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[bookmark: _Toc182581191]Executive summary 
This research paper discusses the leadership challenges operating in IBIS Hotel London Stratford, with particular reference to their effect on the hotel’s functioning, the employees, and the customers. The report’s primary research objective is to analyse the leadership behaviour of the hotel’s General Manager and its impact on the performance. This report identifies the key areas of concern through a combination of observations during the placement at the hotel and leadership theories from literature. The discoveries of some leading research papers reveal that inadequate practices related to leadership, including dysfunction in terms of communication, insufficient engagement with staff, and unprofessional behaviour in the workplace, are associated with increased staff absenteeism and turnover. This factor, coupled with accumulated audits and poor customer service responses, have also contributed to the decline of good standards in the hotel. The other finding of analysis is that the General Manager has a highly autocratic leadership style, which has led to the development of an unhealthy organisational culture and demotivated employees. The report recommends implementing leadership development programs focusing on transformational and authentic leadership to address these challenges. To improve general organisational efficiency and customer satisfaction, suggestions for increasing internal communication, solving the problem of staff deficiency, performing periodic performance evaluations are made. Such actions are anticipated to enhance a positive physical environment for staff. Hence, customer retention and quality service delivery within the hotel.
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[bookmark: _Toc182581192]Introduction
Leadership is vital for transforming any organisation’s operational efficiency and service quality, especially in the hospitality sector. Various leadership issues had a direct impact on the hotel’s performance in general and satisfaction of staff members during the placement at IBIS Hotel London Stratford. Challenges such as problems with communication, a lack of professionalism, technocratic manners, and high turnover within hotel staffs, have highlighted the level at which leadership can affect with hotel operations. The main particular goal of this report to carry out a critical evaluation of leadership practices, in the context of IBIS Hotel London Stratford, especially in terms of how leadership methods and strategies affect service delivery and organisational effectiveness.
The hotel chosen for this research report is the IBIS Hotel Stratford, which is part of the Accor Group. IBIS, one of its most well-known brands. This worldwide hotel organisation operates a budget hotel chain. The hotel serve wide range of individuals and is located in East-London Stratford, a popular area due to its proximity to amenities such as the Queen Elizabeth Olympic Park. Despite the hotel’s visibility and important global location, internal issues have had a substantial impact on the hotel’s leadership, influencing efficient operation and service delivery. As a result, IBIS Hotel Stratford is an appropriate model for examining how leadership concerns manifest themselves in the practical contexts of hotel operations, as well as their implications for efficiency and effectiveness.
The purpose of this report is to identify the key leadership challenges faced during the placement, assess its relevance to employee retention and engagement, whilst suggesting ways in which leadership could be enhanced. With the use of analytical tools such as SWOT and PEST, also this research paper attempts to address research questions related to the key causes of leadership challenges, its relevance, and the influence of leadership challenges in hospitality sector. The result of the investigation and recommendations are made for IBIS hotel, as well as for the hospitality business in general, especially when it comes to effective leadership actions directed at enhancement of service delivery and operational performance.


[bookmark: _Toc182581193]Literature Review
[bookmark: _Toc182581194]Leadership Theories and their Importance in Hospitality
Management is one of the most crucial aspects in a hospitality organisation, since it is considered decisive for an organisation’s performance, productivity, and profitability. Leadership in hospitality can give orders to subordinates and develop an organisational culture that will enhance employee approach, learning, innovation, and quality delivery (Men, Yue and Lin, 2020). The general leadership objectives within this sector are to establish and enhance a customer-focused, service-oriented culture, increase operational effectiveness, and achieve sustainable profitability (Cardoso et al. 2021). In support of these goals, hospitality’s vision focuses on customer and employee satisfaction and improvement as a primary source of competitive advantage (Çop, Olorunsola and Alola, 2021). In the past few decades, leadership theories have been developed, which provide an understanding of how leaders can help facilitate the behavioural patterns of their subordinates and ensure that the organisations’ goals are met (Lei, Gui and Le, 2021). Knowledge of these theories is essential in explaining the various leadership styles used by organisational hotel chains such as IBIS and the consequent effects on organisational performance (Dugan, 2024).
Being dynamic and fast-paced, this sector will significantly benefit from more adaptable, pro-employee, and oriented toward staff enhancement leadership concepts. Leadership practices enable hotels to overcome the high turnover rate, varying customer needs, and organisational unproductiveness (Mehraein, 2022). Leaders in this sector must deal with the current situation and develop a “blue ocean” by encouraging employee innovation and participation (Christodoulou and Langley, 2020). This section zooms into leadership theories and practices most appropriate for increasing staff productivity and customer satisfaction in the hospitality industry.
