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Organizational structure is a fundamental strategic component that shapes how hospitality businesses coordinate operations, manage employees, and deliver service quality. In an industry characterized by high customer contact, labor intensity, and service variability, the choice of organizational structure has a direct influence on decision-making efficiency, employee behavior, and guest satisfaction. This study critically examines the major organizational structures adopted in hospitality businesses, including hierarchical, functional, flat, matrix, and hybrid models. Drawing on established organizational theory and hospitality management literature, the report explores how these structures affect operational efficiency, communication flows, corporate culture, and employee empowerment. The research adopts a qualitative methodology based on secondary data analysis, incorporating academic journal articles, textbooks, and real-world case examples from globally recognized hospitality organizations such as Marriott International, Hilton Worldwide, and Airbnb. The findings indicate that while traditional hierarchical structures remain effective for maintaining brand consistency and operational control in large hotel chains, increasing market volatility and changing customer expectations have encouraged the adoption of more flexible and hybrid structures. Platform-based hospitality firms, in particular, demonstrate the advantages of flatter and decentralized structures in supporting innovation and responsiveness. The study concludes that there is no universally optimal organizational structure for hospitality businesses; instead, structural effectiveness depends on strategic alignment with organizational size, service complexity, and environmental conditions. Strategic adaptation of organizational structure is therefore essential for achieving sustainable competitive advantage in the hospitality industry.
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Trust, quality of service and long-term relationships with guests, employees and society are the basic pillars of the hospitality industry. Hospitality businesses interact directly with customers on a continuous and close basis unlike most other industries, and in many cases, deal with personal information, physical security and emotional experiences. Consequently, ethical decision making is crucial in the determination of organizational credibility and consumer confidence. The ethical failures in the hospitality industry, which include deceptive pricing, insecure facilities, discrimination, and unfair labor practices, can quickly destroy the brand image and have financial, legal, and social implications.

Ethical decision-making is a process whereby individuals and entities assess and make decisions that are morally correct, socially accountable, and ethical. Managers working in hospitality organizations are often exposed to ethical dilemmas in which business goals can be in opposition to ethical obligations. As an illustration, room allocation choices that are meant to maximise the revenue might jeopardize customer satisfaction and confidence, and cost reduction policies can lead to a decline in employee welfare or safety levels. These dilemmas underscore the importance of organized ethical frameworks in order to inform managerial judgment in complicated operational settings.

Ethical challenges have also been worsened by increasing internationalization of hospitality businesses. Hotel chains and online travel agencies would be working in a variety of different legal, cultural, and social settings, and it would be hard to achieve ethical uniformity. What may be held as acceptable in one market might be seen as unethical in another, especially on issues like labor standards, data privacy and environmental responsibility. Besides, the digitalization of platforms and the emergence of dynamic pricing services have brought ethical concerns that are associated with transparency, fairness, and consumer protection, especially in relation to hidden charges and algorithm-based pricing.

Another important ethical concern in hospitality is the treatment of employees. Low wages, working long hours, job insecurity and high emotional labor tend to define the industry. Immoral treatment of employees may result in disengagement, high turnover and service failures, which eventually translate to guest experiences. Studies propose that ethical leadership and sound HR practices can play an important role in employee morale, commitment to the organization, and workplace ethics. Ethical decision-making in hospitality therefore has to deal with both external (guests and the society) and internal (employees and management) stakeholders.

The establishment of an ethical organizational culture is generally known as an essential tool of advancing ethical conduct within hospitality enterprises. Leadership values, organizational policies, code of conduct, and ethical training programs shape ethical cultures. Ethical standards and ethical behavior set and modeled by leaders have a vital role in determining employee decision-making. Once ethics are ingrained in organizational culture and strategic goals, hospitality enterprises have a higher chance of avoiding ethical predicaments and ensuring operational effectiveness and profitability.

