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Abstract. The article discusses the possibilities of implementing flexible 

project management methods to ensure the effectiveness of projects in the 

hospitality industry. The Project Leader should encourage each participant 

to abandon his or her approved behavior model in order to promptly resolve 

any issues that may arise during the implementation of the project and to 

respond to internal objections. As the hotel business is customer-centric, 

providing end-to-end services is not possible through standard management 

of individual customer requirements. Therefore, this study aims to 

determine the feasibility of using the methodology by identifying several 

criteria for project management (APM) in the hotel business. 

Introduction 

While the tourism industry is an element of the economic system, the hotel business is an 

important part of the tourism industry. The development of the hotel business is a key 

precondition for tourism development, as the importance of promoting hospitality and service 

to incoming tourists to international standards. The issues of effective project management 

in this area are topical as successful implementation will lead to the development of the 

industry. There are many aspects that can lead to project effectiveness, and we have sought 

to make a comparative analysis of the methods used in project management in this study. 

Literature review 

There are various issues related to the volatility and uncertainty of the environment in the 

implementation of the Company's strategic goals. By identifying the potential and risks of 

the company, you can identify common issues. We can eliminate the uncertainty and 

systematize the issues by expanding the range of strategic issues we need to address the 

shortcomings of the existing structure of the company. 

S.Ekberg (2019) argued that difficult-to-detect problems could occur if the members

of the organization did not fully understand the implications of the issues. He believes that 

flexibility in the formulation of strategic questions should be used and that certain issues 

identified by identifying threats and opportunities should not be under-emphasized. The 
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reason is that simple things that are not taken care of will hinder the success of the project. 

The three key success factors of a project - strict adherence to quality, deadline and time 

standards - had to take into account the variability of the environment, from planning to 

project management to the transfer to the customer, meaning that the traditional project 

management method did not produce the desired results in some project management. Then, 

in the early 2000's, the P2M standard was published, which describes the Japanese paradigm 

of project management (P2M, 2005). According to this standard, complexity is the key value 

for innovative projects. The more complicated your project management issues are, the more 

valuable it will be and only a few people on the project team will understand it, and the rest 

will be opposed. The project consists of interconnected and interdependent parts, each of 

which changes and each change affects the other, so the complexity criterion is important. 

However, complexity does not only describe the size, length, or number of parts of a 

particular system, but also that there are complex problems which are unknown for unknown 

reasons and cannot be solved immediately. According to Bar-Yam (2014), solving complex 

problems is not always easy. This required a flexible project management approach. The 

concept of Agile Manufacturing was introduced as a new paradigm in industry in the report 

21st Century Manufacturing strategy: Industry Led-View and boosted the agile 

manufacturing movement in USA (Plonka, F. E., 1997). `` Agile is more a philosophy, a 

mindset, a way of thinking - a set of principles and values '' (Peter Trudelle, 2013). 

Kazakhstani authors have also looked at various aspects of project management. 

Turginbayeva et al. (2018) considered financial issues of the effectiveness of innovative 

projects and evaluated the competitive advantages, based on the importance of increasing the 

region's competitiveness for the economy (Turginbayeva et al, 2013). 

Kozhakhmetova A et al. (2019) found that differences in national culture influenced 

project management style and that project outcomes differed, which indicated that project 

success depends on project management style. 

Kunanbayeva et al. (2013) focus on change management in projects and analyze the 

challenges of implementing change in the organization. 

Sansyzbayeva G et al. (2015) defined the role of development institutions in the 

implementation of state programs. According to the State Concept of Tourism Development 

in Kazakhstan, state support for hotel projects organized according to international standards 

and taking into account national peculiarities is also relevant. 

In recent years, world tourism has been developing rapidly. The tourism industry's 

contribution to the GDP is increasing year by year. 

 

 
 
Fig 1. The total contribution of the tourism to GDP. 

*Priming – Prepared by authors based on the following source https://knoema.ru/atlas/topics/ 

 

The hotel business, due to the development of the tourism industry, must also increase 

its competitiveness. In order to increase their competitiveness, the hotel industry companies 

are considering measures to restructure, optimize business volumes, introduce quality 
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management programs and increase corporate culture. However, the increasing role of human 

capital in service does not focus on customer service. Change management also needs to be 

considered for effective hospitality project management. By managing change you can 

achieve effective project results. 

 

Results and Discussion 
 
Command control of the hotel project, in the right corner, on the strategic strategic project. 

The command is made from uninterrupted storon from divisional and professional splinters, 

which can be used to adapt to the new processes. Managing changes involves solving the 

ethical problem. The manager of the changes will load all the project sites to solve the 

problem, get in the process of managing the projects and create a lot of problems. The 

manager of the change needs to look at the change request and to find the storage rooms and 

other uninterested storons, as these changes can be done on the result of the project. 

As a result, the pre-ordered seals test projects in the hospitality business. 

 
 
Fig 2. Reasons of failure of projects in the hotel business. 