Critical Leadership Theories:
[bookmark: _Toc182581195]Servant, Transformational, and Dictatorial Leadership
Several leadership styles are especially suitable for the hospitality industry. Of them, servant leadership, transformational leadership, and dictatorial leadership deserve discussion because of their positive or negative effects on staff performance and service quality. This paper focuses on the servant leadership model which Robert Greenleaf developed (Pawar et al. 2020). It means that this leadership style is really effective in the hospitality industry because this developed supportive work environment cares about the employees’ well-being (Purwanto et al., 2021). As a matter of fact, servant leaders care about their employees first, ensuring that they get all the necessary support which increases the engagement and commitment level among them (Pawar et al. 2020). Organisations whose leaders implement servant leadership style care for their subordinates’ welfare, assist them and meet their needs, increasing subordinates’ organisational commitment (Setiawan et al. 2020). This leadership can improve the work environment of hotels like IBIS, decrease employee turnover and enhance the quality of vice.
On the other hand, transformational leadership is defined by a leader’s capacity to encourage employees to do more than expected. Transformational leaders influence vision, communication, and relationships in a way that brings the organisational and personal goals of the employees into correspondence (Khan, Amin and Saif, 2022). This leadership style is suitable for managing change within an organisation and managing leadership issues within mid-range hotel chains such as IBIS. Innovation, customer satisfaction, and organisational culture change are other areas that transformational leaders can positively influence in the hospitality industry since the organisation needs to be constantly improving to maintain its competitive edge in a saturated sector (Sürücü & Sağbaş, 2021).
On the other hand, dictatorial leadership centralised decision-making, and the leader made decisions without consulting the employees. This style may bring a quick result in the short run, but it erodes employee morale and increases the turnover rate (Hunt and Fitzgerald, 2018). In hospitality, autocratic leadership brings disengagement among the employees, low quality of services and low customer satisfaction (Abdullahi, Anarfo and Anyigba, 2020). While IBIS Hotel London Stratford has problems with high staff turnover, changing the approach to the opposite – more democratic and focused on the employees – can help to solve these issues.
[bookmark: _Toc182581196]The Impact of Leadership on Staff Performance, Customer Satisfaction, and Hotel Operations
A review of the extant literature reveals that leadership influences various vital aspects of hotels, including staff behaviours, customer outcomes and total organisational effectiveness. A significant body of work has established that leadership behaviours impact the motivation, satisfaction and organisational commitment of employees (Zainuddin & Asaari, 2020). However, a leader who adopts the servant or transformational leadership style can positively influence the response of workers by making them more motivated, and consequently, enhancing customer interactions and measuring higher satisfaction levels (Olutoye and Asikhia, 2022).
This research established that employee engagement is a significant component of hotel performance. Committed employees are also likely to perform beyond their expected duties and deliver service to improve customer satisfaction (Tian et al. 2020). On the other hand, the absence of leadership results in employee disengagement due to low performance and low commitment. This is especially important for organisations such as IBIS hotels, where staff turnover is high, and the quality of service is low. Authentic leadership can enhance organisational commitment and, in turn, decrease the turnover rate and improve operational performance (Novitasari et al. 2020).
This leadership factor in an organisation’s culture must be inextricably linked to the organisational culture because the leaders create culture within an organisation (Sarwar et al. 2020). A positive and guest-focused culture that is created by using  transformational or servant leadership style will result in increased customer satisfaction as the employees will reflect on the organisational culture (Lai et al. 2020). On the other hand, effective leadership may diffuse into toxic cultures of the organisation characterised by reliable service delivery, cultural alignment absence among employees, and reduced operational efficiency (Saleem et al. 2020).
[bookmark: _Toc182581197]Gaps in Current Literature
While considerable research has been done on leadership in the hospitality industry, some significant research limitations exist, especially concerning leadership issues in mid-range hotel chains such as IBIS. Most of the previous research work has been done on luxury hotels or large multinational chain hotels, ignoring the fact that middle-range hotels have their own set of problems of serving the customer at a lower price point while at the same time providing good service (Cahyadi et al. 2022). This results in a research gap on how leadership practices can be implemented in mid-range hotel chains with limited resources and high expectations.
