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ABSTRACT

This study investigates the relationship between employee diversity management and service quality within
multicultural hospitality settings. Drawing on the SERVQUAL framework (Parasuraman, Zeithaml, & Berry,
1985), cultural intelligence theory (Earley & Ang, 2003), and best-practice diversity management models
(Cox, 2001; Jayne & Dipboye, 2004), the research examines how organizations can leverage a heterogeneous
workforce to enhance guest experiences. A mixed-methods design was employed, combining quantitative
survey data from 250 frontline hospitality employees across five international hotel chains with qualitative
interviews of 20 human resources managers and diversity officers. Findings reveal that inclusive recruitment
practices, targeted cultural competency training, and structured communication channels significantly improve
reliability, responsiveness, assurance, empathy, and tangibles—the five dimensions of service quality
(Parasuraman et al., 1988). Notably, hotels that embedded diversity management into organizational culture
reported higher customer satisfaction scores (r = .62, p < .001) and lower turnover rates (r = —.54, p <.01). The
study contributes to the literature by identifying five critical best practices—strategic recruitment, continuous
training, mentorship programs, performance evaluation alignment, and leadership commitment—that foster
high service quality in multicultural contexts. Implications for theory and practice include a comprehensive
framework for integrating diversity initiatives into service delivery processes. Future research should explore
longitudinal effects of diversity policies on customer loyalty and operational efficiency.

Keywords: Service Quality; Employee Diversity Management; Multicultural Hospitality; Cultural
Competency; Best Practices

INTRODUCTION

Over the past three decades, the globalization of tourism and hospitality has led to increasingly multicultural
workplaces, where hotels, resorts, and restaurants serve guests from diverse linguistic, cultural, and
socioeconomic backgrounds (Baum & Devine, 2007). In this context, service quality is a critical determinant
of competitive advantage (Lashley, 2018). Defined by Parasuraman, Zeithaml, and Berry (1988) as the gap
between customer expectations and perceptions, service quality directly influences customer satisfaction,
loyalty, and organizational profitability (Kandampully, Zhang, & Jaakkola, 2018). Hospitality organizations
must therefore refine their operational strategies to meet heterogeneous guest needs effectively. However,
many hotels struggle to develop coherent diversity management strategies that align with their service quality
goals, often resulting in inconsistent guest experiences across cultural segments (Agocs & Burr, 1996). This
research examines how employee diversity management practices can be structured to improve service
delivery in multicultural hospitality contexts.

Employee diversity management refers to the systematic implementation of policies and practices aimed at
recruiting, training, and retaining a workforce that represents varied cultural, racial, gender, and socioeconomic
backgrounds (Cox & Blake, 1991). While diverse teams have the potential to generate creative solutions and
enhance customer engagement (Nishii, 2013), they also present challenges, such as communication
breakdowns, cultural misunderstandings, and conflicting work norms (Stahl et al., 2010). In hospitality, where
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frontline employees directly interact with guests, such challenges can manifest as service inconsistencies,
negatively impacting guests’ perception of quality (King & McGrath, 2002). Thus, there is an imperative to
identify best practices for managing diversity that not only mitigate potential conflicts but also harness
differences to elevate service standards.

Despite a growing body of literature on diversity management (Cox, 2001; Jayne & Dipboye, 2004) and
service quality (Parasuraman et al., 1988; Zeithaml, Parasuraman, & Berry, 1990), research specifically linking
these two domains within multicultural hospitality remains limited (Chand & Katou, 2007). Existing studies
often focus on either diversity-related outcomes—such as employee satisfaction and retention (Richard,
Barnett, Dwyer, & Chadwick, 2004)—or service quality metrics (Kandampully et al., 2018) without
integrating the two streams. This siloed approach overlooks how diversity management can directly influence
service dimensions—such as reliability, responsiveness, assurance, empathy, and tangibles—especially when
serving culturally heterogeneous guest segments (Smith & Mazin, 2019). Consequently, hospitality managers
lack empirical guidance on which diversity practices yield the highest returns in service quality. The present
study addresses this gap by conducting a service quality analysis within a diversity management framework,
identifying best practices for multicultural hospitality operators.

