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Human Resource Management Practices and Their Influence on 
Service Excellence in Luxury Hotels: Evidence from Chennai City 

ABSTRACT
Human Resource Management (HRM) is essential for achieving service excellence in the hospitality sector, 
especially in luxury hotels where guest expectations are notably high. This research explores the impact of HRM 
practices on service excellence in luxury hotels situated in Chennai City. The study underscores important HRM 
elements, such as recruitment and selection, employee training and development, performance assessment, 
compensation and rewards, employee engagement, and retention strategies. A quantitative research approach is 
suggested to analyze the connection between HRM practices and service quality outcomes. Primary data gathered 
from employees of selected luxury hotels offer insights into how effective HRM initiatives enhance employee 
motivation, commitment, productivity, and customer satisfaction. The findings indicate that well-organized HRM 
practices significantly improve employees’ service orientation, leading to better guest experiences and increased 
organizational competitiveness. Continuous training, fair performance evaluations, recognition programs, and 
supportive leadership are recognized as vital components that foster service excellence. The study highlights 
the strategic significance of aligning HRM with organizational objectives to maintain a competitive edge in the 
luxury hospitality industry. The results provide valuable insights for hotel managers, policymakers, and hospitality 
professionals aiming to enhance workforce capabilities and uphold international service standards in Chennai’s 
rapidly growing luxury hotel market.

KEYWORDS : Human Resource Management-Luxury Hotels- Service Excellence- Employee Performance- 
Chennai City.

INTRODUCTION

The global hospitality sector has undergone 
significant changes in the past decade due to 

advancements in technology, globalization, evolving 
customer expectations, and heightened competition. 
Among the various segments within hospitality, luxury 
hotels exemplify the pinnacle of accommodation 
and personalized service. Guests at luxury hotels 
anticipate exceptional comfort, swift responses, tailored 
experiences, and impeccable service delivery. In 
contrast to manufacturing sectors where products dictate 
organizational success, hospitality entities primarily 
depend on human resources to craft unforgettable 
guest experiences. As a result, HRM has emerged as 

a critical organizational function within luxury hotels. 
Human Resource Management involves a wide array of 
organizational activities aimed at recruiting, developing, 
motivating, assessing, and retaining employees. Effective 
HRM guarantees that employees possess the necessary 
knowledge, skills, and attitudes to consistently provide 
outstanding service. In luxury hotels, employees act as 
the organization’s representatives, as every interaction 
between staff and guests shapes customer perceptions, 
satisfaction, and loyalty. Thus, investing in human 
resources directly enhances organizational performance 
and long-term competitiveness. The hospitality industry 
is notably labor-intensive. Front office staff, concierge 
personnel, food and beverage experts, housekeeping 
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a focus on work-life balance all contribute to enhanced 
employee satisfaction. Hospitality organizations are 
increasingly aware that satisfied employees lead to 
satisfied customers. As a result, initiatives aimed at 
employee welfare have become integral to strategic 
human resource management. Employee engagement 
has surfaced as a key factor influencing organizational 
success. Engaged employees exhibit greater 
commitment, emotional investment, creativity, and 
a readiness to surpass customer expectations. Human 
resource management practices such as participative 
management, open communication, empowerment, 
recognition, and supportive leadership cultivate a 
positive organizational culture. These initiatives help 
to reduce absenteeism, enhance teamwork, and bolster 
organizational citizenship behaviour. The retention of 
skilled employees poses a significant challenge in the 
hospitality sector due to high labor mobility and fierce 
competition. Luxury hotels incur substantial costs 
related to employee turnover, which include recruitment 
expenses, training costs, productivity declines, and 
inconsistencies in service. Implementing effective 
retention strategies that encompass career development, 
mentoring, leadership opportunities, employee 
wellness programs, and competitive compensation 
enables organizations to retain experienced staff while 
safeguarding institutional knowledge. Technological 
advancements have significantly altered HRM practices 
within luxury hotels. Innovations such as artificial 
intelligence, cloud-based HR information systems, 
e-learning platforms, digital performance management, 
workforce analytics, and automated recruitment tools 
enhance operational efficiency and improve employee 
experiences. Technology empowers hotel managers 
to make data-driven HR decisions that bolster 
organizational performance. Chennai has established 
itself as one of India’s premier hospitality hubs, driven 
by robust economic growth, medical tourism, a thriving 
information technology sector, automobile industries, 
esteemed educational institutions, rich cultural heritage, 
and active international business engagements. The city 
is home to numerous globally recognized luxury hotel 
brands, including Taj, ITC, Marriott, Hyatt, Hilton, The 
Leela Palace, Radisson Blu, and The Westin. These 
establishments primarily compete on the basis of service 
excellence rather than solely on physical infrastructure. 

