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Introduction

Leaders guide and motivate the hospitality industry's diverse workforce
through their ability to foster teamwork, communication, and service
excellence. Hospitality Leaders create a supportive environment
supporting these three components in a hospitality focused work
environment, including hotels, restaurants, or other service-oriented
businesses. The fast-paced, dynamic, and often unpredictable nature of
the hospitality industry makes effective leadership critical in the success
of hospitality organizations. Leadership in hospitality involves more than
just managing daily operations; it is about inspiring employees to achieve

common goals and deliver memorable guest experiences.
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Emotional Intelligence, great communication skills, and effective conflict
resolution skills are just a few of the important skills required for effective
hospitality leadership. Emotional intelligence allows hospitality leaders
to identify and control their emotions and recognize the feelings of others,
which helps him/her create a better workplace culture. Great
communication skills allow hospitality leaders to establish timelines,
expectations, and performance standards for staff, which ultimately
builds trust and accountability between the hospitality leaders and their
teams. Lastly, being able to effectively resolve conflicts amongst team
members provides a path to maintaining team harmony, particularly in a

high-pressure environment.

Understanding the importance of these skills will help guide the
exploration of the core competencies developed by hospitality leaders.
Core competencies allow the hospitality leader to support the success of
the organization both at an individual level and collectively. By having an
understanding of these core skills and competencies, future hospitality
leaders will be better prepared to respond to the challenges facing the
hospitality industry and create a sustainable workforce for the future
(Williams et al., 2013).

Effective Communication — Successful hospitality leaders possess the
ability to effectively communicate with all levels of the organization. In
order for leaders and employee's to work together, hospitality leaders
must clearly communicate their vision and goals to help create a common
understanding of how each individual fits into the vision/goals, thus
providing the necessary motivation for the entire team to achieve the
desired results together. As a result, both team members and leaders will
have a stronger sense of camaraderie, which fosters an atmosphere of
collaboration and idea generation that fuels innovation in an industry

where creativity and adaptability are paramount.
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Not only must hospitality leaders be good communicators but must also
demonstrate high-level problem-solving skills. Because the hospitality
industry is very fast-paced, there are always going to be unexpected
obstacles that will arise causing delays or other issues, such as staffing
difficulties and complaints by guests. Leaders who can quickly identify
the issue, evaluate various options to resolve it and then execute the
solution demonstrate their ability to be resilient and resourceful. By
demonstrating these attributes, they also provide employees with a
feeling of confidence that they will be supported by their leader;

subsequently creating a more positive work environment.

Another critical skill for leaders in hospitality is team management.
Hospitality leaders are responsible for building a strong, unified team and
assisting their team members to work cooperatively together; hence
creating a successful organization. By being aware of the different skill
sets possessed by each individual team member (i.e. strengths and
weaknesses), leaders can assign specific responsibilities to their respective
team members based upon their abilities, and allow each team member to
perform at their highest level. Once this occurs, the individuals on the
team will feel a sense of pride of authorship for the overall product(s) and
will have increased accountability for the product(s), thereby increasing

the overall performance of the team.

Upon improving their communication, problem-solving and team
management skills, hospitality leaders also enhance their emotional
intelligence. Developing emotional intelligence enables leaders to connect
on a deeper level with their team and foster trust and empathy. Being able
to understand how to interpret and communicate emotion in any
situation creates a culture within the workplace of supporting one another

as a team, ultimately allowing leaders to effectively lead their teams
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through any challenges they may encounter. Leaders have an important

role in creating a workplace where workforce experience satisfaction.

Leadership's role in building a workplace of experienced satisfaction is
vital. Leaders can develop employees' emotional intelligence by models
of emotional intelligence and providing feedback to their employees'

emotional intelligence skills.

Leaders need to identify their own emotional intelligence level, what type
their team is and have the relational-building happen to all employees.
Providing employees with an opportunity to create a positive workplace
requires knowing how to identify their emotional intelligence, providing
feedback on the constructive uses of their emotional intelligence, and
having the tools to encourage employees to help one another develop

their own emotional intelligence.
Balancing Work and Life Requires Empathy from Leaders

Leaders help employees develop their work-life balance by using their
empathy. When employees are experiencing difficulties managing stress
related to work-life balance, leaders should identify the potential of
helping their employees improve their motivation levels and/or
productivity by offering flexible schedules or opportunities for their

employees to develop better work-life balance.

When employees feel supported, they are more likely to feel motivated
and produce greater results in the workplace. By having an environment
that supports employee growth and development, it contributes to the
cohesiveness of the employee's workgroup, which ultimately leads to

better service to guests.

When a manager or leader displays emotional intelligence, the employees
feel that they can express their feelings to one another and trust one
another. This develops a sense of belonging within the employee's

workgroup, which creates a collaborative work environment.
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Leaders with Developed Emotional Intelligence Skills Have Strong
Conflict Resolution Skills

Leaders that are effective in resolving conflicts between employee
relationships create a positive environment by using their emotional
intelligence to create equal levels for each side of the disagreement. This
creates an environment in which all parties involved in the conflict are

treated respectfully, and creates open communication between employees.

Creating a respectful and valued workplace culture for employees is
critical in this organization's operations, as the hospitality industry
continues to grow and a greater number of business customers will
continue to be served from many different types of cultural backgrounds.
It is essential that hospitality leaders develop and put into practice

cultural competence while building an inclusive workplace.

