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Abstract

This study explores management practices within the hospitality industry from the perspective
of employees, focusing on various aspects of management effectiveness and employee
engagement. A questionnaire survey was conducted among employees from different
hospitality establishments, revealing a significant gender disparity in representation, with
75.4% male and 26.6% female respondents. Key findings indicate a strong consensus among
participants regarding the importance of quality management practices, with a majority
supporting new management styles aimed at enhancing quality across departments. Senior
executives were generally perceived as effective communicators of company policies, with
53% of respondents expressing agreement on this matter. Furthermore, a notable percentage
(76.1%) of employees acknowledged the responsibility of top management in ensuring quality
performance. Leadership capability among managers was deemed essential, with 51.5% of
participants strongly agreeing on its significance. Continuous self-improvement among
managers received substantial support (44.8% agreement), alongside recognition of the
necessity for information sharing among departmental managers. The results also highlighted
a prevailing focus on quality strategies within hotels, with 47.8% of respondents agreeing that
their establishments prioritize quality over quantity.
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Introduction

The hospitality industry, known for its dynamic and customer-centric environment, relies
heavily on effective management practices to ensure smooth operations, employee satisfaction,
and the delivery of quality services (Dhaubhadel & Modi, 2022). As one of the most labor-
intensive sectors, the role of management in shaping the work environment and employee
experiences is critical to the industry's success. The global expansion of the hospitality industry,
driven by tourism and business travel, has increased the demand for efficient management
practices, making it necessary to explore the perspectives of employees who are integral to
delivering these services (Rai & Dahal, 2024). Globally, hospitality management has witnessed
significant transformations due to technological advancements, shifting customer preferences,
and the integration of sustainable practices. Leading international hotel chains have adopted
sophisticated management approaches that focus on improving customer experience,
streamlining operations, and enhancing employee engagement (Giannoukou, 2024). Key
global management practices include total quality management (TQM), lean management, and
performance measurement systems, all aimed at optimizing service delivery and operational
effectiveness (Anvari, Ismail, & Hojjati, 2011). In addition to quality management, the industry
has seen a rise in digitalization, with hotels and restaurants increasingly using Al, data
analytics, and automation to enhance service personalization, streamline booking processes,
and manage customer feedback (Alt, 2021; Parajuli, Mahat, & Kandel, 2023; Mahat, 2023).
Moreover, sustainability has become a core aspect of hospitality management, with businesses
focusing on reducing their environmental footprint and promoting eco-friendly initiatives.
Employee training and development also play a crucial role, as the industry heavily depends
on frontline employees to deliver superior guest experiences (Liu, Wu, Ye, & Kwan, 2024).
These global trends serve as a benchmark for many emerging markets, including Nepal, where
the hospitality industry is still in its growth phase.

In Nepal, the hospitality sector has been growing steadily, especially with the country’s
booming tourism industry (Ghimire, 2008; Shrestha, Karki, Mahat, & Neupane, 2024).
Management practices in the Nepalese hospitality industry, however, are often influenced by
local cultural norms, economic conditions, and the unique challenges posed by Nepal’s
geographical and infrastructural landscape (Kafle, 2022). While there is a gradual shift towards
adopting global best practices, many hospitality businesses in Nepal still rely on traditional
management methods, where family-owned establishments dominate the market (Biswakarma,
Gnawali, & Khatri, 2020; Karki, et al., 2024). The industry, despite its potential, faces hurdles
such as limited access to technology, insufficient training for staff, and inconsistent service
standards across establishments. However, with the increasing number of international tourists,
especially after the "Visit Nepal 2020" campaign, there has been a growing recognition of the
importance of modern management techniques (Silwal, Garcia, & Silwal, 2022). Large hotels
in Kathmandu, Pokhara, and other tourist hubs have started implementing quality management
systems, investing in employee training programs, and adopting more structured approaches to
managing operations (Devkota, Paudel, & Bhandari, 2021). Additionally, customer-centric
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approaches are becoming more prominent, with hotels focusing on improving customer service
and aligning their operations with international standards. Still, challenges such as staff
retention, infrastructure limitations, and a lack of advanced technology continue to impede the
full adoption of modern management practices across the sector.