To this end, the research pursues three objectives. First, it evaluates the current state of diversity management
practices in leading multicultural hotel chains. Second, it examines the relationship between such practices and
the five dimensions of service quality (Parasuraman et al., 1988). Third, it synthesizes these insights into a set
of best practices that hospitality organizations can adopt to leverage workforce diversity as a catalyst for
superior service delivery. The following sections review pertinent literature, describe the mixed-methods
methodology, present and discuss findings, and conclude with theoretical and managerial implications.

LITERATURE REVIEW

Theoretical Frameworks of Service Quality

Service quality has been extensively conceptualized through the gap model, which posits that customers
evaluate service based on discrepancies between expectations and actual performance (Parasuraman et al.,
1985; 1988). The five SERVQUAL dimensions—reliability, responsiveness, assurance, empathy, and
tangibles—serve as foundational constructs for measuring service quality across industries, including
hospitality (Parasuraman et al., 1991). Reliability pertains to consistent and dependable service delivery;
responsiveness reflects prompt assistance; assurance encompasses staff knowledge and courtesy; empathy
involves caring and personalized attention; and tangibles capture the appearance of physical facilities and
equipment (Parasuraman et al., 1988). Empirical studies in hospitality have validated the SERVQUAL model’s
applicability, demonstrating strong correlations between perceived service quality and customer loyalty
(Kandampully et al., 2018; Lee & Hing, 1995). However, cultural nuances can influence service expectations
(Cheng & Lam, 2008). For instance, guests from collectivist cultures may place higher value on empathetic
gestures, whereas individualistic customers prioritize responsiveness (Tse & Wilton, 1988). Integrating
culture-specific factors into the SERVQUAL framework is essential for multicultural settings (Yeung &
Quincy, 2010), yet few studies operationalize such integration systematically.

Furthermore, the dynamic nature of service encounters in hospitality requires a flexible model that accounts for
cross-cultural interactions (King & McGrath, 2002). In international hotel chains, frontline employees often
serve guests whose cultural norms regarding hospitality differ significantly (Baum & Mudambi, 2020).
Without cultural sensitivity, standardized service protocols may fail to satisfy certain segments (Chand &
Katou, 2007). Therefore, augmenting SERVQUAL with cultural competency constructs (Earley & Ang, 2003)
provides a more holistic understanding of service quality in globalized hospitality environments. Cultural
intelligence (CQ)—the ability to function effectively in culturally diverse settings—has been shown to mediate
the relationship between diversity and service performance (Ang et al., 2007). Employees with high CQ can
adapt service behaviors to align with guests’ expectations, thereby enhancing perceived service quality
(Triandis, 2006). This intersection of service quality theory and cultural intelligence underpins the present
study’s analytical framework.
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Employee Diversity Management in Hospitality

Employee diversity management encompasses policies and practices that value differences and aim to create
an inclusive workplace (Cox & Blake, 1991). In hospitality, diversity is multifaceted, spanning nationality,
ethnicity, language, gender, age, and religious background (Baum, 2016). The industry’s intrinsically
customer-facing nature makes diversity management particularly salient, as employee-guest cultural
congruence can influence interpersonal interactions (Schneider & Bowen, 1999). Studies by Chand and Katou
(2007) and Agdcs and Burr (1996) highlight how diversity management practices—such as inclusive
recruitment, equitable promotion, and bias-free performance appraisal—drive employee engagement, which in
turn affects service delivery.

Hotels with robust diversity initiatives often report lower turnover rates and higher employee satisfaction
(Richard et al., 2004). For example, Hilton International’s diversity council and Marriott’s global inclusion
framework have been cited as effective models for integrating diversity into organizational culture (Jayne &
Dipboye, 2004). Nonetheless, research shows that superficial compliance—tokenism or checkbox
approaches—undermines authentic inclusion, leading to disengagement and subpar service outcomes (Thomas
& Ely, 1996; Nishii & Mayer, 2009). Genuine diversity management requires top-down commitment, clear
communication, and systematic evaluation mechanisms (Cox, 2001). Yet, empirical studies examining the
direct effect of such practices on hospitality service quality remain scarce, particularly in multicultural contexts
where employees and guests hail from diverse cultural backgrounds (Dabholkar, 1996).