As the hospitality industry is sensitive with regard to reputation, the ethical decision-making process directly affects the customer trust and brand loyalty. Ethical misconducts will rapidly propagate through social media and third-party review sites, and it will increase the intensity of their effects on organizational reputation. On the other hand, ethical practices improve corporate image, customer satisfaction, and sustainability. Hence, the aim of this assignment is to understand the importance of ethical decision-making in hospitality organizations, examine the major ethical issues in the industry, critically evaluate managerial ethical dilemmas and suggest a practical model that can be used to make ethical decisions in hospitality companies.
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Ethical Issue  in Hospitality Businesses.
3.1 Pricing Transparency and Overbooking.

One of the most popular ethical issues in the hospitality literature is overbooking. Although overbooking is usually considered a justified revenue optimization approach, it gives rise to ethical issues of unfairness, transparency, and treating guests fairly. Research reveals that guests will view overbooking as unethical when they are not properly informed or compensated and in such a way that they become dissatisfied and lose their trust. Ethical scholars claim that overbooking is problematic when the business interests prevail over the rights and expectations of the guests.

On the same note, the introduction of obscure charges and ambiguous pricing arrangements has become an ethical issue of significant concern with the emergence of online reservation systems and algorithmic pricing systems. According to research, consumers perceive the hidden charges as being a deceptive practice that destroys trust and brand credibility. Responsible hospitality management is therefore putting a greater stress on ethical transparency in pricing.

3.2 Employee Treatment and Labor Ethics.

The treatment of employees has been a major ethical issue in the hospitality industry. Low wages, extended working hours, job insecurity and high degree of emotional labor are common features of the sector. Ethical works point out that exploitative labor practices not only contravene ethical values but also lead to high turnover, burnouts among employees, and low quality of service. Ethically, organizations are obligated to provide fair payments, working conditions, and treat their employees with respect.

The studies indicate moral human resource practices such as fair scheduling, equal opportunities and employee voice mechanisms positively affect employee morale and ethical behavior. On the other hand, unethical treatment of the employees tends to create disengagement and predisposes the employees to unethical service practices, including lying to the guests. This supports the fact that internal ethics (employee treatment) and external ethics (guest experiences) rely on each other.

3.3 Safety of guests and privacy of information.

Safety of guests is a core hospitality business ethics. Ethical breaches that involve fire safety, food hygiene, security and health standards can be devastating because they can result in physical injuries and reputation. Experts believe that making ethical decisions necessitates active investment into safety precautions even in cases where such precautions would add to the costs of operation. Ethical hospitality organizations are concerned with the well being of the guests rather than profitability in the short term.

Moreover, the increase in the utilization of digital technologies has posed an ethical dilemma in terms of data privacy and cybersecurity. Travel websites and hotels gather large amounts of sensitive personal and financial information, and to protect consumer privacy, it is crucial to take care of the information that has been gathered. Studies point out that breaches of data and misuse of customer information has a huge impact on the trust and brand loyalty. Ethical models of making decisions are paying more attention to transparency, consent, and responsibility in data management practices.

Hospitality Leadership and Ethical Culture.

Ethical culture within an organization is very important in influencing ethical decision making in hospitality businesses. Ethical culture is defined as common values and norms and practices which influence ethical behaviour in organizations. According to the scholars, ethical cultures minimize uncertainty and give employees a sense of direction when confronted with ethical dilemmas. Ethical culture is especially significant in hospitality facilities, where frontline staff often alone make decisions.

It is always stated that leadership is one of the significant contributors to ethical culture. Ethical leadership implies being a person of integrity, fairness and stakeholder concern when engaging in active promotion of ethical standards. It has been established that ethical modeling by hospitality leaders who lead in this sector inspires employee ethical awareness and decision-making. Conversely, leaders who condone or even reward unethical behaviors have an indirect encouragement to unethical behaviours within the organization.

Ethical leadership also improves organizational trust and psychological safety where employees can express their apprehensions regarding unethical practices without the fear of retaliation. This is especially applicable to hospitality organizations where upward communication may be discouraged because of the hierarchical structure of the organization. The researches indicate that ethical leadership is associated with enhanced organizational commitment, decreased misbehaviour, and enhanced service quality.

