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Ethical decision-making has become a critical strategic concern in the hospitality industry due to increased consumer awareness, regulatory scrutiny, and reputational risks associated with unethical business practices. Hospitality organizations operate in complex environments where decisions related to pricing transparency, overbooking, employee treatment, data privacy, and guest safety frequently present ethical dilemmas. This assignment explores the role of ethical decision-making in hospitality businesses and examines how ethical considerations influence organizational reputation, customer trust, and long-term sustainability. It analyzes how hotels, resorts, and travel companies address common ethical challenges such as hidden fees, labor exploitation, discriminatory practices, and safety failures. The study further investigates how ethical organizational cultures can be developed through leadership commitment, ethical codes of conduct, employee training, and governance mechanisms. Drawing on established ethical decision-making theories and empirical research, the assignment critically assesses the ethical dilemmas faced by hospitality managers and evaluates their implications for stakeholder relationships. In addition, real-world case studies from global hospitality brands and local hotels are used to illustrate how ethical and unethical decisions have led to either positive or negative organizational outcomes. Finally, the assignment proposes a practical ethical decision-making framework tailored to the hospitality industry, enabling managers to navigate complex moral dilemmas while balancing profitability and social responsibility. Overall, the study demonstrates that ethical decision-making is not only a moral obligation but also a strategic imperative that directly impacts customer trust, brand reputation, and competitive advantage in the hospitality sector.
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The hospitality industry is fundamentally built on trust, service quality, and long-term relationships with guests, employees, and society. Unlike many other industries, hospitality businesses engage in continuous and close interaction with customers, often involving personal data, physical safety, and emotional experiences. As a result, ethical decision-making plays a vital role in shaping organizational credibility and consumer confidence. Ethical failures in hospitality—such as misleading pricing, unsafe facilities, discriminatory practices, or unfair labor conditions—can rapidly damage brand reputation and lead to financial, legal, and social consequences.
Ethical decision-making refers to the process by which individuals and organizations evaluate and choose actions that are morally right, socially responsible, and aligned with ethical principles. In hospitality organizations, managers frequently face ethical dilemmas where business objectives may conflict with ethical responsibilities. For example, decisions related to overbooking rooms to maximize revenue may compromise guest satisfaction and trust, while cost-cutting measures may negatively affect employee welfare or safety standards. These dilemmas highlight the need for structured ethical frameworks to guide managerial judgment in complex operational environments.
The increasing globalization of hospitality businesses has further intensified ethical challenges. Multinational hotel chains and online travel platforms operate across diverse legal, cultural, and social contexts, making ethical consistency difficult to maintain. Practices considered acceptable in one market may be perceived as unethical in another, particularly in areas such as labor standards, data privacy, and environmental responsibility. Moreover, the rise of digital platforms and dynamic pricing models has raised ethical concerns related to transparency, fairness, and consumer protection, particularly with respect to hidden fees and algorithm-driven pricing.
Employee treatment is another critical ethical issue in hospitality. The industry is often characterized by low wages, long working hours, job insecurity, and high levels of emotional labor. Unethical treatment of employees can lead to disengagement, high turnover, and service failures, ultimately affecting guest experiences. Research suggests that ethical leadership and fair HR practices contribute significantly to employee morale, organizational commitment, and ethical behavior at work. Consequently, ethical decision-making in hospitality must address both external stakeholders (guests and society) and internal stakeholders (employees and management).
Creating an ethical organizational culture is widely recognized as a key mechanism for promoting ethical behavior in hospitality businesses. Ethical cultures are shaped by leadership values, organizational policies, codes of conduct, and ethical training programs. Leaders play a crucial role in setting ethical standards and modeling ethical behavior, which in turn influences employee decision-making. When ethics are embedded into organizational culture and strategic objectives, hospitality businesses are better equipped to navigate ethical dilemmas while maintaining operational efficiency and profitability.
Given the reputational sensitivity of the hospitality industry, ethical decision-making has direct implications for customer trust and brand loyalty. Ethical lapses can quickly spread through social media and online review platforms, amplifying their impact on organizational image. Conversely, ethical practices enhance corporate reputation, customer satisfaction, and long-term competitiveness. Therefore, this assignment seeks to explore the role of ethical decision-making in hospitality organizations, analyze key ethical challenges faced by the industry, critically assess managerial ethical dilemmas, and propose a practical framework to guide ethical decision-making in hospitality businesses.
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1. Ethical Decision-Making in the Hospitality Context
Ethical decision-making has become a central concern in hospitality management due to the industry’s heavy reliance on trust, service quality, and stakeholder relationships. Ethical decision-making refers to the process through which individuals and organizations evaluate and choose actions that are morally appropriate, socially responsible, and aligned with accepted ethical principles. In hospitality businesses, ethical decisions frequently occur in situations involving competing stakeholder interests, such as balancing profitability with guest safety, transparency, and employee welfare. Scholars argue that ethical decision-making in hospitality is particularly complex because managers often operate under time pressure, high customer expectations, and intense competitive environments.
The service-oriented nature of hospitality means that ethical lapses are highly visible and can rapidly affect organizational reputation. Unlike manufacturing sectors, where unethical practices may remain hidden from consumers, hospitality ethics are experienced directly by guests through pricing practices, service delivery, and safety standards. As a result, ethical decision-making is increasingly viewed as a strategic capability rather than a purely moral obligation. Research suggests that ethical hospitality organizations are more likely to achieve customer trust, repeat patronage, and long-term financial sustainability.