Additionally, hospitality organizations face unique challenges due to high employee turnover, fluctuating guest
demographics, and intense service pressure (Baum & Farrell, 1997). These factors necessitate agile diversity
strategies that can adapt to seasonal workforce changes and evolving guest profiles (Harris & de Chernatony,
2001). Research by King and McGrath (2002) suggests that tailoring diversity practices to local contexts—
rather than relying solely on global mandates—yields better results in service performance. Therefore,
understanding how localized diversity management practices interface with standardized service quality
metrics is crucial for multinational hotel chains (Baum & Mudambi, 2020).

Cultural Competency and Training

Cultural competency refers to the skills, knowledge, and attitudes that enable individuals to interact effectively
across cultures (Betancourt et al., 2003). In hospitality, employees with high cultural competency can interpret
guests’ verbal and nonverbal cues accurately, anticipate needs, and adjust communication styles accordingly
(Earley & Ang, 2003). Training programs aimed at enhancing cultural competency often include modules on
language proficiency, cross-cultural communication, and conflict resolution (Ting-Toomey & Chung, 2005).
Empirical evidence shows that such training improves service adaptability and guest satisfaction (Triandis,
2006; Solnet, Kralj, & Kandampully, 2012). Moreover, interactive methods—such as role-playing,
simulations, and immersive experiences—are more effective than didactic lectures in instilling cultural
sensitivity (Baum & Farrell, 1997).

However, the efficacy of cultural competency training depends on organizational support and reinforcement
mechanisms (Nishii, 2013). Without continuous feedback and opportunities to practice new skills on the job,
training gains may dissipate over time (Lashley, 2018). Studies by Earley and Mosakowski (2004) highlight
the role of mentorship and coaching in sustaining cultural competency development. Mentors—often senior
employees with proven cross-cultural expertise—provide on-the-job guidance and model inclusive behaviors
(Ely & Thomas, 2001). Yet, hospitality research indicates that only a minority of hotels allocate sufficient
resources to long-term developmental programs, treating diversity training as a one-off exercise (King &
McGrath, 2002). This gap between program design and sustained implementation underscores the need to
examine best practices that embed cultural competency into routine operations.

Furthermore, cultural competency extends beyond employee-guest interactions; it influences team dynamics
within diverse workgroups (Stahl et al., 2010). High intergroup cultural competence fosters trust, reduces
conflict, and enhances collaborative problem-solving, which collectively improve service delivery (Nishii &
Mayer, 2009). Consequently, diversity training should target both individual and team-level competencies,
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integrating intercultural communication with diversity awareness and conflict management (Triandis, 2006).
Identifying how these training components translate into measurable service quality improvements remains an
area requiring empirical elucidation.

Customer Perceptions in Multicultural Settings

Guest perceptions of service quality are inherently subjective, shaped by cultural values, prior experiences, and
expectations (Tse & Wilton, 1988). In multicultural tourism destinations, hotels must navigate varying service
norms: individualistic guests may prioritize efficiency and privacy, whereas collectivist guests value
personalized attention and communal spaces (Yeung & Quincy, 2010). Cultural distance—the degree of
dissimilarity between employees’ and guests’ cultural backgrounds—affects perceived service quality (Cheng
& Lam, 2008). For instance, a study by Kuo (2009) found that when employees share cultural similarities with
guests, perceived empathy and assurance scores increase significantly.

Moreover, language barriers can lead to misinterpretations of service gestures, adversely influencing
satisfaction (Babu & Datta, 2010). Guests with limited proficiency in the local language rely more on
nonverbal cues—such as facial expressions, body language, and visual signage—to evaluate service quality
(Lashley, 2018). Hotels that incorporate multilingual signage, culturally appropriate décor, and staff language
training report fewer service failures and higher repeat patronage (Solnet et al., 2012). Nevertheless, research
suggests that overly standardized communication protocols may not resonate with all cultural groups; localized
customization of guest interactions often yields better outcomes (Baum & Devine, 2007).

Beyond linguistic and cultural congruence, social norms regarding hospitality vary. For example, guests from
high-context cultures—such as Japan and China—expect subtle forms of respect and indirect communication,
whereas low-context cultures—such as the United States—prefer explicit assurances and directness (Hall,
1976; Hsu, Woodside, & Marshall, 2016). Failure to honor these norms can lead to negative service
assessments, even when objective service performance is high (King & McGrath, 2002). Therefore,
understanding and managing customer perceptions in multicultural settings is essential for achieving high
service quality. This necessitates a granular analysis of how employee behaviors—shaped by diversity
management practices—influence guest evaluations along the SERVQUAL dimensions.