In addition, although transformational and servant leadership have received much scholarly attention, only some works have focused on applying these leadership styles in mid-range hotels to meet the needs of a particular organisation and solve problems like high staff turnover and service quality problems. While research such as Sürücü & Sağbaş (2021) is helpful, there is a need to undertake more research to understand how leadership strategies can fit the specific operational requirements of mid-range chains in the hotel industry. Furthermore, the role and effectiveness of new leadership approaches, including, ethical and authentic leadership in such environments, have been investigated sparingly (Lee et al. 2021). 
[bookmark: _Toc182581198]Methodology
[bookmark: _Toc182581199]Research Design
The case study research method was adopted to gain an in-depth analysis of the leadership processes in the IBIS Hotel Stratford, by collecting secondary data and observation. The choice of the case study design is appropriate for investigating actual processes and phenomena in their context, which is crucial for leadership as a type of social interaction (Schoch, 2020). This methodology enables one to take a broader perspective of staff conduct and other organisational impacts within the organisational context by assessing formal and informal leadership styles (Hancock, Algozzine, and Lim, 2021). As this study depends on actual organisational dilemmas in IBIS Hotel, the single case study was deemed suitable as it allows for investigating factors that influence leadership in a given setting. 
[bookmark: _Toc182581200]Data Collection Methods
Secondary data sources formed the core of this study, including hotel reports, online customer reviews, as well as placement observations. These materials showed how leadership influences operational factors, such as staff performance and customer satisfaction. Secondary data collection is handy in case study research since it enables the researcher to cross-check results using triangulation (Taherdoost, 2021). This method has increased validity of results since it covers different leadership practices and their results. On the contrary, secondary data also present some weaknesses, the study only uses those documents and feedback which capture the certain dimensions of leadership. Raelin (2020) observes that secondary data is less detailed and nuanced as compared to the primary data. It is only used to set up the preliminary pattern for case study analysis.
Further information on the leadership environment at IBIS was also collected by the researcher while on placement at the hotel. The gathered data collection through researchers observation exemplifies leadership practices in staff-manager relations, communication and culture. In the opinion of Tomaszewski, Zarestky, and Gonzalez (2020), observational studies are well suited for exploring behaviour in a natural context and expanding the knowledge of leadership approaches and their application. Nonetheless, observational data can be biased, as researchers may unconsciously influence their observations through personal perceptions. 
[bookmark: _Toc182581201]Reflective Writing and Netnography
[bookmark: _Hlk182338949]Another approach used in the research was reflective writing. This allowed the researcher to study first-hand observations and interactions that occurred during the placement. Johnson (2020) says reflection enhances case studies in effectively relating theory to practice while gaining insight into the leadership practices of IBIS. Netnography, which deals with customer communications and feedback, also enriched the findings into customers’ perceptions of leadership in the hotel. The customers shared insights into leadership and service quality at the hotel through reviews obtained by TripAdvisor and Google Reviews. Netnography is a qualitative approach in research that helps in the identification of online communities regarding the behaviours and satisfaction levels of customers (Kabel et al. 2024). However, these may distort experiences because extremely positive and negative views are showcased.
[bookmark: _Toc182581202]Limitations 
A number of disadvantages do exist under the case study approach. Among the major ones are the facts that the observations are qualitative and may easily fall into subjective biases of the researcher, although neutrality has been strived for in this work. The collected data was up to the period of the placement in hotels by the researcher, and access to internal hotel reports and staff communication was restricted. Other challenges came through Netnography, in  that mostly online reviews reflect extreme customer emotions leading to self-selection bias (Kabel et al. 2024). This creates biased results on a systematic basis, voicing some opinions while omitting others, which may be considered moderate (Schoch, 2020). Thereby, not giving full information about the customers’ impressions and the service quality in general.
[bookmark: _Toc182581203]Case Study: IBIS Hotel London Stratford
[bookmark: _Toc182581204]Background Information
IBIS Hotel London Stratford is affiliated with the Accor Hotel Group, one of the biggest hotel chains in the world, with more than 45 hotel brands, 5,700 hotels in 110 countries (Accor, 2024). IBIS Stratford has about 40 staff members and provides about 108 rooms. Essential services available at this place are free Wi-Fi, 24 hour front desk, a relaxed eating place, and bar services to meet the comfort requirements of the guests. IBIS Hotel is situated in the emerging area of Stratford in East London, near Stratford Station, Queen Elizabeth Olympic Park, and Westfield Shopping Centre (All.com, 2024). However, this hotel has had internal issues, especially a high turnover rate of employees, which has led to a shortage of human resources in many departments due to the leadership. High turnover is undesirable in the hospitality industry as it may hurt service quality, productivity, and the guests’ experience and organisational continuity (Cardoso et al. 2021).