* Priming – Prepared by authors 

 

It can be argued that successful change management is critical for any organization 

to survive and succeed in today's highly competitive and ever-evolving business 

environment. 

In order to counteract intra-organizational resistance in a hotel business project, the 

project manager must encourage people to abandon their established patterns of behavior and 

ways of working. Lack of knowledge on change management in the hospitality industry leads 

to project delays and unsatisfactory project results. In order to avoid the resistance of project 

participants, it is necessary to establish a sense of urgency or necessity of the project from 

the very beginning. The more employees within the organization and the project team will 

be motivated by the successful outcome of the project and the more they know where they 
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are going, the better they can concentrate on the practical implementation of the established 

vision. 

The vision should be anchored in the minds of the hotel staff. Achieving short-term 

positive outcomes is critical to the long-term success of hospitality change initiatives. After 

the project is completed, it is important to consolidate the changes firmly received in the 

corporate culture. A hotel project can also be implemented without change management. 

However, change management increases the likelihood that the project outcome will be 

positive. 

Change management is best done not through the delivery of a project to the 

customer, but through the Agile approach at all stages of project management, and only then 

can the causes of the above projects fail. 

Project management is based on the three most important aspects of project success 

since its inception: project cost, timing and quality. This concept was useful for traditional 

projects with a strictly defined technological procedure. A strictly structured, standardized 

approach to project management has been applied to long term, sustained projects. However, 

in the late 1990's, changes began to be required due to instability and volatility in the 

environment. The traditional project management model based on the waterfall method does 

not take into account changes in the project environment, but flexible approach is not used in 

all projects as a tool to increase the value of the project, its competitiveness, increase its 

market access rate and readiness for change. That is why hybrid technology of project 

management has become popular. 

As mankind's education grows, especially with technological advances, systems 

become more complex. Organizations are faced with more complex and complex conditions. 

One person's personal decision may affect the whole organization. The purpose of every 

project should be value creation, which means that the interests of all project consumers are 

met. 

In 2001, the Agile Manifesto was adopted, meaning a method of flexible project 

management. In the new project management paradigm, the key categories are: speed - value 

- efficiency. In this paradigm, not only the timing of the project is important, but also the 

speed at which clients deliver valuable results for testing, first of all the simpler form of the 

product offered to the customer, the post-test optimization with a lower cost and lower risk, 

and more competitive product variants being developed. With the introduction of flexible 

project management methods, the product is rapidly gaining momentum in the market, and 

the project team is becoming more flexible with the changes. 

Both traditional and flexible project management methods and mixed models are 

defined according to the type, purpose, value and value of the project, and the interests of the 

participants. Finally, traditional approaches to project management have the importance of 

value-for-money, followed by complexity-value-versus-complexity, and flexibility, speed, 

value and efficiency. 

Due to the constant change of customer requirements, project managers face a lot of 

problems. As things change quickly, planning is difficult, traditional approaches to project 

management define the requirements of the master plan, and then change management to 

minimize the effects of changes on the project, and flexible methods of Agile project 

management help to solve this problem. According to many companies, this approach to 

project management is more effective because it involves the involvement of each and every 

employee in achieving the set goals, meaning the volunteerism of each of them. 

The flexible method allows you to eliminate the human factor, the influence of 

personal relationships between team members — to preserve order and distribute 

responsibilities among project team members. The Agile method is designed in such a way 

that the contractor and the customer agree in advance on making changes during the 

execution of work - even after the product does not have the specified functionality at the 
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initial stage, the customer will be able to comment and make adjustments starting from the 

first days of the project’s life . 

The Agile methodology is based on the following values: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig 3. Agile values. 

* Priming – Prepared by authors based on the following source (Kate Eby, 2016) 

 

Agile Team Roles. 

People play a key role in the development of the company; flexible principles and values are 

essential to the project team. The AGILE team encourages flexible actions and has the 

following roles: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig 4. Agile Team Roles. 

* Priming – Prepared by authors based on the following source (https://redbooth.com/blog/main-roles-

agile-team) 

 

The product owner is the customer's representative and allows daily communication 

with other members of the AGILE team to identify doubts regarding the client's requirements. 

The team leader manages and supports AGILE team members, and the team deals with 

external issues in order to function purposefully. Team members are self-organized because 

they need to be able to influence the project in various ways. In AGILE, one member of the 

team may play more than one role (M. Tomas 2009). 
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Depending on the project, each participant can play different roles, meaning that the 

team does not stay in one place, but constantly changes. AGILE teamworks closely with 

project stakeholders and company staff. 

Communicating effectively helps team members act to achieve their goals. The client 

is in close contact with the product owner, and the product owner discusses the client's 

demands with the project manager and other team members and provides explanatory work. 

Although the primary focus of the hospitality industry is customer-oriented, the Agile method 

is not in use. Hotels use the "waterfall" method. As a result, the same problems always recur. 

There are 3 main reasons for this: 

1. Management in the hotel business is based on operational activities. 

In many hotel business projects - object development, company upgrade or repair, the 

Waterfall management method is convenient. The reason is that the detailed plan is used, 

every step is clear and the changes are not often. 