2. Theoretical Foundations of Ethical Decision-Making
Several theoretical frameworks have been used to explain ethical decision-making in hospitality organizations. One of the most influential is Stakeholder Theory, which argues that businesses have ethical responsibilities toward multiple stakeholder groups, including guests, employees, suppliers, local communities, and shareholders. In hospitality, stakeholder conflicts are common; for example, maximizing occupancy through overbooking may benefit shareholders but harm guests and brand reputation. Ethical decision-making therefore requires balancing stakeholder interests rather than prioritizing short-term financial gains.
Another prominent framework is Ethical Decision-Making Theory, which conceptualizes ethics as a multi-stage process involving moral awareness, moral judgment, moral intention, and ethical behavior. Hospitality managers must first recognize ethical issues, such as deceptive pricing or unsafe working conditions, before evaluating alternatives and making decisions. Research indicates that failure at the moral awareness stage often leads to unethical outcomes, particularly in fast-paced hospitality environments where unethical practices may become normalized.
Utilitarianism and deontological ethics are also frequently applied in hospitality ethics research. Utilitarian approaches focus on outcomes and seek to maximize overall benefits, which may justify ethically questionable actions such as cost-cutting that reduces employee welfare. In contrast, deontological ethics emphasize moral duties and rights, such as honesty, fairness, and respect for individuals. Scholars argue that hospitality organizations relying solely on utilitarian logic risk undermining trust and legitimacy, while deontological principles provide a more stable foundation for ethical cultures.
3. Ethical Challenges in Hospitality Businesses
3.1 Overbooking and Pricing Transparency
Overbooking is one of the most widely discussed ethical challenges in hospitality literature. While overbooking is often justified as a revenue optimization strategy, it raises ethical concerns related to fairness, transparency, and guest treatment. Studies indicate that guests perceive overbooking as unethical when they are not adequately informed or compensated, leading to dissatisfaction and loss of trust. Ethical scholars argue that overbooking becomes problematic when financial objectives override guest rights and expectations.
Similarly, hidden fees and opaque pricing structures have become a major ethical concern, particularly with the rise of online booking platforms and dynamic pricing algorithms. Research shows that consumers view hidden fees as deceptive practices that undermine trust and brand credibility. Ethical transparency in pricing is therefore increasingly emphasized as a critical component of responsible hospitality management.

3.2 Employee Treatment and Labor Ethics
Employee treatment represents a significant ethical challenge in the hospitality industry. The sector is frequently characterized by low wages, long working hours, job insecurity, and high levels of emotional labor. Ethical literature highlights that exploitative labor practices not only violate moral standards but also contribute to high employee turnover, burnout, and service quality decline. From an ethical standpoint, organizations have a duty to ensure fair compensation, safe working conditions, and respectful treatment of employees.
Research suggests that ethical human resource practices—such as fair scheduling, equal opportunities, and employee voice mechanisms—positively influence employee morale and ethical behavior. Conversely, unethical treatment of employees often leads to disengagement and increases the likelihood of unethical service behaviors, such as dishonesty toward guests. This reinforces the interdependence between internal ethics (employee treatment) and external ethics (guest experiences).