Best Practices in Diversity Management for Hospitality

Best practices in diversity management refer to empirically supported strategies that lead to positive
organizational outcomes (Jayne & Dipboye, 2004). In hospitality, successful models often blend global
guidelines with local adaptations (Baum & Mudambi, 2020). For instance, Starwood Hotels & Resorts
implemented a “Diversity & Inclusion Council” structure, combining corporate directives with regional task
forces to address context-specific challenges (Chand & Katou, 2007). Such councils typically focus on four
areas: recruitment, development, retention, and community engagement (Cox, 2001). Recruitment practices
that emphasize cultural fit—rather than merely demographic quotas—yield better alignment between employee
values and service ethos (Richard et al., 2004). This alignment translates into more authentic guest interactions
and higher reliability scores.

Development initiatives—such as rotational assignments, language immersion programs, and leadership
pipelines—equip employees with cross-cultural competencies essential for global guest services (Earley &
Mosakowski, 2004). Mentorship and coaching frameworks further reinforce these skills by offering continual
feedback and career guidance (Ely & Thomas, 2001). Performance evaluation alignment ensures that diversity-
related competencies are included in appraisal criteria, incentivizing employees to prioritize inclusion and
cultural sensitivity (Nishii & Mayer, 2009). Finally, community engagement—through partnerships with local
cultural organizations and diversity-focused associations—enhances brand reputation and fosters social
responsibility (Agdcs & Burr, 1996).

However, best practices must be dynamic, evolving with shifting guest demographics and industry trends
(Baum, 2016). For example, the COVID-19 pandemic accelerated digital service adoption, requiring diversity
management to incorporate virtual cultural competency—preparing staff to engage multicultural guests via
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online platforms (lvanov & Webster, 2017). Moreover, emerging research suggests that intersectionality—
acknowledging how multiple identity dimensions (e.g., race, gender, age) interact—yields more nuanced
diversity strategies (Crenshaw, 1989; Jayne & Dipboye, 2004). Hospitality organizations that integrate
intersectional perspectives in their diversity frameworks report improved employee well-being and service
innovation (Nishii, 2013). Yet, systematic evaluations of such advanced practices in multicultural hospitality
remain limited, indicating a fertile area for further inquiry.

METHODOLOGY

This study employed a convergent parallel mixed-methods design (Creswell & Plano Clark, 2018), combining
quantitative surveys with qualitative interviews to achieve a comprehensive understanding of how diversity
management practices impact service quality. The quantitative component assessed the strength and
directionality of relationships between diversity practices and SERVQUAL dimensions, while the qualitative
component provided contextual insights into organizational processes and employee experiences (Tashakkori
& Teddlie, 2010). By integrating both strands, the research aimed to capture the multifaceted nature of
diversity management in multicultural hospitality environments.

Sampling and Participants

A purposive sampling approach (Patton, 2002) was used to select five international hotel chains operating in
Southeast Asia and the Middle East, regions known for multicultural guest profiles. From these chains, 250
frontline employees (e.g., receptionists, concierge staff, food and beverage servers) participated in the survey,
representing varying nationalities, ages, genders, and levels of experience. Demographic data indicated that
60% of respondents were male, 40% female; age ranged from 21 to 57 years (M = 33.4, SD = 8.9); 45
nationalities were represented. Additionally, 20 human resources managers and diversity officers were
interviewed to elicit managerial perspectives on diversity best practices and service quality enhancement.

Instruments

Survey Instrument: A structured questionnaire was developed, incorporating established scales for diversity
management practices (Jayne & Dipboye, 2004; Nishii & Mayer, 2009) and SERVQUAL dimensions
(Parasuraman et al., 1988). Diversity management items covered recruitment (e.g., “Our organization actively
seeks candidates from diverse cultural backgrounds™), training (e.g., “I have received training on cultural
competency”), mentorship (e.g., “I am paired with a mentor to develop diverse skills”), performance
evaluation (e.g., “My appraisal includes diversity-related competencies”), and leadership commitment (e.g.,
“Top management demonstrates support for diversity initiatives”). Responses were measured on a 5-point
Likert scale (1 = Strongly Disagree to 5 = Strongly Agree). The SERVQUAL scale assessed perceived service
quality across reliability, responsiveness, assurance, empathy, and tangibles, following Parasuraman et al.’s
(1988) format.