This study aims to delve into the management practices within the hospitality sector by
gathering comprehensive insights from employees working in various hospitality
establishments. Employee perspectives offer a unique and valuable lens through which
management practices can be evaluated, particularly in terms of leadership effectiveness,
communication, teamwork, and the focus on quality in both service delivery and internal
operations. Previous research has highlighted the importance of aligning management practices
with organizational goals, particularly in industries that prioritize customer satisfaction and
continuous improvement. Given the competitive nature of the hospitality industry, where
customer experience directly impacts business success, it is essential to understand how
employees perceive management styles, leadership capabilities, and the overall work
environment. This research also investigates the extent to which management communicates
company values, provides leadership, fosters teamwork, and implements quality-related
strategies. By analyzing data collected from a sample of employees across different hospitality
establishments, this study explores the effectiveness of current management practices. In doing
so, it addresses key areas such as the role of senior executives in promoting quality, the
leadership capabilities of managers, the importance of teamwork, and the implementation of
quality-focused strategies within hospitality organizations. The findings aim to contribute to
the existing body of knowledge on hospitality management, offering practical insights that can
help managers enhance employee engagement, performance, and organizational outcomes.

Research Methods

A descriptive research design was adopted for this study, focusing on the hospitality industry,
particularly star-rated hotels (Mahat, Neupane, & Shrestha, Quantitative Research Design and
Sample Trends: A Systematic Examination of Emerging Paradigms and Best Practices, 2024).
The target population comprised 120 participants employed in various departments within the
hospitality sector, including food and beverage service, food production, housekeeping, and
front office management. The study aimed to gather insights from all levels of staff, including
heads of departments, top-level managers, middle-level managers, and low-level employees,
ensuring a comprehensive understanding of the industry. To conduct the research on the
feasibility of total quality management in the hospitality industry, data were collected from a
diverse range of establishments, including well-known hotels such as Aloft Hotel, Radisson
Hotel, and Park Village, as well as smaller venues like roadside restaurants and Ozzy Lounge
and Bar. A questionnaire was employed as the primary data collection tool, allowing for the
efficient gathering of information on various issues related to the performance of the hospitality
industry. The questionnaires were designed specifically for employees working in the
hospitality sector, who were asked to rate the industry's performance using a five-point Likert
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scale. This approach facilitated a nuanced understanding of employee perceptions regarding
total quality management practices. Data analysis was conducted using SPSS software, which
provided statistical insights into the collected responses. Additionally, pie charts were utilized
to visually present the results, making the findings more accessible and understandable. Prior
to data collection, consent was obtained from both the hotels and the respondents, ensuring
ethical standards were maintained throughout the research process.

Results

Distribution of Respondents by Gender

The figure number 1 shows the proportion of male and female
involved or participated in the questionnaire survey in different
Hospitality Establishments. The comparison shows that of all the
respondents, 75.40% were male, while the remaining 26.60%
were females. These percentage is translated to 101 and 33
employees respectively. Although the study had a high
representation of male employees than that of female employees
who work in an industry related to hospitality industry. Hence,
the conclusion made was based on responses from both genders.
Both the gender were the representatives of the entire population
of the hospitality industry.

Questionnaire Asked to Respondents

The management wishes a new management style where quality is brought to every department.
The pie chart represents responses to a qUESTIONNAIre e m s wiohes ano e ' Where aualiy is brought o
regarding management style for quality in each :
department of hospitality industry. The participants
were asked how much they agree or disagree with this
statement. The pie chart shows that 0.7% of the
participants strongly disagree with the statement
whereas 3.0% participants disagree, 12.7% of the
participants felt neutral, similar to that 45.5% of the
participants agreed with the statement as well as
38.1% of the participants strongly agreed with this
statement. It is clearly shown that lesser number of
participants disagree with this statement and there are huge majority of participants who agree
or strongly agree with this statement. So, it clearly shows that the management style
of handling the organization determine the quality in each department.

Senior executives communicate the company's policy and values to the customers, employees,
suppliers and other groups.