Ethical Decision-Making and Organizational Reputation.

One of the most important and intangible assets in the hospitality sector is reputation, and the ethical decision-making is at the heart of reputation management. Ethical failures can quickly spread via social media, online reviews and news, increasing their effects on social perception. It has been found that consumers are becoming more concerned with ethical conduct in selecting hospitality providers, notably in terms of fairness, safety and social responsibility.

On the other hand, ethical decision-making increases brand loyalty and customer trust. When hospitality businesses are found to exhibit ethical consistency, they are seen to be more credible and socially responsible, which translate to positive word-of-mouth and reoccurring business. According to scholars, ethical behavior acts as a reputational insurance measure, which protects organizations in crises and service failures.

Ethical Dilemmas in Hospitality Managers.

Ethical dilemmas experienced by hospitality managers daily present a situation in which none of the options would be fully free of adverse effects. Typical predicaments encompass deciding what to do with overbooked patrons, the cost control balance versus safety investments, or adherence to ethical conduct that might decrease the short-term profitability. The ethical decision making literature has highlighted that such dilemmas need systematic frameworks and not some ad hoc judgment.

It has been argued that highly ethical managers who have been trained are more capable of handling complex dilemmas. Ethical decision-making models offer formal methods of weighing options, weighing stakeholder effects, and balancing ethically, decisions, and organizational values. Lack of these structures usually results in conflicting and morally dubious judgments.

Gaps in Existing Literature

Although much has been researched on the topic of ethics in hospitality, there are still some gaps. Numerous studies are concerned with the consumer perception of ethical behavior yet do not say much about the managerial decision-making processes. Also, there is limited empirical study on ethical frameworks that are specific to hospitality operations. Another aspect that has not been thoroughly studied in the literature on hospitality ethics is the increasing prominence of digital platforms and algorithm-driven decision-making. These loopholes emphasize the necessity of additional studies and practical models that can deal with the new ethical issues in the sector.
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This study adopts a qualitative research methodology based on secondary data analysis to examine strategic organizational structures in hospitality businesses. A qualitative approach is appropriate because the research aims to develop a theoretical and analytical understanding of how different organizational structures influence decision-making, operational efficiency, employee behavior, and service quality rather than to test hypotheses using numerical data (Saunders, Lewis and Thornhill, 2019). Hospitality organizations operate in complex and dynamic environments, making qualitative inquiry suitable for capturing contextual and strategic insights.
Secondary data were collected from a range of credible academic and professional sources, including peer-reviewed journal articles, academic textbooks, industry reports, and reputable business publications. Key sources included literature on organizational theory, strategic management, and hospitality management to ensure strong theoretical grounding. Foundational theories such as contingency theory, structural configurations, and strategic alignment were used to frame the analysis (Chandler, 1962; Mintzberg, 1983). In addition, real-world examples from internationally recognized hospitality organizations were incorporated to demonstrate practical applications of theoretical concepts.
The data collection process followed a systematic literature review approach. Relevant keywords such as organizational structure, hospitality management, hierarchical structure, flat organizations, and hybrid structures were used to identify appropriate sources. Selection criteria focused on relevance to the hospitality industry, academic credibility, and recency of publication to ensure contemporary relevance. Older seminal works were included where necessary to support foundational theories.
Data analysis involved a thematic analysis, whereby patterns and recurring themes related to organizational structure and performance were identified across the literature. Themes such as decision-making authority, communication flows, employee empowerment, operational efficiency, and service quality were analyzed and compared across different structural models. Case evidence from hospitality organizations was used to support and contextualize these themes, enhancing the practical relevance of the findings (Yin, 2018).
The use of secondary data offers several advantages, including access to a wide range of perspectives and established research findings. However, it also presents limitations, such as reliance on existing interpretations and the inability to capture organization-specific primary insights. To mitigate these limitations, the study draws from multiple sources and compares differing viewpoints to ensure balanced analysis and academic rigor.
Overall, the chosen methodology supports the research objectives by enabling a comprehensive examination of organizational structures within hospitality businesses while ensuring reliability, validity, and theoretical depth.
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1. Ethical Decision-Making in Hospitality Organizations.