3.3 Guest Safety and Data Privacy
Guest safety is a fundamental ethical responsibility of hospitality businesses. Ethical failures related to fire safety, food hygiene, security, and health standards can have severe consequences, including physical harm and reputational damage. Scholars argue that ethical decision-making requires proactive investment in safety measures, even when such investments increase operational costs. Ethical hospitality organizations prioritize guest well-being over short-term profitability.
In addition, the growing use of digital technologies has introduced ethical challenges related to data privacy and cybersecurity. Hotels and travel platforms collect vast amounts of personal and financial data, making ethical data management essential. Research highlights that data breaches and misuse of customer information significantly erode trust and brand loyalty. Ethical decision-making frameworks increasingly emphasize transparency, consent, and accountability in data handling practices.

4. Ethical Culture and Leadership in Hospitality
Organizational ethical culture plays a critical role in shaping ethical decision-making in hospitality businesses. Ethical culture refers to shared values, norms, and practices that guide ethical behavior within organizations. Scholars argue that ethical cultures reduce ambiguity and provide employees with clear guidance when facing ethical dilemmas. In hospitality settings, where frontline employees frequently make autonomous decisions, ethical culture becomes particularly important.
Leadership is consistently identified as a key driver of ethical culture. Ethical leadership involves demonstrating integrity, fairness, and concern for stakeholders while actively promoting ethical standards. Research shows that hospitality leaders who model ethical behavior influence employee ethical awareness and decision-making. In contrast, leaders who tolerate or reward unethical practices indirectly encourage unethical conduct throughout the organization.
Ethical leadership also enhances organizational trust and psychological safety, enabling employees to voice concerns about unethical practices without fear of retaliation. This is particularly relevant in hospitality organizations, where hierarchical structures may discourage upward communication. Studies suggest that ethical leadership contributes to stronger organizational commitment, reduced misconduct, and improved service quality.

5. Ethical Decision-Making and Organizational Reputation
Reputation is a critical intangible asset in the hospitality industry, and ethical decision-making plays a central role in reputation management. Ethical lapses can rapidly escalate through social media, online reviews, and news coverage, amplifying their impact on public perception. Research indicates that consumers increasingly consider ethical behavior when choosing hospitality providers, particularly in relation to fairness, safety, and social responsibility.
Conversely, ethical decision-making enhances customer trust and brand loyalty. Hospitality organizations that demonstrate ethical consistency are perceived as more trustworthy and socially responsible, leading to positive word-of-mouth and repeat business. Scholars argue that ethical behavior functions as a reputational insurance mechanism, protecting organizations during crises and service failures.

6. Ethical Dilemmas Faced by Hospitality Managers
Hospitality managers routinely face ethical dilemmas where no option is entirely free from negative consequences. Common dilemmas include deciding whether to deny service to overbooked guests, balancing cost control with safety investments, or enforcing ethical standards that may reduce short-term profitability. Ethical decision-making literature emphasizes that such dilemmas require structured frameworks rather than ad hoc judgment.
Research suggests that managers with strong ethical awareness and training are better equipped to navigate complex dilemmas. Ethical decision-making frameworks provide systematic approaches to evaluating alternatives, considering stakeholder impacts, and aligning decisions with organizational values. The absence of such frameworks often leads to inconsistent and ethically questionable decisions.
7. Gaps in Existing Literature
Despite extensive research on ethics in hospitality, several gaps remain. Many studies focus on consumer perceptions of ethical behavior but provide limited insight into managerial decision-making processes. Additionally, empirical research on ethical frameworks tailored specifically to hospitality operations is limited. The growing influence of digital platforms and algorithmic decision-making also remains underexplored in hospitality ethics literature. These gaps highlight the need for further research and practical frameworks that address emerging ethical challenges in the industry.
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Research Design
This study adopts a qualitative research design based on a comprehensive review and critical analysis of existing academic literature and real-world hospitality case studies related to ethical decision-making. A qualitative approach is appropriate for this research because ethical decision-making involves subjective judgment, moral reasoning, and contextual interpretation, which cannot be adequately captured through quantitative measures alone. The study aims to develop an in-depth understanding of how hospitality organizations identify, evaluate, and respond to ethical dilemmas, and how these decisions influence reputation, customer trust, and organizational sustainability.
The research is interpretivist in nature, seeking to explore meanings, values, and ethical considerations embedded within managerial decision-making processes. This design allows the integration of ethical theories with practical business contexts, making it particularly suitable for hospitality studies where ethical challenges are often complex and multifaceted.