Due to these staffing issues, many departments operate with fewer employees than needed, resulting in new or temporary staff who may need more training or experience to meet customer expectations consistently. This turnover affects the quality of service delivery in the short term and places remaining employees under pressure, adding to turnover issues (Morrison, 2022). Also, the nature of the clientele, the IBIS Hotel Stratford is constantly faced with the problem of maintaining customer satisfaction while dealing with these internal workforce issues. This issue is even more acute by the high demand for hotel services in this part of a major city with good transport links (Terkenli, 2024). 
[bookmark: _Toc182581205]Location and Cultural Context
Located in East London, IBIS Hotel Stratford is in a culturally vibrant and rapidly gentrifying area. The hotel’s location has a diverse history and population, including locals who have lived in the area for many years and young employees of new companies interested in the business and shopping centre in Stratford. Further, the area is a popular tourist destination because of its proximity to Central London and landmarks such as the Olympic Park and Westfield Shopping Centre (All.com, 2024). The hotel targets customers in the domestic tourism segment, international tourism segment, and business tourism segment. This diverse customer base adds operational challenges that need to be managed by leadership to meet the client’s needs (Bhutto et al. 2021).
[image: ]
Figure 1: map of IBIS London Stratford
The Stratford’s cultural factors also contribute to the hotel’s leadership challenges. For instance, most of the staff members are foreign speaking, which is quite typical for the multicultural nature of London’s hospitality sector. While this has been quite diverse, it has sometimes posed a problem in communication within the staff and between the employees and customers. The task of such a workforce calls for leadership approaches that are sensitive to culture and flexible to different cultural values and practices (Sürücü & Sağbaş, 2021). 
[bookmark: _Toc182581206]Key Analyses
[bookmark: _Toc182581207]SWOT Analysis
SWOT analysis clearly shows the hotel’s internal and external environment and thus provides a background for the leadership challenges at IBIS Hotel Stratford.
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[bookmark: _Toc182581208]Strengths
One of the significant strengths unique to the IBIS Hotel Stratford is that the brand has a big reputation. Being a part of the Accor group, the hotel enjoys the benefits of brand image and the customers who rely on the IBIS brand for economical hotels. The other significant advantage is the location, the hotel is in Stratford, which means the facility is equally convenient for business and leisure tourists. Furthermore, as a branch of an international hotel, it also gains the operation manual, which theoretically guarantees the homogeneity of service quality (Poturak, et al. 2020).
[bookmark: _Toc182581209]Weaknesses
[bookmark: _Hlk182335742]The hotel has the following areas for improvement: a high employee turnover and  need to train new employees negatively affect service delivery and organisational productivity. Moreover, the study has revealed that leadership is an issue of interest that affects staff motivation and engagement (Cahyadi et al. 2022). Lack of communication between the management and the staff has also helped foster confusion regarding roles and responsibilities, which has worsened the turnover problem (Deng et al. 2023).
[bookmark: _Toc182581210]Opportunities
There are several areas where the IBIS Hotel Stratford can enhance its operations, especially in leadership and management succession and the introduction of modern management practices. For example, the company could use its resources to support leadership development initiatives based on transformational and authentic leadership (Darvishmotevali and Altinay, 2022). Moreover, the hotel can benefit from its location by cooperating with local companies and sights, attracting customers with different interests.
[bookmark: _Toc182581211]Threats
The most apparent external threat in the hotel industry is competition. Stratford has had rapid growth there, and many other hotel chains have cropped up, most targeting the same market. This condition has imposed tremendous pressure on the IBIS to offer its services at lower prices while simultaneously improving service quality. Different economic risks like the unpredictability in tourism, inflationary tendency, and other factors may adversely affect the profitability of the hotel. The growing trend of online customer review implies that any sort of service failure may seriously jeopardise the reputation of the hotel as well as its ability to draw more customers (Morrison, 2022).
[bookmark: _Toc182581212]PEST Analysis 
The PEST analysis portrays the effect of political, economic, social, and technological factors on the running and administration of the hotel.