Future hospitality leaders that develop their emotional intelligence as
well as develop their cultural intelligence will be able to thrive in a
complicated, globalized economy. Diversity and cultural competence are
crucial to developing effective leaders in the hospitality industry. The
hospitality industry serves a diverse range of guests who have different
backgrounds; thus, a leader's conceptual and factual understanding of
each specific cultural group enhances his/her/their ability to foster
hospitality environments that are welcoming and provide guests with an
experience inclusive of their respective cultures. A culturally competent
leader understands and appreciates the unique cultural backgrounds of
the staff that he/she/they manage and therefore possesses an ability to
assist all team members to be productive together. Additionally, this
knowledge positively influences the experience of all guests, resulting in

an inclusive culture that is valued by diverse groups of individuals.

To create an inclusive work environment through diversity, leaders must

actively implement strategies that support the value of diversity (e.g.,
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provide training programs that promote cultural awareness to staff,
promote conversations regarding differing views and perspectives, and
celebrate the differences of all team members). By creating an inclusive
organizational culture that respects and appreciates the differences of all
team members, hospitality leaders can empower their teams to deliver
superior guest services, regardless of the individual backgrounds of the

guests.

While developing diversity and cultural understanding, hospitality
leaders must also prepare to meet the challenges of new technology
introduced into the industry. The addition of new technology to a
hospitality operation can either bridge a gap or create new gaps,
depending on whether a company uses technology respectfully in
supporting an individual's diverse background. As such, the next step for
future hospitality leaders will be to develop their own technological
competence to support their diversity initiatives in their operations,
thereby positively influencing each of their guests' experiences in terms
of both respect and appreciation. By achieving this effective balance, all
parties involved will ultimately benefit, thereby increasing both team
performance and overall guest satisfaction; thus, preparing the new
generation of hospitality leaders to meet the modern demands of the
leaders in the hospitality industry will increasingly need to have strong
technological skills due to the introduction of numerous new technologies
that are changing the way that the industry works. Hospitality leaders
such as managers, executives, etc. need to possess a solid understanding
of modern technological applications in order to implement these systems
correctly and train their employees to enhance guest service delivery and
improve business operations using technological advances. For example;
artificial intelligence, mobile apps, and data analytics solutions are
changing how hospitality businesses operate by providing leaders with
the tools required to improve operational efficiencies and improve service

delivery to guests. Hospitality leaders who possess a greater proficiency
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in technology will be better prepared to respond to how new technologies
are impacting their business and ensure that their employees can
successfully transition to the new technology systems being adopted by

their property.

Hospitality leaders who are incorporating technology will also need to be
sensitive to the different needs of all of their employees and guests. This
includes many different demographic groups who will use technology.
When these leaders are selecting technology solutions (i.e., software
applications, mobile apps, etc.) and implementing these solutions at their
facility, they will need to ensure that the technology they select is
accessible and easy for all guests & employees to use (regardless of their
age or computer experience). When these leaders can use technology and
still be sensitive to and recognize the diversity of the guests & employees,
this will lead to improved guest satisfaction and more positive employee

relations in the workplace.

As technology continues to have a growing impact on the hospitality
industry, hospitality leaders will also have to deal with the growing
number of challenges associated with what the hospitality industry does
in terms of acting responsibly and sustainably. The integration of
technology into the hospitality industry must be done without causing
harm to the environment or society. Therefore, as hospitality leaders look
to prepare future leaders to balance the developments being seen with the
development of sustainable practices, this will help to create a more
responsible hospitality industry that can meet the needs of both
hotel/implementing sustainable practices within the hospitality industry
can provide advantages for employees and customers, as well as for the
environment. For hospitality leaders to successfully implement
sustainability during decision-making, they should utilize ethical

leadership principles when running their businesses.
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In addition, hospitality leaders need to ensure that their companies are
socially responsible and practice sustainability. Ethical decision-making
also requires addressing the ethical issues related to how businesses
conduct their everyday operations (i.e., sourcing materials, managing
labor).

An ethical hospitality leader will develop a trusting relationship with his
or her employees and guests, which will improve the reputation of their

business as a whole.

There are many examples of businesses implementing and maintaining
sustainability and ethical values that have positively impacted an
organization's overall effectiveness and success. For example, hotels that
install energy-efficient appliances or only buy local produce will have a
reduced ecological footprint and will, therefore, appeal to eco-conscious
customers. Additionally, this type of sustainability effort will increase
employee engagement in a sustainability-driven culture, which will foster
unity among employees. Equally as important is being able to adapt to
changing conditions. Leaders in the hospitality industry should have an
open mind to new concepts while changing their plans based on the
changing needs of the marketplace. One example, in the last few years,
there has been an explosion of digital services available to guests, creating
a need for leaders in the hospitality industry to start using technology as
part of their daily operations. This change provides both increased
operational capacity and promotes a culture of innovativeness within the
teams (Albogami et al., 2024).

As hospitality leaders begin to create sustainable businesses, they must
also promote continuous learning and flexibility. The hospitality industry
is always changing; leaders must adjust continuously to new ideas and
changes in their industries. Therefore, if hospitality leaders remain true to

their vision, they will equip themselves to find innovative solutions to the
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challenges currently facing the hospitality industry and advance

sustainable and ethical practices (Spanos, et al., 2024).
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