It is found that ethical decision-making is a guiding factor of organizational legitimacy and long-term performance based on the current literature and evidence provided in hospitals. When hospitality organizations include ethics in their day-to-day decision making processes, they enjoy better stakeholder confidence, improved brand status as well as increased operational stability. Ethical decision-making is not merely a matter of adherence to laws and regulations, but it is a matter of active moral judgment in those scenarios when there might be no formal rules or the rules are inadequate.

The results suggest that ethical decision-making is relevant to both the strategic and operational performance. Ethics at the strategic level influence policies on pricing transparency, safety standards, and employee welfare. Frontline employees often perform ethical decisions on-the-fly and in real-time when interacting with guests. Companies that have specific ethical policies and leadership assistance can allow their employees to make responsible decisions that are consistent and prevent ethical confusion and service failures.

2. Ethical Issues to Overbooking and Hidden Fees.

The two most well-known ethical issues in the hospitality industry are overbooking and pricing transparency. The results indicate that although overbooking is usually well-meaning as a revenue management strategy, it is generally viewed as unethical when the guests are not informed well or compensated fairly. In this situation, it is ethical to make decisions balancing financial goals and guest rights and expectations.

When organizations are transparent in communication policies (effective communication of overbooking policies and proactive compensation, etc.), chances of maintaining customer trust are high. Conversely, fraudulent activities, such as concealed charges and false price tags, have a detrimental effect on organizational reputation. The discussion shows that the guests include hidden costs in the category of deliberate deception as opposed to the need of operations, and the results of this classification include negative reviews, complaints, and reputation damage.

Moral pricing systems have thus been determined as a decisive factor of customer confidence. Even in very competitive markets, hospitality businesses which value transparency and fairness stand a better chance to maintain long term customer relationship.

3. Ethical treatment of employees refers to the manner in which organizations treat their employees in a moral way.<|human|>Ethical Treatment of Employees
 ethics in employees is how the organization treats its employees in a moral manner.

Treatment of employees is found to be one of the major ethical concerns that have a first hand effect on the quality of services and performance of the organization. The results suggest that labor unethical practices, including heavy workload, injustice, disparity in remuneration and insecurity, destroy employee morale and ethics. The employees who feel that they are unfairly treated tend to disengage and in other instances find themselves in unethical service behaviours as a way of retaliating or as a way of coping.

On the other hand, hospitality organizations, which embrace ethical human resource practices, have positive effects which involve increased employee commitment, lesser turnover, and enhanced service consistency. Such ethical decision-making for employee welfare would entail fair remuneration, healthy working environments, considerate managerial approaches, and avenues to employee voice. Such practices help to strengthen ethical internal culture, which supports ethical behavior towards the guests.

The discussion shows that there are internal ethics and external ethics which are related. Organizations that fail in ensuring the welfare of the employees tend not to provide ethical service experience and this shows that ethical decision-making should take into consideration employee-based and guest-based considerations.

4. Data Protection and Guest Safety.

One ethical issue that arises that is non-negotiable in hospitality operations is the safety of guests. The results indicate that the moral malpractice of safety, i.e. poor fire precaution, substandard hygiene or lack of security has dire consequences, including physical injury, and long-term reputational loss. Ethical decision making also calls organizations to make safety investments even when there is a higher cost in operations.

Moreover, data privacy and cybersecurity have become more ethical issues because of the popularity of digital booking systems and analytics of customer data. The discussion indicates that customers hold high hopes that hospitality organizations should treat personal and financial information with care. Cyber attacks or abuse of customer data are considered as ethical trespasses damaging trust in a big way.