Gender

Figure 1Gender

Figure 2 New Management Style
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2. Senior executives communicate the company's policy and values to the
customers, employees, suppliers and other grou;

The response to the question —Senior executives
communicates the company’s policy and values to the
customers, employees, suppliers and other groupsl are
represented in the pie chart. For this statement,
respondents have shown different levels of agreement
as well as disagreement. 0.7% of the people strongly
disagree with this statement, which indicates that
senior management doesn’t communicate company’s Figure 3 Senior executives communicate the
policy with them. 3.0% disagree with the statement, company's policy
which shows they are not satisfied with the senior
executives. 23.1% of the respondents felt neutral in this statement which indicates that the
senior executive communicates about company’s policy clearly sometimes but sometimes it’s
unclear. 53.0% of respondents agreed with the statement, which shows the satisfaction level
toward senior executives, similar to that 20.1% of the respondent strongly agreed with the
statement, understanding the role and responsibility of the senior executives. In general, the
pie chart shows a positive attitude toward senior executive communication skills and their
management quality.

Top level management assumes responsibility for quality performance

The pie chart represents the responses to the statement —Top > 7erte ez R
level management assumes responsibility for quality
performancel where 3.0% of the respondent disagree with this
statement but 20.9% felt neutral and 45.5% of the participants
agreed with this statement and 30.6% of the respondents
strongly agree with the statement.
The information shows that the respondents were in agreement
on the statement where top level management assumes
responsibility for quality performance. The above pie chart Figure 4management assumes
shows that there is higher level of agreement as compared to ~ "esPonsibility for quality performance
disagreement.
So, this pie chart shows that the top level management assumes responsibility for quality
performance.
The managers in the hotel must be capable of leadership in view of the hotel and department's
targets.
The responses to the question, —The managers in the hotel must be capable of leadership in
view of the hotel and department’s targetsl are represented in the pie chart. It is shown at
different levels of agreement as well as disagreement like Disagree, Neutral, Agree and
Strongly Agree.
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5.2% of the respondents disagree with the statement, INAiCAtING , 1. nanagers nine e st cpspieesirspnviwrne
that they don’t think it’s vital for an organizations’ managers "
to have leadership qualities which means an organization can
run effectively even though the manager doesn’t have
leadership capability. 11.2% of the respondents felt neutral
which means organization can run smoothly with or without
proper leadership. 32.1% of the respondents agreed with the
statement, understanding the proper role of managers in an
organization. 51.5% of the respondents strongly agreed with
the statement that highlights how important role manager  Figure 5Managers in the hotel must be
plays in leading an organization. capable of leadership

In general, the pie chart shows the positive attitude towards

the manager’s leadership in an organization.

Managers of the hotel continually improve themselves
The pie chart provides an overview of the opinion regarding the
statement —Managers of the hotel continually improve themselves.
Disagree, Neutral, Agree and Strongly Agree are the four categories that
form up the chart.

The majority of responses towards this statement is 44.8% who
agreed this statement and who believe that managers also need to
continually improve themselves for smooth and efficient running
of the organization and to achieve the organizational goals on
desired time period. A further 30.6% had a neutral opinion that ~ Figure 6: Managers of the hotel

. . continually improve themselves
the managers focus on improving themselves. 20.1% choose
strongly agree, showing that the managers should improve themselves and last but not the least
4.5% of the respondent choose disagree as managers of organization doesn’t focus on
improving themselves which result on low quality and lack of management.
This information shows that opinions of various employees who work in industry related to
hospitality that managers must focus on self-improvement too

5. of the hotel conti
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The managers of every departments share their information and "
experiences with their workers. y
Above pie chart illustrates the responses to the statement —The /
managers of every departments share their “

) ) i ) . 8.Employees understand the objectives of their duties and an environment has
information and experiences with their beencreated in which employeegéj?ctﬂxgi:allyandteams)can achieve the
workersl.

The majority of responses are agreed which
is 35.8% on the statement which highlights
that the managers share their experiences
with their employees. 27.6% of the
respondents felt neutral on this statement
whereas 23.1% of the employees strongly
agree with this statement which shows the
satisfaction level of the employees towards
the manager. Although, this statement also
includes disagreement where 9.7% of the
respondents disagree with the statement and
3.7% strongly disagreed, which highlights that the managers doesn’t share the information and
experiences with their employees.

-

D

B strongly Disagree
M Disagree
Oneutral

W Agree

O sStrongly Agree

Figure 7managers share their
information and experiences

The hotels implement strategies focused on quality.