teams, chefs, guest relations officers, and management 
collectively influence service quality. Their expertise, 
communication abilities, emotional intelligence, cultural 
sensitivity, and professional conduct play a crucial role 
in determining guest satisfaction. Consequently, Human 
Resource Management transcends mere administrative 
tasks and takes on a strategic function in organizational 
growth.

Recruitment and selection constitute the foundation 
of effective HRM. Luxury hotels seek individuals 
possessing not only technical competencies but also 
interpersonal skills, customer orientation, adaptability, 
and professional ethics. Scientific recruitment methods 
ensure that suitable candidates are appointed for 
appropriate positions, thereby reducing employee 
turnover and improving operational efficiency. 
Structured interviews, competency-based assessments, 
behavioural evaluations, and psychometric testing have 
become increasingly common in recruiting hospitality 
professionals. Employee training and development 
represent another essential HRM function. Luxury 
hotels continuously invest in induction programmes, 
customer relationship management training, 
communication skills, language proficiency, cross-
cultural awareness, digital hospitality systems, crisis 
management, and leadership development. Regular 
training equips employees to manage changing customer 
expectations while maintaining consistent service 
standards. Organizations that prioritize continuous 
learning generally achieve higher productivity, reduced 
operational errors, and stronger customer satisfaction. 
Performance appraisal enables hotel management 
to evaluate employee contributions systematically. 
Modern appraisal systems incorporate measurable 
performance indicators, customer feedback, behavioural 
competencies, teamwork, leadership qualities, and 
service innovation. Transparent performance evaluation 
encourages accountability while providing employees 
with opportunities for professional growth. Constructive 
feedback also facilitates career planning and succession 
management.

Compensation and reward systems play a crucial role in 
shaping employee motivation and retention. Competitive 
salaries, performance incentives, recognition programs, 
health benefits, opportunities for career advancement, and 
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Consequently, human resources are regarded as the 
most valuable strategic asset in Chennai’s luxury 
hotel industry. Rising customer expectations have 
heightened the significance of personalized services, 
emotional intelligence, multilingual communication, 
sustainability practices, and digital guest experiences. 
Employees are anticipated to respond swiftly to guest 
requests while upholding professionalism across 
various operational conditions. HRM practices play a 
crucial role in preparing employees to effectively meet 
these expectations. Despite substantial investments in 
physical infrastructure and technological advancements, 
many hospitality organizations still face challenges 
related to employee turnover, skill shortages, work-
related stress, talent retention, employee engagement, 
and service consistency. These challenges have a 
direct impact on guest satisfaction and organizational 
profitability. Therefore, understanding how HRM 
practices contribute to service excellence is vital for 
achieving sustainable organizational success.

REVIEW OF LITERATURE 
Sharma & Gupta (2024) highlighted the crucial role 
of Human Resource Management (HRM) practices 
in enhancing service excellence within luxury hotels. 
Their research indicated that effective recruitment and 
selection processes enable hotels to employ individuals 
with the appropriate skills and a strong customer-service 
focus. Additionally, thorough induction and ongoing 
training programs enhance employees’ communication 
skills, technical expertise, and problem-solving 
capabilities, which in turn leads to increased guest 
satisfaction. Numerous studies have also underscored 
the importance of employee engagement and motivation 
in driving organizational performance. Hotels that 
implement equitable performance appraisals, attractive 
compensation packages, and recognition programs 
tend to experience reduced employee turnover and 
heightened commitment. The studies concluded that 
strategic HRM practices significantly boost employee 
performance, customer satisfaction, and the competitive 
edge of luxury hotels.

