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Recognition of “Equality” in the Hospitality Industry

—Synergy between the concept of Hospitality and Assertions —
Mayumi YASUMI

Abstract

The purpose of this study is to discuss the “Equality” between hospitality workers and their guests
to find out how to work lively with self-esteem and rewarding for the hospitality workers while
maintaining the culture of Japanese hospitality that is described as being gentle and polite.

Recently, the stress of hospitality workers had been increased due to excessive demands or
unreasonable and persistent complaints from their guests. Generally, hospitality workers tend to bottle
up their own emotions and comply with any requests of the guest because they think they have to
cherish the guests, and so that tend to lose self-esteem and reduce their motivation to work.

It is considered to be one of the causes of this problem that the lack of the concept of “equality”
between hospitality workers and guests.

Two possible reasons for the lack of equality between hospitality workers and guests in the
hospitality industry are thought. One is that education that partially interprets or misinterprets the
concept of "hospitality” instills that the guests perceive higher ranks in the relationship between
hospitality workers and guests. And the other is that the workers at service front is not taught how to
express themselves to build equal relationships with their guests. To find solutions to these problems, the
previous research on the concept of hospitality and assertion theory had been reviewed focusing on
“equality”, and the synergistic effect of these two concepts are discussed.

Key Words : Hospitality, Assertion, Equality, Communication, Relationship
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