Sellers adhere to specific agreements because results are predefined. Hotel operations 

are recurring in nature, and despite the changing market conditions, the controls remain the 

same: pricing, marketing activities for clients, staff adjustments, etc. Management's focus is 

on efficient performance of tasks set. Business owners pay more attention to how much the 

project costs and how much they will profit from, over costs control over flexibility. 

2. Multidimensional organizational boundaries. 

Cross-functional teams form the basis of the Agile system. Team members interact 

and learn from each other, allowing for quick exchange of new information. and in the 

traditional system only exchanges written documents. Unfortunately, hotels are very 

different, revenue management, sales and marketing do not work closely, but they must be 

closely linked to improve RevPAR and optimize profits. 

3. Barriers to cooperation with clients. 

Agile focuses on customer service because it allows you to identify customers' 

opinions. The clients themselves approve of the right work and provide value. They are the 

staff who are the first to test and apply flexible technologies in the hotel industry, but they 

are free from the day-to-day operations and they have no time for new technologies. 

At the same time, they are clients who directly criticize flexible project management 

methods, but it is more difficult to require them to provide regular feedback. 

The aforementioned reasons constrain the introduction of a flexible project 

management system in the hotel business. However, let's try to figure out if the Agile method 

can be used in hotel projects by a number of criteria. 

Traditional and flexible methods of project implementation include similar principles 

and approaches to achieving measurable results. The traditional methods of project 

implementation can be described as "cascading" where the requirements, expectations, 

duration, activities and results of the project are clearly predicted and planned. With 

traditional project implementation methods, the project product was not tested by the client 

before the project was completed, and only after the completion of the project was the product 

pre-screened and did not meet the client's expectations and expectations. 

Flexibility can be considered as the ability of organizations to quickly identify and use 

market opportunities. 

The flexible project management approach requires significant changes in behavior 

and thinking, affecting the behavior and thinking of team members in the company. When 

traditional management approaches are approved as planned, flexible project management 

(APM) will include adaptation to change, resilience to innovation, flexible products, 

flexibility of staff and processes, quality and reliable results. 

Therefore, flexible project management is not appropriate in any environment, but 

only if the company applies a flexible policy to its values and strategies. 
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The following table describes the traditional and flexible approaches to project 

implementation and the criteria for choosing methods. 

 
Table 1. Characteristics of traditional and flexible approaches to project implementation. 

 

Traditional methods of project 

management 

Flexible project management 

methods 

Criteria for 

determining the 

flexibility of the 

project 

Based on the project Based on customer relationships 

and satisfaction of their 

requirements 

Based on factors 

Based on strict regulations The content may change during the 

implementation of the project, the 

outcome of which is unknown at the 

beginning of the project 

Strict content of the 

project 

The cost of making the changes is 

very high, technologically complex 

The possibility of making changes 

is high and the cost is low 

The complexity of the 

changes 

The products of the project are sold 

exclusively to the customer 

It can be divided into blocks and the 

product can be sold to the client 

Mechanism of sales 

of products to the 

customer 

External environment factors are 

considered stable 

The content of the project will be 

modified taking into account the 

variability of environmental factors 

Impact of 

environmental factors 

on the project 

Changes in traditional project 

management will be responded to, 

but will be corrected or preventive 

Changes in flexible project 

management are controlled by 

adaptive actions 

The nature of the 

change management 

process 

In traditional project management, 

top-down control is performed 

Flexible project management 

involves the creation of a self-

organized and cross-functional team 

Organizational 

structure and team of 

project management 

Traditional project management is 

contract-oriented 

APM is client oriented Orientation of project 

management 

methodology 

Stakeholder's opinion is clear and 

has little influence 

Stakeholder interests may vary, 

with high levels of influence 

Level of influence of 

stakeholders 

Table 1. Prepared by authors based on the following source (Özkan Murat, 2016) 

 

Choosing the most traditional approach and flexible approach to project management 

in the hotel business, you can determine the best option based on the criteria in the table. 

Since the projects are diverse, management should be performed according to the priority 

categories, based on the individual elements of both methods. 

 
Conclusion 
 

Agile is an innovative way of organizing new products or services. At the heart of it is a 

simple idea: each participant in the process, each employee should re-think their tasks and 

common goals, and be fully integrated into the project management process chain. Any 

member of the group can stop the conveyor and make their rational proposal. 

The managing company needs to be the first to introduce news to the company every 

day, and the desire for innovation has become a part of the company's corporate culture. 

Innovative culture is shaped by strategic goals, mission building, and meetings and 

discussions. 
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Agile is a procedure that helps a project team manage projects easily. These 

procedures allow you to divide the main task into several stages, as well as provide ongoing 

collaboration with stakeholders. Customers describe how the end product will be used or the 

problem that will be solved by that product, which will help the project team to better 

understand the expected outcome of the project. Lastly, the project team and project 

stakeholders have ongoing partnerships to make sound decisions. 

It is important to look for ways to use this simple approach in hotel business project 

management. 
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