Data Collection Methods
Data were collected exclusively from secondary sources, including peer-reviewed journal articles, academic books, industry reports, and documented case studies of hospitality organizations. Academic databases such as Google Scholar, Scopus, Web of Science, and ScienceDirect were used to identify high-quality and relevant literature. Keywords included ethical decision-making, business ethics, hospitality ethics, overbooking, pricing transparency, employee treatment, guest safety, and ethical leadership.
In addition to academic literature, publicly available case studies and credible industry reports were reviewed to examine real-world ethical decisions and their outcomes. Case materials related to global hospitality brands and local hotel operations were included to ensure contextual diversity and practical relevance. Only sources from reputable publishers and journals were selected to maintain research credibility and academic rigor.

Sampling and Selection Criteria
A purposive sampling technique was employed to select literature and case studies that directly addressed ethical decision-making in hospitality settings. Inclusion criteria required that sources explicitly focus on ethics, corporate responsibility, leadership ethics, or ethical dilemmas within hospitality, tourism, or closely related service industries. Priority was given to peer-reviewed journal articles published within the last fifteen years to ensure contemporary relevance, while seminal ethical theory texts were included to establish foundational perspectives.
Sources lacking methodological transparency, academic credibility, or direct relevance to hospitality ethics were excluded. This selective approach ensured that the analysis was grounded in high-quality evidence and aligned with the assignment objectives.

Data Analysis
The collected data were analyzed using thematic analysis, a qualitative method that identifies and interprets recurring patterns and themes across data sources. This method was chosen for its effectiveness in synthesizing diverse theoretical and empirical insights. The analysis involved multiple stages, beginning with data familiarization, followed by coding of key ethical themes such as pricing transparency, employee welfare, guest safety, leadership integrity, and stakeholder responsibility.
Themes were then interpreted in relation to established ethical frameworks, including Stakeholder Theory and ethical decision-making models. This analytical process enabled a structured examination of how ethical challenges arise, how decisions are justified, and how outcomes affect organizational reputation and trust. Thematic analysis also facilitated the identification of gaps in existing literature and informed the development of a proposed ethical decision-making framework for hospitality businesses.

Ethical Considerations
As the study relied solely on secondary data, no direct interaction with human participants occurred. Therefore, ethical risks related to confidentiality, informed consent, or participant harm were minimal. Nevertheless, ethical research practices were maintained by accurately citing all sources, avoiding misrepresentation of findings, and ensuring objective interpretation. Academic integrity was upheld throughout the research process.

Limitations of the Methodology
Despite its strengths, this methodology has limitations. The reliance on secondary data restricts the ability to capture real-time managerial perspectives and organizational practices. Additionally, qualitative findings may not be generalizable across all hospitality contexts. However, the use of diverse, credible sources enhances the depth and applicability of the insights.
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1. Role of Ethical Decision-Making in Hospitality Organizations
The analysis of existing literature and hospitality case evidence reveals that ethical decision-making plays a foundational role in shaping organizational legitimacy and long-term performance. Hospitality organizations that integrate ethics into daily decision-making processes demonstrate stronger stakeholder trust, enhanced brand reputation, and greater operational stability. Ethical decision-making is not limited to compliance with laws and regulations; rather, it involves proactive moral judgment in situations where formal rules may be absent or insufficient.
Findings indicate that ethical decision-making influences both strategic and operational outcomes. At the strategic level, ethical considerations shape policies related to pricing transparency, safety standards, and employee welfare. At the operational level, frontline employees frequently make ethical judgments in real-time interactions with guests. Organizations that provide clear ethical guidelines and leadership support enable employees to make consistent and responsible decisions, reducing ethical ambiguity and service failures.

2. Addressing Ethical Challenges: Overbooking and Hidden Fees
Overbooking and pricing transparency emerge as two of the most prominent ethical challenges in the hospitality industry. The findings show that while overbooking is often justified as a revenue management practice, it is widely perceived as unethical when guests are not adequately informed or fairly compensated. Ethical decision-making in this context requires balancing financial objectives with guest rights and expectations.
Organizations that adopt transparent communication strategies—such as clear disclosure of overbooking policies and proactive compensation—are more likely to preserve customer trust. In contrast, deceptive practices, including hidden fees and misleading price displays, significantly damage organizational credibility. The analysis demonstrates that guests interpret hidden fees as intentional deception rather than operational necessity, leading to negative reviews, complaints, and reputational harm.
Ethical pricing practices are therefore identified as a critical determinant of customer trust. Hospitality businesses that prioritize transparency and fairness are better positioned to sustain long-term customer relationships, even in highly competitive markets.