Companies, which introduce effective data protection policies and open data usage practices, show ethical accountability and enhance customer trust. The issue of ethical decision-making in the digital context is thus revealed as one of the emerging concerns among hospitality managers.

5. Influence of Ethical Culture and Leadership.

Ethical culture and leadership is identified to be a key driving force toward ethical decision making within hospitality organizations. The results suggest that leadership values and organizational norms are great determinants of ethical behavior. Leaders, who are also consistent in their integrity, fairness, and accountability, set ethical standards that employees will follow.

Open communication and ethical voice are also promoted by ethical leadership, so employees can report unethical actions without any fear of punishment. This is of much significance especially in hospitality where the hierarchical systems and the pressure of customers might deter ethical reporting. The discussion reveals that ethical cultures in organizations lead to less ethical violations and greater trust among the employees.

On the contrary, nothing legitimizes unethical behavior more than leadership that puts short-term profits ahead of ethical considerations. These conditions make ethical breaches, reputational attacks, and regulatory fines more probable.

6. Influence of Ethical Decision-Making on Customer Trust and Reputation.

These results have a strong relationship that ethical choice will have on the organizational reputation and customer trust. Social media and online review sites intensify ethical breaches, which cause reputational destruction in a short period of time. Hospitality companies that do not deal with ethical issues within a short time span usually lose customer loyalty and market share in the long run.

On the other hand, reputational resilience is boosted by ethical decision-making. Companies that are seen to be ethical tend to have more customer confidence in case of failures or crisis in their service delivery. Ethical conduct serves as a reputational protection that builds brand credibility and consumer trust.

7. Require Formalized Ethical decision making models.

One of the major results of the analysis is the necessity of systematic ethical decision-making models in hospitality organizations. Managers often have challenging dilemmas whereby competing interests of stakeholders are involved and decisions made through reliance on intuition alone get an inconsistent decision. Formal frameworks offer a systematic way of assessing moral options, stakeholder effects and longer term impacts.

The lack of officialized codes of ethics creates more chances of unethical practices and organizational incoherence. The results thus highlight the need to incorporate ethical decision-making models in managerial education and organizational management.
Case Studies: Hospitality Businesses Ethical Decision-Making. 
The Airbnb: Trust, Platform Responsibility, and Ethics.

Airbnb is a digital hospitality business that is dependent on trust between the hosts, guests, and the company itself. Airbnb has been ethically-driven in the decisions made within its business model, especially regarding the safety of guests, discrimination, and transparency in pricing. A significant ethical issue that Airbnb had to go through was a claim of racial discrimination by hosters, which had a negative impact on the reputation of the platform and the trust that users shared with it. Airbnb responded by creating more stringent anti-discrimination policies, compulsory host education, and algorithmic modifications to decrease biased decision-making.

In ethical decision-making terms, the response of Airbnb depicts stakeholder-based reasoning. The corporation recognized its moral obligation to marginalized groups of guests and emphasized equity and inclusion over the autonomy of hosts in the short term. This ethical intervention enhanced the brand reputation and showcased how ethical choices could rebuild consumer trust to digital hospitality platforms. Nevertheless, Airbnb has also been criticized over hidden charges and lack of uniformity in policies on refund, especially during periods of crisis. These issues accentuate the existing ethical conflict between the profitability and transparency of the platform.

Marriott International: Crisis Management and Ethical Leadership.

The case of Marriott International offers a bright example of ethical decision-making in a conventional hospitality organization. One of the ethical issues that arose at Marriott was a massive data breach that revealed confidential customer data. The moral consequences went beyond the legal requirements to issues of transparency, accountability, and consumer trust.

The ethical reaction of Marriott involved both open disclosure and collaboration with regulatory agencies and considerable expenditure on cybersecurity systems. Although the breach had a negative impact on the reputation of the company in the short-term, the transparent and corrective reactions allowed regaining confidence with customers in the long-term. The case describes the use of ethical decision-making in times of crises to reduce the impact of reputational damage and show corporate responsibility.