	Category
	Key Factors

	Political
	Regulatory compliance, Brexit impact on staffing, Policies promoting local tourism post-COVID

	Economical
	Post-COVID recovery challenges, Rising operational costs, Inflation effects on pricing

	Social
	Evolving customer expectation, Importance of online reviews, Demand for ethical business practices

	Technological
	Need for automated check-in system, Digital customer feedback tools, Budget constraints for technology



Table 2: PEST analysis for IBIS Hotel London Stratford 
[bookmark: _Toc182581213]Political
Many legal aspects affect the hospitality industry in London. These include employment law, health and safety regulations, and legislation on tourism. Brexit has also brought issues to do with staffing since many hotels, such as the IBIS, require a diverse and global pool of employees. Also, the political focus on the consumption of local products and services after COVID has its advantages and threats for the hotel. While policies promoting domestic tourism could increase the number of customers, there is also the problem of adhering to high health and safety standards (Daraba et al. 2021). For example, hotels must perform high-standard sanitation measures, including cleaning guest rooms and public areas with disinfectant products to guarantee guests’ safety and meet health standards.
[bookmark: _Toc182581214]Economic
The post-COVID economic environment has had several effects on the hotel industry. For instance, most hotels depleted cash flows in the early stages of the pandemic through restrictions on travel and lockdowns that forced some hotel businesses to shut down fully or partially. Moreover, the cost of supplies and utilities has gone up and affected the operation budgets, causing hotels to re-evaluate their pricing and reduce unnecessary expenses (Hajiali et al. 2022). Tourism in London has been recovering since then, businesses like IBIS have to meet the need for improvement in the context of increased operating expenses and inflation. However, the occurrence of international tourism and changes in customer expenditure may impact the occupancy levels. Economic downturns also challenge the hotel’s capacity to invest in its human resource capital, which would worsen leadership and service quality problems (Cardoso et al. 2021). 
[bookmark: _Toc182581215]Social
Societal expectations of customers are constantly changing. Modern patrons expect personalised experiences, including from their accommodation at an IBIS, a low-budget hotel chain. Moreover, the rise of online reviews has given consumers more influence, thus making it very important for the hotel to maintain excellent service consistently. Moreover, the social norms relating to responsible business operations, including sustainability and fair labour practices, become more prominent, which the hotel has to align its operations in order to resonate with the socially conscious consumers (Jia et al. 2023).
[bookmark: _Toc182581216]Technological
The role of technology in the hospitality industry is continuously on the rise. The hotels that are able to adopt advanced technologies in bookings, customer service, and operational efficiency tend to have a competitive edge over their rivals. The IBIS Hotel Stratford would be in a position to ease operations and the guest experience with the implementation of technological solutions such as automated check-in and digital customer feedback tools. However, the initial cost of adopting such technologies and training of staff can be burdensome, especially with budgetary constraints (Keskin et al. 2024).
[bookmark: _Toc182581217]Competitor Analysis
[bookmark: _Toc182581218]Leadership and Service Quality
Analysis of IBIS Hotel London Stratford and its competitors in terms of leadership and service quality needs to be multidimensional, considering the internal management practices regarding service delivery and customer-facing aspects. There is an implicit relationship between leadership and service quality, since leadership helps define how employees are managed, motivated and ultimately deliver their customer service. It will benchmark IBIS against its closest competitors, such as Premier Inn and Holiday Inn operating in a similar market segment in the London area.
[bookmark: _Toc182581219]Leadership Styles
Leadership in IBIS Hotel London Stratford is different from Premier Inn and Holiday Inn hotels’ leading towards transformational models highly regarded in the hospitality industry today. As Dung and Hai (2020) claim, transformational leadership promotes creativity and a positive working environment which are critical to delivering the highest standard of service. On the other hand, the IBIS Hotel uses a transactional style of leadership based on the short-term objectives and systematic structures, which tends to create a strict workplace environment (Stamen, Riverrun,2019).
In contrast, Premier Inn, owned by Whitbread PLC, focuses on transformational leadership through engaging employees along with leadership development programs that result in staff satisfaction and consistency in customer service. This approach demonstrates the understanding of the engagement of employees as critical to organisational success while integrating human resource management with competitive advantage (Studocu, 2019). According to Desklib.com (2024), Holiday Inn part of InterContinental Hotels Group (IHG), follows the servant leadership model that aims to develop employees and satisfy customers. Such leadership model would ensure more ownership toward guest experiences by the staff, which could increase the experiences and service delivery. Servant leadership framework in Holiday Inn focuses on ethical and authentic leadership as a response to modern trends which result in moral behaviour and empowerment of employees.