3. Ethical Treatment of Employees
Employee treatment is identified as a core ethical issue with direct implications for service quality and organizational performance. The findings indicate that unethical labor practices—such as excessive workloads, unfair scheduling, wage inequality, and lack of job security—undermine employee morale and ethical behavior. Employees who perceive unfair treatment are more likely to disengage and, in some cases, engage in unethical service behaviors as a form of retaliation or coping.
Conversely, hospitality organizations that adopt ethical human resource practices experience positive outcomes, including higher employee commitment, reduced turnover, and improved service consistency. Ethical decision-making related to employee welfare includes fair compensation, safe working conditions, respectful management practices, and opportunities for employee voice. These practices contribute to an ethical internal culture that reinforces ethical behavior toward guests.
The analysis highlights that internal ethics and external ethics are interconnected. Organizations that neglect employee welfare often struggle to deliver ethical service experiences, demonstrating that ethical decision-making must encompass both employee-focused and guest-focused considerations.






4. Guest Safety and Data Protection
Guest safety emerges as a non-negotiable ethical responsibility in hospitality operations. The findings show that ethical failures related to safety—such as inadequate fire precautions, poor hygiene standards, or insufficient security—have severe consequences, including physical harm and long-term reputational damage. Ethical decision-making requires organizations to prioritize safety investments even when they increase operational costs.
In addition, data privacy and cybersecurity have become increasingly important ethical concerns due to the widespread use of digital booking platforms and customer data analytics. The analysis reveals that guests expect hospitality businesses to handle personal and financial data responsibly. Data breaches or misuse of customer information are perceived as ethical violations that significantly erode trust.
Organizations that implement robust data protection policies and transparent data usage practices demonstrate ethical responsibility and strengthen customer confidence. Ethical decision-making in digital contexts is therefore identified as a growing area of concern for hospitality managers.

5. Ethical Culture and Leadership Influence
Ethical culture and leadership are found to be central drivers of ethical decision-making in hospitality organizations. The findings indicate that ethical behavior is strongly influenced by leadership values and organizational norms. Leaders who consistently demonstrate integrity, fairness, and accountability establish ethical expectations that guide employee behavior.
Ethical leadership also encourages open communication and ethical voice, enabling employees to report unethical practices without fear of retaliation. This is particularly important in hospitality settings, where hierarchical structures and customer pressure may discourage ethical reporting. The analysis shows that organizations with strong ethical cultures experience fewer ethical breaches and higher levels of employee trust.
In contrast, leadership that prioritizes short-term profits over ethical considerations indirectly legitimizes unethical behavior. Such environments increase the likelihood of ethical violations, reputational crises, and regulatory penalties.

6. Impact of Ethical Decision-Making on Reputation and Customer Trust
The findings strongly support the link between ethical decision-making, organizational reputation, and customer trust. Ethical lapses are amplified by social media and online review platforms, leading to rapid and widespread reputational damage. Hospitality organizations that fail to address ethical concerns promptly often experience long-term declines in customer loyalty and market share.
Conversely, ethical decision-making enhances reputational resilience. Organizations perceived as ethical are more likely to retain customer trust during service failures or crises. Ethical behavior functions as a reputational safeguard, reinforcing brand credibility and consumer confidence.

7. Need for Structured Ethical Decision-Making Frameworks
A key finding of the analysis is the need for structured ethical decision-making frameworks within hospitality organizations. Managers frequently face complex dilemmas involving competing stakeholder interests, and reliance on intuition alone often leads to inconsistent decisions. Structured frameworks provide systematic approaches to evaluating ethical alternatives, stakeholder impacts, and long-term consequences.
The absence of formal ethical frameworks increases the risk of unethical behavior and organizational inconsistency. Therefore, the findings underscore the importance of integrating ethical decision-making models into managerial training and organizational governance.

