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Abstract

Under the conditions of modern globalization and economic transformation, premium-
class hospitality represents a high-revenue sector focused on delivering exclusive service
standards and fulfilling personalized guest demands. For Georgia, which actively strives to
position itself in the international market as a high-quality and unique tourist destination, the
development of this industry holds strategic importance for the country's branding and
sustainable economic growth. Given that the qualitative level of high-class service is determined
by the professionalism and emotional intelligence of frontline personnel, strategic human

resource management constitutes the primary critical challenge of the industry.

In the hospitality industry, particularly within the premium segment, leadership style
plays a significant role in the processes of employee retention and ensuring service quality.
Despite this, the subject remains insufficiently studied in the Georgian academic space. The
purpose of this paper is to identify the mechanisms through which leadership style influences
employee job satisfaction, staff retention, and service quality, using a premium-class hotel in

Georgia as a case study.

The research was conducted within a qualitative research design, based on the case study
method. To ensure data reliability, the principle of triangulation was employed, combining
three independent sources: in-depth interviews with 11 managers, semi-structured interviews
with 22 employees, and an analysis of customer online reviews on two international platforms.
The obtained data were processed using thematic analysis. Since service quality was not
measured independently within the study, its assessment was carried out based on customer

online reviews.

The research results revealed a high level of agreement between managers’ and

employees’ perceptions regarding leadership style. A hybrid leadership approach was identified,



which is based on transformational leadership principles, characterized by situational
adaptation, and includes the use of transactional elements when necessary. The analysis
established three primary mechanisms through which leadership influences employees: creating
a psychologically safe environment, ensuring opportunities for autonomy and professional
development, and the "modeling" of leader behavior in the process of interaction with guests. A
significant finding of the study is that guest dissatisfaction is primarily concentrated in front-
line functions, including front office and restaurant service areas, where employee autonomy is
high and interaction with guests is intensive. Conversely, in departments where supervision is
closer and more people-oriented, such as spa and housekeeping, negative evaluations of a
behavioral nature are practically non-existent. At the same time, managerial support is

perceived positively in all departments.

The significance of this research lies in its critical analysis of the relationship between
the deficit of managerial support and negative consumer experience, thereby challenging
established assumptions in the hospitality sector. The paper fills an existing academic gap by
examining managerial practices in the post-Soviet space, which is important both for enriching
the theoretical context and for developing practical, evidence-based recommendations for

premium-class hotels in Georgia.

Keywords: Transformational leadership, transactional leadership, leadership style, staff

retention, service quality, emotional labor, premium-class hotels, Georgia.
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