[bookmark: _Toc182581220]Employee Training and Development
IBIS Hotel London Stratford has less focus on regular steady training of employees compared to its competition, which has strong implications for the service quality and makes a difference in employee perception about its leadership. Premier Inn invests a lot in intensive training at all levels to have employees efficiently attend to customer needs in line with strategic management theories by Morris (2023) that stress human capital development. Similarly, Holiday Inn, also focuses on leadership development since it adopts ‘Room to Grow’ for the career development of most of its employees and transformational leadership principles to infuse commitment towards quality service delivery. However, IBIS focuses on short term operational goals without long-term strategies of employees’ development and the lack of continued training could lead to high labour turnover as employees seek opportunities elsewhere (Mohammed, 2020). 
[bookmark: _Toc182581221]Service Quality and Customer Experience
The effective leadership will contribute to service quality and customer experience. Organisational culture is a significant factor to shape employee behaviour in the hotel industry. The problem of inconsistency in service quality of the IBIS Hotel London Stratford arises because of more centralised authority which restricts employees in terms of decision-making ability. This rigidity may prohibit the hotel from serving customers effectively. Contrasting that with the decentralised leadership of Premier Inn, this organisation is better positioned to empower its staff for real-time decisions that significantly enhance responsiveness in the customer service environment (Studocu, 2019). Consequently, Premier Inn always tops customer satisfaction surveys because of open communication channels, making real-time feedback effective and constantly improving their quality of services (Login, 2018).
Holiday Inn is also committed to ensuring quality service provision since the company is driven by a customer-oriented culture and ethical leadership practice (Asbari, 2020). This commitment to prioritising the guests’ experiences is further manifested through mechanisms of feedback, which allow customers to go online and give feedback on their experiences upon check-in. This kind of information is promptly used to influence the relevant changes in services (Kloutsiniotis and Mihail, 2020). The aspect of authentic leadership at Holiday Inn, where managers are open with the employees creating a relationship that garners trust and enables employees to suggest how improvement can be achieved in service delivery. Assuring high standards of service at the hotel is also manifested through its service quality assurance programs that include mystery guest evaluation activities, this program needs active manager participation (Desklib.com, 2024). This focus on service excellence is core in Holiday Inn, and this contributes to the company’s higher rating for customer satisfaction compared to IBIS.
[bookmark: _Toc182581222]Netnography Analysis
Following the traditions of ethnography, the exploration of customer feedback on the web serves as the primary source of the customer perceptions of leadership-driven service quality of the competing hotels (Padricelli, Punziano and Saracino, 2021). To conduct this analysis, the author collected online reviews and social media feedback for the three organisations, IBIS, Premier Inn, and Holiday Inn, and then arranged these reviews according to the issues related to price, quality, and leadership.
Netnography is useful in identifying guest attitudes, particularly in the hospitality setting, in which personal interactions determine customer perceptions of value (Whalen, 2018). Opinions about hotel, restaurants and other places guests give on web platforms like TripAdvisor and Google Reviews also provide the necessary information about the impact of leadership strategies on service delivery. Such themes as service responsiveness, employee engagement, and perceived value denote low leadership model affect customer satisfaction and perceived expectations (Bartschat, Cziehso and Hennig-Thurau, 2022).
	Hotel
	Online Reviews
	Leadership Influence on Price vs. Quality
	Notable online Feedback

	IBIS
	Consistency, value for money, limited personalisation
	Transactional leadership impacts staff autonomy, lowering flexibility in service quality improvements. While IBIS positions itself as a budget-friendly option with average room rates, this focus on affordability may compromise the level of personalised service compared to competitors.
	“Good value but staff seem limited in decision-making during service interaction.”

	Premier Inn
	Staff engagement, personalised service, customer satisfaction
	Transformational leadership foster employee empowerment, supporting a balance between price and high-quality service
	“Staff always willing to help and making adjustments to ensure satisfaction.”

	Holiday Inn
	Customer-centric focus, ethical business practices, high service standards
	Servant leadership encourages staff ownership, which enhances perceived quality and supports slightly higher pricing
	“Staff genuinely care about guest comfort, willing to go extra mile.”



