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Abstract

Tourism demand is recovering from the impact of the COVID-19 pandemic. That said, the lodging
and food service industry has high rates of hiring and turnover and low wages relative to other industries,
and structural challenges such as labor shortages and low productivity are becoming increasingly
apparent in that industry. To enhance productivity, human capital must be considered, including the
development of human resources by drawing on employees, the utilization of personnel, and sustainable
work practices. Therefore, this study conducted a survey of the hospitality industry, primarily focusing on
lodging and food service businesses nationwide. The survey included companies that were rated highly in
aspects such as productivity and customer satisfaction as well as those with the potential for growth as a
result of forward-thinking efforts. An analysis of the significant factors for those aspects indicated that
forms of corporate behavior related to high productivity and sustainable work practices included “a
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balance between mutual trust and economic rationality,” “creating value by combining marketing and

innovation,” and “health and safety.”
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