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Connection between leadershipchange and management of service quality in the case of hotels

Quality management is getting more important in the field of services in the last years. The role of the leader is the key element in the successful operation of the quality management system as the literature says. That is why I am focusing in my research to the leader.
Quality is a very important factor in the competing environment for the company (in this case for a hotel), because it raises its business performance, so I think it is important to take the research question: how did realize the Hungarian hotels this fact. I focused on hotels where was a change in the person of the general manager in the last 5 years (changing the GM is a determining change process which could make a change in the quality management system as well in the middle-point with the new leader).
I made structural interviews in the frame of a qualitative research with 7 GMs of Central Transdanubian Hotels. The sampling method was non-probability quota selection.
I researched the quality definition of the GMs and there was a research question about the methods of the new arrangement which was made by the leaders to raise the quality in the hotel (if there was a change in the quality management system).