The responses to the statement —The hotels implement strategies
focused on qualityl are represented in the above pie chart. It presents
four categories. They are: Disagree, Neutral, Agree and Strongly
Agree. According to the pie chart, 47.8%of the respondents agreed to
the statement which shows that the organization focus on quality
rather than the quantity. 27.6% of the respondent chooses the neutral
option, whereas 18.7% of the respondents strongly agreed with the
statement which represent positive agreement towards the statement
but 6.0% of the respondents also disagree with the statement which
highlights the organization focus on the quantity rather than the
quality. Overall, the majority shows that the organization mostly
focus on quality rather than quantity. Employees understand the
objectives of their duties and an environment has been created in
which employees (individually and teams) can achieve the;
objectives. ‘(
The pie chart shows the satisfaction level of employees toward the \\\

7. The hotels implement strategies focused on quality.

Figure 8: hotels implement strategies
focused on quality

9. Inspection, review and checking the processes impl

duties of employees and an environment created for the employees
to achieve their objectives. 22.4% of the respondents strongly
agreed with the statement as it shows the positive response towards Figure 9Employees understand

. . . . the objectives of their duties
their duties and an environment created for them. 47.8% agreed with
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the statement, which shows higher level of satisfaction of employees and similar to that 24.6%
of respondents choose neutral options. With that, it also includes disagreement where 4.5%
disagreed with the statement as they aren’t satisfied and 0.7% strongly disagreed with the
statement.

In conclusion, the majority of the respondents are satisfied with their duties as well as with the
environment created by the organization for them.

Inspection, review and checking the processes implement continuously.
The pie chart illustrates the respondents or employees on the organization’s
policy on inspection, review and checking the processes that is implemented
in an organization. It demonstrates that 14.9% of the respondents strongly
agree with the statement which represents that the organization continuously f
implements inspection, review and check the processes of an organization |
to maintain the quality. Additionally, 46.3% of the respondents selects
the agreed options which represent the positive agreement towards the _ _
organizational policy and satisfaction of the employees. 29.1% ChOOSES 4 checkine the proceesce
neutral option whereas 4.5% respondent have disagreed with the statement  implement continuously
and 0.7% have strongly disagree as they were not provided favorable

environment as well as proper duties for the employees.

Quality related training are given to the managers, supervisors and employees in your hotel.
The above pie chart illustrates the responses from the respondents s steamer
on the topic, —Quality related training are given to the managers,
supervisors and employees in your hotel. According to the pie
chart, only 0.7% of the respondent strongly disagree the
statement, whereas 5.2% disagree with the statement which
shows that the hotel of the respondents doesn’t provide quality
related trainings to the managers, supervisor as well as to the
employees. 21.6% of the respondent choose neutral option, which
shows that they are neither fully satisfied nor dissatisfied with  Figure 11Quality related training are
the facilities provided by the workplace. 42.5% agreed with the given to the managers
statement and 29.9% of the respondent strongly agreed with the
statement as the majority of the employees of the industry are provided with the training’s
based on quality. s s i e s .
| believe that teamwork in hotels are useful and management /
encourages its own workers to participate in it. /

The above pie chart shows the responses of the respondents on the|

|
statement, —I believe that teamwork in hotels are useful and management

encourages workers to participate in it. 4.5% of the respondents disagree
with the statement, which indicates the teamwork aren’t useful and it isn’t
efficient to work in a group. 14.2% of the respondents choose a neutral 4 ¢ 12tcamwork in
option whereas 48.5% of the respondents agreed with the statement, hotels are useful and
understanding the importance of the teamwork. 44% of the respondents ~ Management encourages

10.Qualiy related training ars given to the mana
employees in your hotel

o

hotels are useful and management encourages its
workers to participate in it.

/
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strongly agreed with the statement highlighting the effectiveness of teamwork which help the
management to encourage to work smoothly in an organization.

Work standard are based on quality and quantity rather than /
quantity alone. / \
| |

n and appreciation of quality efforts and
ividual’s and teams.