Case Studies: Ethical Decision-Making in Hospitality Businesses 
1. Airbnb: Ethics, Trust, and Platform Responsibility
Airbnb operates as a digital hospitality platform that relies heavily on trust between hosts, guests, and the platform itself. Ethical decision-making has been central to Airbnb’s business model, particularly in relation to guest safety, discrimination, and pricing transparency. One major ethical challenge faced by Airbnb involved allegations of racial discrimination by hosts, which negatively affected the platform’s reputation and user trust. In response, Airbnb introduced stricter anti-discrimination policies, mandatory host education, and algorithmic changes to reduce biased decision-making.
From an ethical decision-making perspective, Airbnb’s response illustrates stakeholder-oriented reasoning. The company acknowledged its ethical responsibility toward marginalized guest groups and prioritized fairness and inclusion over short-term host autonomy. This ethical intervention improved brand reputation and demonstrated how ethical decisions can restore consumer trust in digital hospitality platforms. However, Airbnb has also faced criticism regarding hidden fees and inconsistent refund policies, particularly during crisis periods. These challenges highlight the ongoing ethical tension between platform profitability and transparency.



2. Marriott International: Ethical Leadership and Crisis Management
Marriott International provides a prominent example of ethical decision-making within a traditional hospitality organization. A key ethical challenge faced by Marriott involved a large-scale data breach that exposed sensitive customer information. The ethical implications extended beyond legal compliance to questions of transparency, accountability, and consumer trust.
Marriott’s ethical response included public disclosure, cooperation with regulators, and significant investment in cybersecurity infrastructure. While the breach damaged the company’s reputation in the short term, its transparent and corrective response helped rebuild customer confidence over time. This case illustrates how ethical decision-making during crises can mitigate reputational harm and demonstrate corporate responsibility.
Marriott has also emphasized ethical labor practices through codes of conduct, diversity initiatives, and employee well-being programs. These practices reinforce ethical culture internally and reduce the likelihood of unethical behavior toward guests. Overall, Marriott’s case demonstrates how ethical governance and leadership commitment influence long-term organizational credibility.



3. Local Hotels: Ethical Challenges and Resource Constraints
Local and independent hotels face ethical challenges similar to global chains but often operate with limited resources. Common ethical dilemmas include underreporting occupancy, compromising safety standards to reduce costs, and informal labor practices. In some cases, local hotels have faced reputational damage due to unsafe facilities or unfair employee treatment, highlighting the ethical risks of prioritizing short-term survival over ethical responsibility.
Conversely, many local hotels adopt ethical decision-making as a differentiation strategy. Ethical practices such as transparent pricing, community engagement, and fair employee treatment help build strong local reputations and customer loyalty. These cases demonstrate that ethical decision-making is not dependent on organizational size but on leadership values and ethical awareness.



Discussion 
The findings and case studies collectively demonstrate that ethical decision-making is a strategic necessity within the hospitality industry. Ethical challenges such as overbooking, hidden fees, employee treatment, and data privacy are not isolated operational issues but deeply connected to organizational reputation and customer trust. Consistent with ethical decision-making and stakeholder theories, the analysis shows that hospitality organizations must balance financial objectives with moral responsibilities to guests, employees, and society.
The case studies illustrate that ethical leadership and transparent decision-making significantly influence stakeholder perceptions. Organizations such as Airbnb and Marriott demonstrate that ethical responses to crises and social issues can restore trust and strengthen long-term brand equity. In contrast, failure to address ethical concerns promptly often results in reputational damage amplified by digital media and online review platforms.
Importantly, the discussion highlights that ethical decision-making should be embedded within organizational culture rather than treated as reactive compliance. Structured ethical frameworks, leadership role modeling, and ethical training are essential for guiding managerial judgment in complex situations. As hospitality environments become more digitized and globally interconnected, ethical decision-making will play an increasingly critical role in sustaining competitiveness and legitimacy.



Conclusion 
This assignment examined ethical decision-making in hospitality businesses, emphasizing its impact on organizational reputation, customer trust, and long-term sustainability. The analysis demonstrates that ethical decision-making is a multidimensional process involving leadership values, stakeholder considerations, and organizational culture. Hospitality managers regularly face ethical dilemmas where profitability may conflict with transparency, safety, or fairness, making structured ethical frameworks essential.
The findings confirm that ethical treatment of guests and employees strengthens trust, enhances service quality, and reduces reputational risk. Case studies further illustrate that ethical responses to challenges—such as discrimination, data breaches, and labor practices—can either damage or restore organizational credibility depending on managerial choices. Ethical decision-making therefore functions not only as a moral obligation but also as a strategic resource in the hospitality industry.
In conclusion, hospitality organizations that integrate ethical decision-making into leadership practices, operational policies, and organizational culture are better positioned to navigate complex dilemmas and maintain consumer trust. Ethical consistency, transparency, and accountability are fundamental to achieving sustainable success in an industry built on service relationships.
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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.