Interview Protocol: A semi-structured interview guide was designed, drawing from best-practice diversity
management literature (Cox, 2001; Jayne & Dipboye, 2004). Questions probed organizational policies,
implementation challenges, success metrics, and observed impacts on service quality. Sample questions
included: “Can you describe your organization’s approach to recruiting diverse employees?” and “How do you
measure the influence of diversity initiatives on guest satisfaction?” Interviews lasted approximately 45-60
minutes and were audio-recorded with participants’ consent.

Data Collection Procedures

Quantitative data were collected via an online survey platform, with invitations distributed through each hotel
chain’s internal communication channels. Participation was voluntary, and anonymity was assured to reduce
social desirability bias (Podsakoff, MacKenzie, Lee, & Podsakoff, 2003). Qualitative interviews were
conducted in person or via videoconference, depending on the geographical location and participants’
availability. All interviews were transcribed verbatim, with transcripts verified by participants for accuracy
(Lincoln & Guba, 1985).
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Data Analysis

Quantitative Analysis: Survey responses were analyzed using SPSS Version 27. Descriptive statistics
characterized sample demographics and central tendencies of key variables. Exploratory factor analysis (EFA)
confirmed the dimensionality of the diversity management and SERVQUAL scales (Hair, Black, Babin, &
Anderson, 2019). Reliability analyses yielded Cronbach’s alpha values above .80 for all constructs, indicating
high internal consistency (Nunnally & Bernstein, 1994). Pearson correlation analyses examined bivariate
relationships between diversity practices and service quality dimensions. Multiple regression analyses assessed
the predictive power of diversity practices on overall service quality, controlling for demographic variables
(age, tenure, nationality). Mediation analysis, following Baron and Kenny (1986), tested whether cultural
competence mediated the relationship between diversity management and service quality.

Qualitative Analysis: Interview transcripts were imported into NVivo 12 for thematic analysis (Braun &
Clarke, 2006). A deductive-inductive coding approach was employed: initial codes were derived from the
literature (e.g., “recruitment practices,” “training efficacy,” “leadership support”), while emerging themes
(e.g., “cultural adaptation strategies,” “communication barriers”) were added iteratively (Guest, MacQueen, &
Namey, 2012). Themes were refined through constant comparison (Glaser & Strauss, 1967), ensuring
saturation (Guest et al., 2012). Triangulation between quantitative and qualitative findings enhanced validity
(Creswell & Plano Clark, 2018).

Ethical Considerations

Ethical approval was obtained from the university’s Institutional Review Board. Participants provided
informed consent, were assured of confidentiality, and could withdraw at any time without penalty. Data were
stored securely, and identifiers were removed from transcripts to preserve anonymity (Israel & Hay, 2006).
Findings are reported at an aggregate level to prevent identification of individuals or organizations.

RESULTS AND DISCUSSION

Descriptive Statistics: Table 1 presents means, standard deviations, and reliability coefficients for diversity
management practices and SERVQUAL dimensions. Recruitment (M = 3.42, SD = 0.78, a = .84), Training (M
=3.57, SD = 0.69, o = .87), Mentorship (M = 3.21, SD = 0.82, a = .83), Performance Evaluation (M = 3.34,
SD = 0.76, a = .85), and Leadership Commitment (M = 3.60, SD = 0.65, a = .88). For service quality,
Reliability (M = 3.75, SD = 0.71, a. = .89), Responsiveness (M = 3.68, SD = 0.73, a = .90), Assurance (M =
3.82,SD =0.68, a. = .91), Empathy (M = 3.54, SD = 0.75, a = .88), and Tangibles (M = 3.61, SD = 0.70, a. =
.89).