Figure 13, represent the responses on the statement, —Work
standard are based on quality and quantity rather than quantity
alonel. 27.6% of the respondents strongly agreed with the
statement indicating the workplace apply both the quality and
quantity rather than quantity alone. 52.2% of the respondents Figure 13Work standard are based
agreed with the statement. It show the positive attitude of the on quality
respondents towards their organization, whereas 14.9% of the
respondents choose neutral options and same as that 3.7% of the respondent disagree with the
statement whereas the 1.5% of the respondents strongly disagreed with the statement which
show that the organization only focus on quantity rather than quality and quantity.
In the pie chart, the majority of respondents is aware of the organization which focus on the
quality as well as quantity.
There is system for recognition and appreciation of quality efforts and
success of individual's and teams.

Figure 14 represents the response to the statement, —There is system
for recognition and appreciation of quality efforts and success of
individual’s and teamsl. Five segments define the chart, each of which
represents different type of answer.
The majority of the group agreed with the statement that is 44.8%
indicat.ing_] that the o.rganization have the system for recognition and Figure Lasystem for recognition
appreciation of quality efforts and success of individual’s and teams. and appreciation of quality
22.4% of the respondent strongly agreed with the statements which efforts
show the satisfaction towards the organization of the employees.
27.6% of the participants choose neutral option by not agreeing or disagreeing with the
statement. With the satisfaction towards organization there is also dissatisfaction where 4.5%
of the participants disagree with the statement which shows that recognition aren’t provided
and with that 0.7% of the respondents strongly disagree with ™ " &stme smiinismalopesions s sson costand nance.
the statement which show that the employees aren’t provided
recognition.
This hotel compares its customer's satisfaction with
competitors.
The pie chart illustrates respondent’s opinions on the hotel
compares it’s customer’s satisfaction with competitors.
It demonstrates that 17.2% of the respondents strongly agreed
with the statement that reflects an organization compares Figure 15compares its customer’s

. . . . . satisfaction with competitors
the satisfaction of the customers with their competitors.
42.5% of the respondents agreed that an organization look after their competitors for better

14.This hotel compares its customer’s satisfacti
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improvement and for the effective results. 26.9% of the respondent choose neutral option
where they neither totally agreed nor totally disagreed with the statement. 12.7% show negative
responses by choosing disagree options and 0.7% chooses strongly disagreed.
Company has an accurate and efficient database that provides information on customers and
internal operations as well as on cost and finance.
Figure 16 represents the responses to the statement —Company has an accurate and efficient
database that provides information on customers and internal operations as well as cost and
finance.
According to the chart, 23.9% of the respondent strongly agree with the
statement and the majority of the respondent choose agreed option that is
42.5% which indicate the company has an accurate and efficient database
that provide information on customers and internal operation as well as
26.1% choose neutral option whereas some also disagree with the
question 6.0% of the respondent disagree and 1.5% strongly disagree
with the statement indicating that the company doesn’t have an accurate Figure 16
and efficient database.
There is specific process of gathering customer's suggestions,
feedbacks and complaints to access customer satisfaction.
The responses that were given to the statement, —There is a specific
process of gathering customer’s suggestions, feedback and complaints
to access customer satisfactionl. According to the research, 20.1% of
the respondents strongly agreed with this statement where it shows that
the company follows the process of gathering customer’s suggestions,
feedback and complaints to know about customer satisfaction. 51.5%
of the respondents agreed with the statement indicating the positive attitude towards the
company’s process followed to accesses customer satisfaction. 21.6% of the respondents
choose neutral option where the respondent neither agreed with the statement nor disagree with
the statement. Similarly, the respondents also disagree to the statement where 6.0% disagree
and 0.7% strongly disagree with the statement indicating that the company don’t follow any
processes that helps to gather customer’s suggestions, feedback or complaints.
Salary and wages are satisfactory in this hotel.
The pie chart represents responses to a statement regarding salary and wages of the employees
who work in hospitality industry. The participants were asked to indicate their level of
agreement or disagreement with the statement.
The chart shows 5.2% of the respondent strongly disagree with the salary and wages but 14.9%
of the respondent strongly agreed as it show that the employees are satisfied with the salary
and wages that the hospitality industry pay them. Similarly, 14.2% of the respondent disagree
with the statement and the majority of the respondents also have agreed on the statement that
is 33.6%. So, 32.1% of the respondents have choose neutral option as they aren’t too satisfied
and aren’t too dissatisfied.