Marriott has also focused on ethical labor practices by implementing codes of conduct, diversity programs and employee well being programs. The practices foster ethical culture within the organization and diminish the chances of being unethical to guests. Generally, the case of Marriott illustrates how ethical governance and leadership commitment determine credibility in the long term of the organization.

Local Hotels: Resource Limitations and Ethical dilemmas.

Independent hotels and local hotels are not less challenged in their ethical practices as global chains, but they tend to have fewer resources. Other ethical issues common in the hospitality industry are underreporting occupancy, cutting corners to save money, and undocumented labor practices. Unsafe facilities or unfair treatment of employees have served to tarnish the reputation of local hotels in certain instances, showing the ethical hazards of focusing on survival in the short run rather than being ethical.

On the other hand, ethical decision-making is a differentiation strategy taken by many local hotels. Clear pricing, active involvement in society, and decent treatment of employees are the ethical practices that contribute to the establishment of good local reputations and customer loyalty. These examples also show that ethical decision making does not rely on the size of the organization but on the values and ethical awareness of the leadership.

Discussion

All the results and case studies indicate that ethics in decision making is a strategic requirement in the hospitality industry. Such ethical issues as overbooking, hidden charges, employee treatment, and data privacy are not stand-alone operational problems but are closely related to organizational image and customer confidence. In line with the ethical decision-making and the stakeholder theories, the analysis indicates that hospitality organizations need to strike a balance between financial goals and moral duties towards the guests, employees, and society.

As demonstrated in the case studies, ethical leadership and clear decision-making play a major role in the perception of stakeholders. The example of Airbnb and Marriott shows that ethical reactions to the crisis and societal problems can help the organizations regain confidence and build long-term brand equity. Conversely, the lack of attention to ethical issues can easily lead to the loss of a positive image through digital media and review websites.

Notably, this discussion indicates that ethical decision-making must be imprinted in the organizational culture as opposed to being responsive compliance. Ethical training, role modeling of leadership positions, and structured ethical frameworks are vital in the expression of managerial judgment in complicated scenarios. With the increased digitization and globalization of hospitality spaces, ethical decision-making process will be more critical to maintain competitiveness and legitimacy.

Conclusion

This assignment discussed the topic of ethical decision-making in hospitality businesses with a focus on how it affects the image of the organization, consumer confidence, and its future sustainability. The analysis presents that ethical decision-making is a multidimensional process that entails leadership values, consideration of stakeholders, and organizational culture. Hospitality managers have moral dilemmas on a regular basis, where profitability can be a contradiction to transparency, safety, or fairness, which requires a well-organized ethical framework.

The results prove that treating guests and employees ethically enhances trust, improves the quality of services and minimizes reputation risk. Case studies also explain that ethical solutions to the problems like discrimination, data breaches, and labor practices can either destroy or rebuild organizational credibility based on the choices of managers. It means that not only is ethical decision-making a moral duty but also a strategic resource in the hospitality business.

To sum up, the ability of hospitality organizations to incorporate ethical decision-making into leadership practices, operational policy, and organizational culture is likely to help them navigate through complicated dilemmas and retain consumer trust. Sustainable success in a service-based industry, the relationships of which are based on selling services, relies on ethical consistency, transparency, and accountability.
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Assignment 3: Ethical Decision Making in Hospitality Businesses

Assignment Guidelines:

Explore the role of ethical decision-making in hospitality organizations.

Analyze how hospitality businesses address ethical challenges such as
overbooking, hidden fees, employee treatment, and guest safety.

Discuss how hotels, resorts, and travel companies can create ethical cultures
that align with both their business objectives and societal expectations.

Critically assess the ethical dilemmas faced by managers in the hospitality
sector and their impact on reputation and customer trust.

Provide case studies from hospitality businesses (e.g., Airbnb, Marriott, and local
hotels) where ethical decisions led to either positive or negative outcomes.

Propose a framework for ethical decision-making that hospitality businesses can
use to navigate complex dilemmas and maintain consumer trust.