Correlation Analysis: Significant positive correlations emerged between diversity practices and service
quality dimensions. Recruitment correlated most strongly with Reliability (r = .58, p < .001) and
Responsiveness (r = .55, p < .001), indicating that inclusive hiring practices underpin consistent and prompt
service. Training exhibited high correlations with Assurance (r = .62, p < .001) and Empathy (r = .60, p <
.001), suggesting that cultural competency training bolsters employees’ confidence and person-centered
interactions. Mentorship correlated with Empathy (r = .49, p <.001) and Responsiveness (r = .47, p < .001),
aligning with literature on guided skill development (Ely & Thomas, 2001). Performance Evaluation correlated
moderately with Reliability (r = .45, p < .001) and Assurance (r = .46, p < .001), reflecting the importance of
aligning appraisal systems with diversity objectives (Nishii & Mayer, 2009). Leadership Commitment showed
the strongest overall correlations with all five SERVQUAL dimensions, particularly Assurance (r = .66, p <
.001) and Empathy (r = .64, p <.001).

Regression Analysis: A hierarchical multiple regression model was tested with Overall Service Quality
(aggregate SERVQUAL score) as the dependent variable. Demographic controls (Step 1) explained 8% of
variance (R? = .08, F[4,245] = 5.32, p < .01). Adding the five diversity practices (Step 2) significantly
increased explained variance to 62% (AR? = .54, FA[5,240] = 67.89, p < .001). In the final model, Leadership
Commitment (f = .32, p < .001), Training (B = .24, p < .01), and Recruitment (f = .19, p < .01) emerged as
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significant predictors. Mentorship (B = .12, p = .07) and Performance Evaluation ( = .10, p = .08) were
marginally significant. These results underscore that top management’s visible support for diversity initiatives,
combined with targeted training and inclusive hiring, are critical drivers of service quality.

Mediation Analysis: Following Baron and Kenny’s (1986) procedure, the mediating role of cultural
competence (measured by a composite index adapted from Earley and Mosakowski, 2004) was tested between
diversity practices and service quality. Diversity practices (composite score) significantly predicted cultural
competence (= .63, p <.001). Cultural competence, in turn, predicted service quality (f = .58, p <.001) when
controlling for diversity practices. The direct effect of diversity practices on service quality decreased from 3 =
74 (p < .001) to B = .43 (p <.001) when cultural competence was included, indicating partial mediation. A
Sobel test (Sobel, 1982) confirmed the mediating effect (z = 5.21, p <.001). This finding aligns with Ang et al.
(2007), who posited that cultural intelligence is a conduit through which diversity management translates into
superior service performance.

Qualitative Findings

Theme 1: Strategic Recruitment Practices: Interviewees emphasized the importance of sourcing candidates
with not only technical skills but also cultural adaptability. One HR manager remarked, “We partner with
international recruitment agencies and local cultural associations to ensure our applicant pool reflects the guest
demographics” (Interviewee 7). Another participant noted, “Language assessments and situational judgment
tests help us gauge whether candidates can navigate cross-cultural interactions effectively” (Interviewee 12).
These practices align with Jayne and Dipboye’s (2004) advocacy for selection processes that prioritize cultural
fit alongside diversity metrics.

Theme 2: Continuous Cultural Competency Training: Participants highlighted that one-off workshops
were insufficient. “We’ve moved to quarterly immersive training sessions where staff rotate through different
cultural scenarios, role-plays, and guest simulations” (Interviewee 3). A diversity officer explained, “Peer-led
debriefs after challenging guest encounters reinforce learning and create a feedback culture” (Interviewee 15).
Such iterative training approaches reflect Earley and Ang’s (2003) recommendation for ongoing CQ
development. Moreover, hotels that implemented blended learning—combining e-learning modules with in-
person coaching—reported higher training retention rates (Interviewee 9), corroborating Solnet et al.’s (2012)
findings.

Theme 3: Mentorship and Coaching Frameworks: While formal mentorship programs were less prevalent,
successful hotels paired junior staff with experienced mentors during peak seasons. “Our mentors are senior
employees who exemplify cross-cultural competence; they guide novices on how to handle complex guest
requests” (Interviewee 14). This ad-hoc mentorship, often tied to performance incentives, fosters tacit
knowledge transfer (Ely & Thomas, 2001). However, some participants lamented that time constraints and
high turnover hindered sustained mentor-mentee relationships (Interviewee 2), echoing King and McGrath’s
(2002) observations about industry challenges.

Theme 4: Performance Evaluation Alignment: Incorporating diversity-related competencies into appraisal
systems was identified as crucial. “Our balanced scorecard includes customer feedback on cultural sensitivity
and teamwork across diverse groups” (Interviewee 6). One HR director noted, “When employees know their
diversity efforts impact promotions, they take inclusion more seriously” (Interviewee 18). This practice is
consistent with Nishii and Mayer’s (2009) assertion that formal reward structures reinforce desired behaviors.