| am pleased with the facilities (food and transportation) that is provided by the hotels for
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workers. -
The responses to the question, —I am pleased with the facilities
(food and transportation) that is provided by the hotels for
workersl. Different level of agreement and disagreement are |
shown by the charts in four segments.
20.9% of the employees are fully satisfied with the faC|I|t|es
provided by the hotel industry so that is why they have choose
strongly agree options. The majority of the respondents choose
agree option that is 45.5% as employees are satisfied with the facilities and services. 27.6% of
the respondents choose neutral option which show they are neither fully satisfied nor fully
dissatisfied with the services provided to them but 6.0% of the respondents choose disagree
as they aren’t satisfied or happy with the facilities that is provided to them which might be
food and beverage, transportation etc.
| am pleased with the work conditions and attention given to the ™ e
health of the workers. E ﬂ:
The responses for the statement, —I am pleased with the work
conditions and attention given to the health of the workers are
categorized into strongly disagree, disagree, neutral, agree and
strongly agree.
17.9% of the respondents strongly agree with the statement as they
are satisfied and 46.3% of the respondents agreed with the
statement as organization give attention to the health of the worker
and provide safety and security to them.27.6% of the respondents choose neutral option
whereas 7.5% disagree and 0.7% strongly disagree which indicates that the organization
doesn’t provide safety and security to the employees. g oo e ot et s
Starting or beginning work training provided to the worker or -
employees is sufficient. -
The given pie chart shows the opinion of the employee on
training provided to them. It shows the responses on the
statement, —Starting or beginning work training provided to the
worker or employees is sufficient.
14.9% of the respondent strongly agree with the statement and
33.6% of the respondent agree with the statement which indicate
that the training provided at the beginning or starting is sufficient for the employees to run
smoothly and to work effectively. 24.6% of the respondent choose neutral option where they
think that it is sufficient to work but to obtain better result more trainings must be provided.
22.4% of the respondent disagree with the statement and 4.5% strongly disagree with the
statement which represent that the training provided at the initial phase isn’t enough so, time
and again trainings must be provided which will help the employee to grow and develop and
to retain employee as well as to produce quality products.
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Conclusion

Based on the findings from the comprehensive survey exploring management practices in the
hospitality industry, several key conclusions can be drawn. The gender distribution among
respondents indicated a significant predominance of male employees, reflecting the existing
gender dynamics within the hospitality sector. Regarding management practices, a
considerable majority of respondents agreed that a new management style prioritizing quality
is essential across all departments, suggesting a strong consensus on the importance of quality
in hospitality management. Additionally, communication from senior executives about the
company’s policies and values was viewed positively, indicating that executives effectively
communicate essential information to various stakeholders. The survey results also highlighted
that a significant portion of employees felt that top-level management assumes responsibility
for quality performance, which is crucial for maintaining high standards within the
organization. Furthermore, many respondents recognized the importance of leadership skills
in hotel management, with a strong agreement that effective leadership is vital for achieving
departmental targets. Self-improvement among managers was another key aspect, with many
agreeing that managers should continually work on their professional development.
Additionally, there was a favorable view on the sharing of information and experiences by
managers, with many agreeing that such practices enhance workplace collaboration and
employee satisfaction. The survey results indicated a strong emphasis on quality-focused
strategies within hotels, as many respondents agreed that their organizations prioritize quality
over quantity. Employee satisfaction regarding their understanding of job objectives and the
supportive environment provided by the organization was also high, with many expressing
agreement on these aspects. Furthermore, the commitment to continuous inspection and quality
training was evident, with many agreeing that quality-related training is provided to all levels
of staff, while many recognized the ongoing implementation of quality control measures. The
significance of teamwork in fostering a productive work environment was also supported, with
most respondents acknowledging its usefulness and the management’s encouragement of
collaborative efforts. In terms of work standards, many employees agreed that their
organizations strive for a balance between quality and quantity. Recognition systems for
quality efforts and achievements were viewed positively, with many indicating that such
systems are in place. Finally, a substantial number of respondents agreed that their
organizations compare customer satisfaction with competitors, reflecting a proactive approach
to maintaining competitive advantage.
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