Table 3: Netnography analysis of IBIS, Premier Inn, and Holiday Inn
[bookmark: _Toc182581223]Theme/finding
[bookmark: _Toc182581224]Step 1: Identifying the Theme – Leadership
The concept of leadership is core in the discipline of organisational studies and is often referred to as one of the most important factors leading to success, especially for service-oriented industries such as hospitality. Therefore, the management of hotels relies on leadership for the development of elements such as increased operational efficiency, improved employee commitment, and enhanced customer service. As a result, leadership plays an important role in team morale, communication approach, and service quality at the IBIS Hotel Stratford. Specifically, a framework for leadership is crucial in developing the organisational culture that influences the behaviour of the employees to ensure service quality.
Evidence from studies show that the leadership in hospitality is not just a matter of goal setting, but active involvement with employees to enhance teamwork and align the team towards the customers’ satisfaction (Northouse, 2021). This means the leader sets the pace for operational performance, have to make strategic decisions and face other challenges such as staff turnover and inconsistency in service delivery (Fries, Kammerlander and Leitterstorf, 2021). One of the challenges during the time of researcher placement within IBIS Hotel Stratford was inconsistencies and insufficiencies in leadership, which consequently impacted others regarding breakdowns in communication and low employees morale.
Perhaps one of the most accepted models in the hospitality industry, transformational leadership focuses on motivating and inspiring employees through vision-driven leadership (Madi Odeh et al. 2023). It has also been evident that leaders can develop high levels of employee engagement with this model, which is particularly critical for maintaining standards of service (Renz, Brown and Andersson, 2024). In contrast, the leadership approach within the IBIS Hotel Stratford was transactional. Thus, it mainly focused on short-run concerns rather than long-term goals or employee development aspects that caused disengagement and enhanced the staff turnover rate.
[bookmark: _Toc182581225]Step 2: Critically Analysing Leadership using Research Questions
In critically analysing leadership at IBIS Hotel Stratford, it is essential to address the following research questions:
[bookmark: _Toc182581226]What are the Primary Causes of Leadership Challenges in Hotels?
The leadership challenges are also faced by the hotels emanating from ineffective communication, a lack of appropriate training, and ineffective coordination between the management and staff. In relation to this, management issues within IBIS Hotel Stratford are complemented by leadership gaps, difficulties in effective communication, and a requirement for integrated goals and objectives amongst the managers. Morrison (2022) opined that hospitality environments are very volatile, and leaders are constantly pressured to respond to customer needs and other pressures. However, leaders at IBIS Hotel Stratford struggled to maintain consistent communication channels, leading to confusion and operational inefficiencies.
Some focus areas included communication and information sharing, staff turnover, and the need for efficient methods of dealing with conflicts within the hotel’s leadership team. This aligns with Cardoso et al. (2021) findings, which postulate that poor leadership antecedents can result in a stressful organisational climate, which poses a real threat to the satisfaction and retention of the staff. Regarding the managerial challenges, it is crucial to mention that a transactional leadership approach in IBIS Hotel Stratford was used where leaders concentrated only on the task accomplishment without considering employees’ issues.
[bookmark: _Toc182581227]Why is Leadership a Critical Issue in the Hospitality Industry?
Leadership is most important in the hospitality industry because it affects employees and customer. Sürücü and Sağbaş (2021) noted, that leaders in hospitality organisations have the central role of fostering workers’ active participation. Since this is a crucial determinant of staff service delivery standards, it deserves keen attention. The lack of an empowering leadership style at IBIS Hotel Stratford contributed to a disengaged workforce, leading to inconsistent service delivery and customer dissatisfaction.
The hospitality industry is also characterised by high employee turnover, which makes leadership even more critical. The influential leaders develop the talent by managing the day-to-day operations of the business and reduce staff attrition (Morrison, 2022). High turnover directly resulted at the IBIS Hotel Stratford because of the leadership failure to engage their employees by offering growth opportunities and making favourable work culture.
[bookmark: _Toc182581228]How does Leadership Affect Operational Performance and Service Quality?
Leadership has a direct impact on operational performance, and how well the hotel is running and executing its roles in this aspect. In respect to operational strategies, leaders ensure that resources are managed well, and teams operate in cohesion to achieve goals that have been pre-set. In IBIS Hotel Stratford, failures in leadership were evident by an inability of the hotel to sustain its consistent standard of service delivery. Poor communication among the leadership resulted in misunderstandings concerning work assignments that led to delays and mistakes during service delivery.
In addition, the hotel leadership should have concentrated on people’s development, which diminished operational efficiency. When the leadership invest in the development and training of workers, operational performance improves because workers become competent and motivated (Ngui and Kariuki, 2024). At IBIS, however, the leadership focused on short-term operational goals, neglecting the long-term benefits of staff development, which led to frequent service inconsistencies.