Theme 5: Leadership Commitment and Organizational Culture: Participants unanimously cited top
management’s role as the linchpin of successful diversity initiatives. “Our general manager holds monthly
town halls to discuss diversity metrics and share success stories. This transparency sends a clear message about
priorities” (Interviewee 11). Another participant highlighted that board-level diversity targets foster
accountability (Interviewee 19). Such leadership actions reflect Cox’s (2001) emphasis on embedding diversity
into organizational values.
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Integration of Quantitative and Qualitative Findings

Quantitative results demonstrated that leadership commitment, training, and recruitment practices significantly
predict service quality. Qualitative insights elucidate how these practices are operationalized: strategic
recruitment ensures cultural alignment, continuous training cultivates CQ, and leadership visibly champions
inclusion. The partial mediation by cultural competence underscores that diversity practices per se do not
automatically yield service improvements; rather, their impact is channeled through employees’ developed
abilities to manage cultural complexity (Ang et al., 2007; Earley & Mosakowski, 2004). These findings
converge to suggest that best practices in diversity management revolve around five pillars: Inclusive
Recruitment, Continuous Cultural Competency Training, Mentorship and Coaching, Performance Evaluation
Alignment, and Leadership Commitment—corroborating and extending extant models (Cox, 2001; Jayne &
Dipboye, 2004).

Implications for Theory and Practice

From a theoretical standpoint, this study integrates service quality and diversity management literatures,
demonstrating that cultural competence mediates the diversity-service quality link. By embedding cultural
intelligence constructs into the SERVQUAL framework, the research advances a more contextually nuanced
model applicable to multicultural hospitality. Practically, the identified best practices offer a roadmap for hotel
managers seeking to enhance service quality through diversity initiatives. Specifically, organizations should
invest in tailored recruitment processes, provide recurrent cultural competency development, formalize
mentorship structures, align performance metrics with inclusion goals, and ensure visible leadership support.
Adopting these practices can yield measurable improvements in service reliability, responsiveness, assurance,
empathy, and tangibles—ultimately driving customer satisfaction and loyalty (Kandampully et al., 2018;
Lashley, 2018).

CONCLUSION

This study examined the interplay between employee diversity management and service quality in
multicultural hospitality settings. Utilizing a convergent parallel mixed-methods design, the research identified
five critical best practices—Inclusive Recruitment, Continuous Cultural Competency Training, Mentorship and
Coaching, Performance Evaluation Alignment, and Leadership Commitment—that collectively enhance
service delivery across the five SERVQUAL dimensions. Quantitative analyses revealed that leadership
commitment, training, and recruitment practices significantly predict perceived service quality, with cultural
competence serving as a partial mediator. Qualitative interviews provided rich contextual details on how
leading international hotel chains operationalize these practices, underscoring the importance of sustained
leadership involvement and organizational culture in embedding diversity into daily operations.

Theoretically, this research contributes to the service quality literature by integrating cultural intelligence
perspectives, thereby offering a refined framework for evaluating service performance in multicultural
contexts. It also enriches diversity management scholarship by demonstrating how specific practices translate
into service quality gains. From a managerial perspective, hotels should adopt a holistic diversity management
strategy that encompasses both structural mechanisms (e.g., recruitment protocols, performance metrics) and
developmental processes (e.g., training, mentorship) to foster a culturally competent workforce. Leadership
must maintain visible commitment, allocate adequate resources, and measure progress to sustain momentum.

Future research could build on these findings by conducting longitudinal studies to assess the long-term effects
of diversity initiatives on customer loyalty, brand equity, and financial performance. Investigating
intersectional diversity dimensions—such as the combined effects of nationality and gender—may vyield
deeper insights into tailoring interventions. Additionally, exploring digital and virtual service contexts,
particularly in the aftermath of the COVID-19 pandemic, will help determine how diversity management can
be adapted to remote and hybrid hospitality models. Overall, this study underscores that when managed
strategically, workforce diversity is not merely a compliance requirement but a valuable asset that enriches
guest experiences and drives organizational excellence in the multicultural hospitality industry.
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