Kumar et al. (2025) examined the integration of digital 
technologies within Human Resource Management. 
Their research revealed that numerous luxury hotels 
have embraced Human Resource Information Systems 

(HRIS), online recruitment platforms, and e-learning 
initiatives to enhance workforce management. These 
technological advancements have contributed to a 
reduction in recruitment duration, improved employee 
training, and increased overall organizational efficiency. 
Furthermore, the studies indicated that leadership 
support, employee empowerment, and opportunities 
for career development positively impact service 
quality. Employees who receive ongoing training and 
constructive performance feedback exhibit higher job 
satisfaction levels and provide exceptional customer 
service. The findings underscored that effective HRM 
practices are essential for achieving service excellence 
in the hospitality sector.

Mayuri et al. (2026) emphasized the increasing 
significance of sustainable Human Resource 
Management within luxury hotels. The researchers found 
that programs focused on employee well-being, flexible 
work arrangements, diversity and inclusion initiatives, 
and green HRM practices contributed to enhanced 
employee satisfaction and organizational commitment. 
Hotels that prioritized employee welfare experienced 
improved service quality and greater customer loyalty. 
Additionally, the studies indicated a rising trend in 
the use of artificial intelligence and data analytics for 
recruitment, performance evaluations, and employee 
training. These advancements enabled managers to 
make more informed HR decisions and boost employee 
productivity. In summary, the research concluded that 
the integration of contemporary HRM practices with 
technological advancements greatly improves service 
excellence and organizational performance in luxury 
hotels.

LOGICAL BACKGROUND OF THE 
STUDY 
The success of the hospitality industry is significantly 
reliant on the competence and service behavior of its 
employees. In contrast to manufacturing sectors, hotel 
services are produced and consumed at the same time, 
making employee performance a crucial factor in 
determining customer satisfaction. Luxury hotels, in 
particular, depend on highly skilled, motivated, and 
customer-focused staff who can provide personalized 
services that surpass guest expectations. The luxury 
hotel industry in Chennai has experienced significant 
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growth due to rising business travel, medical tourism, 
international conferences, and leisure tourism. 
This expanding market has heightened competition 
among hotels, forcing organizations to set themselves 
apart primarily through exceptional service quality. 
Despite substantial investments in infrastructure and 
technology, a sustainable competitive advantage is 
predominantly reliant on human resources. Employees 
who benefit from ongoing training, fair performance 
assessments, recognition, and opportunities for career 
advancement are more inclined to deliver outstanding 
guest experiences. Therefore, investigating the impact 
of HRM practices on service excellence is both 
academically pertinent and practically important. This 
study adds to the hospitality management literature by 
offering empirical data from Chennai’s luxury hotel 
sector and provides strategic insights for improving 
organizational performance through effective human 
resource management.

STATEMENT OF THE PROBLEM 
The luxury hotel sector in Chennai functions within a 
fiercely competitive landscape, where the excellence of 
service significantly influences customer satisfaction 
and overall business success. Human Resource 
Management (HRM) practices, including recruitment, 
training, performance evaluation, compensation, 
employee engagement, and retention, are crucial for 
improving employee performance and service quality. 
Nevertheless, numerous luxury hotels still encounter 
obstacles such as high employee turnover, skill 
shortages, inconsistent service standards, and evolving 
customer expectations. It is essential to investigate how 
effective HRM practices impact service excellence in 
Chennai’s luxury hotels and to identify strategies that 
can enhance employee performance, guest satisfaction, 
and the competitiveness of the organization.

NATIONAL STATUS 
The hospitality sector in India has emerged as one of the 
most rapidly expanding areas of the economy, playing 
a crucial role in job creation, tourism enhancement, and 
foreign exchange revenue. The luxury hotel segment 
has experienced significant growth driven by rising 
domestic tourism, international visitors, business 
travel, medical tourism, and government initiatives 

such as Incredible India, Dekho Apna Desh, and the 
Swadesh Darshan Scheme. Prominent metropolitan 
areas including Chennai, Mumbai, Delhi, Bengaluru, 
Hyderabad, and Kolkata have seen considerable 
development in luxury hotel infrastructure, attracting 
both domestic and international hotel brands. HRM 
has evolved into a strategic function within India’s 
hospitality sector, as the quality of service is heavily 
reliant on the knowledge, skills, and customer-focused 
behavior of employees. Renowned luxury hotels such 
as Taj Hotels, ITC Hotels, Oberoi Hotels, The Leela, 
Marriott, Hyatt, Hilton, Radisson Blu, and Accor have 
adopted extensive HRM practices aimed at enhancing 
service quality and organizational effectiveness. 
These practices encompass competency-based hiring, 
structured onboarding programs, ongoing employee 
training, performance evaluation systems, leadership 
development, employee recognition, and opportunities 
for career progression.

