall result.
Hospitality environments are relatively unpredictable and therefore, entrepreneurial leaders perform effectively in this area. This type of leadership drives innovation, learning and continuous improvement; an ideal practice for turning a problem into golden opportunities (Renko, at al., 2015).
 For example, a restaurant owner who continually updates the menu according to customer’s input and market shifts might turn potential risks into business opportunities.
The hospitality industry is an ideal setting for innovation leaders. They promote diverse ways, they stimulate efficiency and welcome innovative suggestions (Kremer, et al., 2019). For instance, the CEO of a hotel chain might create an innovative culture by allowing employees to offer creative solutions that will improve customer experience.
As such, McDonald’s is a clear illustration of an organisation that even with the variation in its leadership over time has always put profit above everything else – proof enough for task-oriented leadership. McDonald’s leaders have managed to put in place efficient systems and processes that contribute continuity towards success.
In contrast, The Royal Savoy Hotel Lausanne has been commended for its human approach to work such as cross-functional collaboration and improving the relations between management and personnel (ProjectCo. 2023).
 This implies an employee-centred and a democratic style of leadership, where employee involvement is encouraged. Bruce Faber, owner of EHS Hospitality, is an established figure in the hospitality sector. His leadership approach might be seen as both team-oriented and entrepreneurial at the same time. He started in the hospitality industry at a young age and has developed his business through valuing team development while embracing new opportunities (Dr Stefano Borzillo, 2023).
Transformational Leadership in Hotels. This leadership approach is considered a critical success factor for the hospitality industry. By means of effective communication and cooperation, this type of leadership encourages workers. In a hotel, such a transformational leader will set challenging goals and expectations on each and every employee that leads to desired results. They readily adopt new methods and encourage others (Les Roches. (n.d). such examples show how various leadership styles can be used effectively in the hospitality sector. In that respect, each leader or organisation may choose a certain mix of styles according to their goals, group dynamics as well as the challenges involved.
In summary, there is a wide range of the preferred management styles across the hospitality industry, and these are dependent on one’s context. They may be team-oriented, entrepreneurial or innovative in nature and each type has its special advantages as well as disadvantages (SOEG JOBS, 2022). These styles can have a very profound impact on the success or failure of organisations operating within the hospitality industry.
Leadership approaches efficacy in the hospitality industry can be attributed to a fundamental function of managerial leadership that creates vision, determines goals and objectives; designs strategies for operationalisation as well as synchronizes organisational activities (Sementelli, 2016). The three leadership discussions shared above related to Blake and Mouton’s Managerial Grid, Adair’s Action-Centred Leadership, and McGregor Theory X Y each have specific implications on organisational performance.
According to Blake and Mouton’s Managerial Grid, there is equal concern for people and production. Thus, the leader who is able to harmonise these two dimensions would help in increasing satisfaction within employees while also improving operational productivity and organisational efficiency (Roy, 2019). But an overstressed dimension may result in poor morale or lack of productivity. 
The Action-Centred Leadership by Adair involves the balancing of task, team and individuals. Proper implementation of this model can result in providing high-quality service, strong team coherence and individual employee development (Dr Stefano Borzillo, 2023). These factors can lead to better customer satisfaction, less employee turnover and excellent organisational performance.
One of the most important insights, offered by McGregor’s Theory X and Y is that assumptions a leader has regarding human nature shall influence their leadership style thereby influencing organisational culture. A Theory Y approach, which considers employees proud of their work and who can be entrusted with responsibility resulting in a positive environment that motivates the worker to do more (Lawter, 2015). Nevertheless, a Theory X perspective that presumes employees hate work and must be strictly controlled can create an overbearing organisational environment with lowered creativity and employee happiness.
Within the hospitality industry, leadership styles are essential in determining quality of service provided and satisfaction levels among employees. For instance, a collaborative style of leadership is exceptionally powerful in an environment that requires numerous teams to work together for the purpose of offering customers with seamless and high-quality services (Ackah, 2019). Alternatively, a purely vertical ‘chain-of command’ style of leadership is unlikely to resonate with the younger generations that demand more engaging and meaningful work.
Overall, such leadership practices are closely related to the fundamental role of managerial leadership and play crucially significant roles in terms of organisational efficiency (Lawter, 2015). Through knowledge and application of these theories in the right ways, leaders in the hospitality industry would be able to improve their leadership effectiveness thereby contributing towards organisational performance.
In conclusion, this essay has reviewed various leadership styles and their efficacy in relation to the hospitality industry. We examined different theories on leadership including Managerial Grid by Blake and Mouton, Action-Centred Leadership developed by Adair as well McGregor’s Theory X & Y with each theory having its distinctive approach to the style of leadership used within an organisation in terms of results achieved.
In other words, we concluded that effective leadership in the hospitality industry hinges on a combination of task orientation and people-orientation together with an understanding of human nature assumptions underlying specific behaviours. In addition, we touched upon the most effective management approaches in this area; team collaboration is one of them together with being enterprising and innovative.
These findings lead to important implications for the hospitality industry. Good leadership can contribute positively to the service quality by increasing employee satisfaction, which would lead to organisational success. Nevertheless, the nature of leadership styles is context-based and requires leaders to respond adequately within their organisation depending on where they are located.
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