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Innovation, sustainable HRM and customer satisfaction
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3.Method

3.1. Participants

An online questionnaire was sent to a sample of hotels registered as
members of the Swedish hospitality industry organization (VISITA). In total,
195 managers representing 195 organizations participated in the survey.
Since this study focuses on hotels, participating hostels and camping
establishments were excluded from the study. Thirty re-spondents
represent hotels that belong to a chain. The average age of the respondents
is 50, average industry tenure is 19 years, average organizational tenure is
10.3 years, while average position tenure is 9 years.
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