The integration of digital technologies has profoundly 
changed HRM in Indian luxury hotels. Human Resource 
Information Systems (HRIS), online recruitment 
platforms, AI-assisted talent acquisition, e-learning 
systems, digital performance management tools, and 
workforce analytics have all contributed to increased 
HR efficiency and employee productivity. Hotels are 
increasingly utilizing digital resources to attract skilled 
professionals, assess employee performance, and 
offer tailored training programs. Employee training 
has emerged as a crucial focus due to the swiftly 
evolving expectations of guests and advancements 
in technology. Hotels regularly implement programs 
that cover customer relationship management, 
communication skills, proficiency in foreign languages, 
digital hospitality systems, sustainable practices, crisis 
management, and emotional intelligence. These efforts 
enable employees to deliver personalized services while 
upholding international hospitality standards.

Despite notable advancements, the Indian luxury 
hotel industry encounters various human resource 
challenges. High turnover rates, skill shortages, seasonal 
employment variations, work-related stress, and fierce 
competition for skilled professionals continue to impact 
service quality. Numerous employees exit the hospitality 
sector due to long working hours, demanding work 
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conditions, and more attractive opportunities in other 
fields. As a result, hotels allocate substantial resources 
towards employee retention through competitive 
salaries, flexible work options, wellness programs, 
recognition initiatives, and career development 
opportunities. Chennai has established itself as one of 
India’s premier luxury hospitality hubs, driven by its 
flourishing automobile sector, information technology 
industry, medical tourism, educational institutions, 
rich cultural heritage, and international business 
engagements. The city is home to globally recognized 
hotel brands such as Taj Coromandel, The Leela Palace 
Chennai, ITC Grand Chola, Hyatt Regency Chennai, 
Hilton Chennai, Marriott Hotels, Radisson Blu, and The 
Westin. These hotels primarily compete on the basis 
of exceptional service quality, which makes Human 
Resource Management a vital factor in achieving 
organizational success. Government initiatives 
aimed at promoting tourism, digital innovation, skill 
enhancement, and hospitality education have further 
bolstered HRM practices in this sector. Organizations 
like the National Council for Hotel Management and 
Catering Technology (NCHMCT), the Ministry of 
Tourism, and various hotel management schools play 
a crucial role in cultivating skilled professionals in 
hospitality. In summary, effective Human Resource 
Management remains a key element in improving 
employee performance, guest satisfaction, service 
excellence, and the international competitiveness of 
India’s luxury hotel sector.

INTERNATIONAL STATUS 
The hospitality industry worldwide has undergone 
significant changes due to factors such as globalization, 
technological advancements, evolving customer 
expectations, and heightened competition. Luxury 
hotels in various countries, including the United States, 
the United Kingdom, France, Germany, Switzerland, 
Singapore, the United Arab Emirates, Japan, Australia, 
and Thailand, have acknowledged Human Resource 
Management (HRM) as a crucial resource for attaining 
service excellence and maintaining a sustainable 
competitive edge. Prominent international hotel brands 
like Marriott International, Hilton Worldwide, Hyatt 
Hotels Corporation, Four Seasons Hotels and Resorts, 
Ritz-Carlton, InterContinental Hotels Group (IHG), 

Accor Hotels, Shangri-La Hotels, Mandarin Oriental, 
and Kempinski have developed extensive HRM 
systems that emphasize talent acquisition, employee 
development, leadership training, performance 
management, diversity, inclusion, and employee well-
being. These organizations view their employees as 
essential assets who can deliver unforgettable guest 
experiences through tailored services. Contemporary 
human resource management practices in global 
luxury hotels focus on competency-based recruitment 
and behavioral evaluations to identify candidates with 
technical skills, effective communication, emotional 
intelligence, and cultural awareness. Ongoing 
professional development through online learning 
platforms, leadership academies, cross-functional 
training, international assignments, and mentoring 
programs allows employees to adjust to changing 
hospitality standards. The incorporation of advanced 
technologies has profoundly transformed global HRM 
practices. Innovations such as Artificial Intelligence 
(AI), machine learning, predictive workforce analytics, 
cloud-based HR Information Systems (HRIS), virtual 
interviews, automated recruitment processes, digital 
onboarding, and performance management software 
have significantly improved organizational efficiency. 
These technologies empower hotels to enhance 
workforce planning, lower recruitment expenses, 
tailor employee training, and refine decision-making 
processes. Employee engagement and well-being have 
emerged as strategic priorities within international 
hospitality organizations. 

OBJECTIVES OF THE STUDY
To explore the Human Resource Management practices 
assumed by luxury hotels in Chennai City.

To analyze the effects of recruitment, training, and 
development practices on achieving service excellence 
in luxury hotels.

To investigate the impact of performance appraisal, 
compensation, and employee engagement on the 
performance of employees.

To recommend effective HRM strategies designed 
to enhance service excellence and organizational 
performance in luxury hotels situated in Chennai City.
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RESEARCH QUESTIONS
In what ways do recruitment, training, and development 
practices affect service excellence in luxury hotels?

How do performance appraisal, compensation, 
and employee engagement influence employee 
performance?

Is there a notable correlation between HRM practices 
and guest satisfaction in luxury hotels?

What HRM strategies can be adopted to enhance service 
excellence and organizational competitiveness in the 
luxury hotel sector of Chennai?
Table 1: Gender of the Respondents

Gender Frequency Percentage
Male 118 59.0

Female 82 41.0
Total 200 100.0

Interpretation: The majority of respondents (59%) 
were male, while 41% were female employees working 
in luxury hotels in Chennai.
Table 2: Age of the Respondents

Age Group Frequency Percentage
Below 25 Years 32 16.0

25–35 Years 86 43.0
36–45 Years 56 28.0

Above 45 Years 26 13.0
Total 200 100.0

Interpretation: Most respondents (43%) belonged to 
the 25–35 years age group, indicating a relatively young 
workforce.
Table 3: Educational Qualification

Qualification Frequency Percentage
Diploma 38 19.0

Undergraduate 74 37.0
Postgraduate 72 36.0

Others 16 8.0
Total 200 100.0

Interpretation: Most employees possessed 
undergraduate (37%) or postgraduate (36%) 
qualifications.

Table 4: Years of Experience

Experience Frequency Percentage
Below 2 Years 40 20.0

2–5 Years 68 34.0
6–10 Years 56 28.0

Above 10 Years 36 18.0
Total 200 100.0

Interpretation: About one-third (34%) of respondents 
had 2–5 years of work experience.
Table 5: Mean Scores of HRM Practices

HRM Practice Mean Standard 
Deviation

Recruitment & 
Selection

4.12 0.61

Training & 
Development

4.35 0.52

Performance 
Appraisal

4.08 0.67

Compensation & 
Rewards

3.98 0.72

Employee 
Engagement

4.21 0.56

Employee 
Retention

4.10 0.63

Interpretation: Training and Development received the 
highest mean score (4.35), indicating strong employee 
satisfaction.
Table 6: Employee Opinion on HRM Practices

Response Frequency Percentage

Strongly Agree 74 37.0

Agree 88 44.0

Neutral 20 10.0

Disagree 12 6.0

Strongly Disagree 6 3.0

Total 200 100.0

Interpretation: A large majority (81%) agreed or 
strongly agreed that HRM practices positively influence 
their work.
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Table 7: Employee Opinion on Service Excellence

Response Frequency Percentage

Excellent 72 36.0

Very Good 78 39.0

Good 34 17.0

Average 12 6.0

Poor 4 2.0

Total 200 100.0

Interpretation: Seventy-five percent of employees 
rated service excellence as Excellent or Very Good.

SUGGESTIONS

1.	 Enhance Recruitment and Selection Processes: 
Luxury hotels ought to implement competency-
based recruitment strategies to attract skilled, 
customer-focused, and service-oriented personnel. 
Utilizing structured interviews, behavioral 
assessments, and psychometric evaluations can 
significantly elevate the quality of hiring.

2.	 Improve Training and Development Programs: 
Ongoing training should be offered in areas such as 
customer relationship management, communication 
skills, digital technologies, proficiency in foreign 
languages, leadership, and crisis management. 
Regular skill enhancement initiatives will equip 
employees to meet the changing expectations of 
guests.

3. Establish Transparent Performance Appraisal 
Systems: Hotels should create equitable, objective, 
and performance-driven appraisal systems that 
incorporate measurable performance indicators, 
customer feedback, and self-assessment by 
employees. Constructive feedback should be 
utilized to facilitate career growth and enhance 
employee performance.

4.	 Enhance Compensation and Employee 
Recognition: To boost job satisfaction and 
minimize employee turnover, competitive salaries, 
performance incentives, recognition awards, and 
employee welfare programs should be introduced. 
Acknowledging exceptional performance can 
inspire employees to uphold high service standards.

5.	 Foster Employee Engagement and Participation: 
Hotel management should promote open 
communication, encourage employee involvement 
in decision-making, foster teamwork, and empower 
staff. Engaged employees are more dedicated 
to providing outstanding guest experiences and 
achieving organizational objectives.

FURTHER DIRECTIONS FOR 
RESEARCH

Comparative studies could be performed between hotels 
in the public sector and those in the private sector, or 
between national and international hotel chains, to 
uncover distinctions in HRM practices and service 
outcomes.

Future investigations may focus on the effects of 
Artificial Intelligence, automation, and digital HR 
technologies on employee productivity, service quality, 
and overall organizational performance within the 
hospitality sector.

Longitudinal research could be conducted to analyze 
how HRM practices affect employee performance, 
retention rates, and guest satisfaction over an extended 
timeframe.

Comparative analyses across major metropolitan areas 
such as Chennai, Bengaluru, Hyderabad, Mumbai, 
and Delhi may yield valuable insights into regional 
differences in HRM practices.

Future studies might incorporate customer perceptions 
of service excellence alongside employee viewpoints, 
offering a more holistic assessment of hospitality 
service quality.

Researchers could investigate the mediating 
or moderating roles of employee engagement, 
organizational culture, emotional intelligence, and 
leadership style in the relationship between HRM 
practices and service excellence.

Mixed-method or qualitative research involving 
interviews with HR managers, hotel executives, and 
staff may reveal deeper insights into the challenges of 
implementing HRM and the best practices in luxury 
hotels. Researchers might broaden their scope by 
conducting cross-country comparative studies to assess 
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global HRM practices and identify international best 
practices that luxury hotels in India could adopt.

CONCLUSION
The current research, titled “Human Resource 
Management Practices and Their Influence on Service 
Excellence in Luxury Hotels: Evidence from Chennai 
City,” illustrates that HRM plays a vital role in attaining 
service excellence within the luxury hospitality 
sector. Given that luxury hotels function in a fiercely 
competitive landscape, the caliber of guest experiences 
is significantly influenced by the skills, motivation, and 
dedication of employees. Implementing effective HRM 
practices allows hotels to provide tailored services, 
boost customer satisfaction, and secure sustainable 
success for the organization. The research identified 
several essential HRM practices, such as recruitment 
and selection, training and development, performance 
evaluation, compensation, employee engagement, 
and retention, which positively affect employee 
performance and service quality. Notably, training and 
development, employee engagement, and performance 
evaluation were found to be the most impactful elements 
in enhancing service excellence. Ongoing training 
equips staff with essential technical, communication, 
and customer service abilities, while transparent 
evaluation systems and equitable reward structures 
foster motivation and job satisfaction. Strategies for 
employee engagement and retention further enhance 
organizational commitment, lower turnover rates, 
and ensure consistent service delivery. Additionally, 
the results underscore the increasing significance of 
technology in Human Resource Management. The 
implementation of Human Resource Information 
Systems (HRIS), Artificial Intelligence (AI), digital 
learning platforms, and workforce analytics allows 
luxury hotels to refine their recruitment, training, 
performance management, and overall operational 
efficiency. Merging technology with strategic HRM 
practices bolsters organizational competitiveness and 
facilitates long-term growth. The research indicates that 
luxury hotels in Chennai ought to acknowledge their 
employees as the most significant asset and consistently 
invest in their growth and welfare. Enhancing HRM 
policies, fostering a positive organizational culture, 
embracing digital HR technologies, and executing 

effective employee retention strategies will elevate 
service excellence and guest satisfaction. In summary, 
strategic Human Resource Management acts as a 
cornerstone for operational efficiency, customer loyalty, 
and sustainable competitive advantage, allowing luxury 
hotels in Chennai to uphold world-class hospitality 
standards in a progressively dynamic and competitive 
business landscape.
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