[bookmark: _Toc182581229]What are the Most Effective Method for Improving Leadership within Hospitality Sector?
Developing hotel leadership necessitates implementing techniques that prioritise employee involvement, regular feedback, and creation of a strong organisational culture. In conjunction with this, transformational leadership is most effective in the hotel industry. This approach, thus, focuses on inspiring teams by articulating a vision, being innovative, and allowing personal time for growth and professional development (Zhang et al. 2021).
Most of the problems can be mitigated if a transformational model of leadership is followed in IBIS Hotel Stratford. A leader will have to inculcate his employees with trust, open communications, and recognition of employee contributions (Muhammed and Zaim, 2020). This will boost morale and reduce turnover, hence it gives greater priority to service quality and customer satisfaction. On the other hand, leadership development programmes that can help the leadership manage such emerging and complex contexts of the hospitality business could be introduced (Zainuddin and Asaari, 2020).
[bookmark: _Toc182581230]Examples from the Placement Experience
The major leadership issues that have been identified during the placement in the IBIS Hotel Stratford, are poor communication between hotel managers and subordinates, lack of vision or direction, and unable to handle conflicts. These situations were further worsened by the high turnover which resulted in the remaining staff working under a lot of pressure due to an increased workload. For example, one day, during the weekend, hotel managers gave general instructions, and the housekeeping staff felt it was not important to arrange the rooms in due time and many customers complained. These areas of leadership deficiency impacted the internal and external functioning of the hotel from the customer’s perspective, which underlined the exigency of leadership-related changes in the hotel.
[bookmark: _Toc182581231]1. Fundamental Leadership Challenges
[bookmark: _Toc182581232]1.1 Lack of Communication
One of the most critical leadership issues that were developed in one of the departments at the IBIS Hotel Stratford was poor communication between management and employees. Effective communication is part of the cornerstones of good leadership in this fast-paced environment, where decisions and actions must be made and taken in an efficient manner in the hospitality (Salonen, 2024). At IBIS, the General Manager’s (GM) irregular communication style often resulted in misunderstandings and a need for more clarity regarding daily operational tasks. For example, during peak periods, the staff frequently reported needing to prepare for the high volume of guests, primarily because the management was required to convey critical information about staffing needs and expected service levels. This has caused an operational inefficiency that decreased the morale of the employees and reduced the service quality.
Research has documented that poor communication is one of the major causes that make employees feel disengaged and dissatisfied (Suprayitno, 2024). Deficiency in terms of timeliness in feedback or recognition from management made it worse. Employees felt that their efforts were not appreciated and valued, and they were not being dedicated enough to their services (Raina, 2022). An inadequate communication environment can cause frustration and high turnover, as observed during the placement period.
[bookmark: _Toc182581233]1.2 Lack of staff Recognition
There also needed to be more appreciation of effort and achievement by the staff, which was another leadership issue that was observed at IBIS Hotel Stratford. Lack of appreciation in leadership patterns may cause demotivation and perceived invisibility among the workers (Younies and Al-Tawil, 2021). During the placement period, it was evident that the management lacked motivation for the subordinates, they barely commended the hardworking efforts shown by the team during peak business in their efforts to satisfy the customers. This failure helped create a culture where employees felt their efforts were unappreciated. Failure of recognition manifests not only from the low morale of employees but also in the operational performance (Purwanto et al., 2021). According to Saleem et al. (2020), organisations where employees feel appreciated are likely to deliver high productivity and service delivery levels. On the other hand, the failure to recognise workers at the IBIS Hotel Stratford led to employees who offered average service due to being noticed by guests, thereby lowering guests’ level of satisfaction. 
[bookmark: _Toc182581234]1.3 High Employees Turnover
The hospitality industry is renowned for having one of the highest employee turnover rates, and this did not bypass IBIS Hotel Stratford. Generally, high turnover rates are usually an undisputed result of incompetent leadership of organisations where there is disengagement in the workplace coupled with low workplace satisfaction (Qing et al. 2020). A related issue to high turnover, which was noticed during the placement assessment, was that the executives leave the hotel a couple of months into their employment. It formed an unstable working group within the team, inconsistent service delivery, and also a lack of unity.
Perev (2018) pointed out that lack of organisational support stems from everyday leadership practices that negatively reinforce turnover. Their numerous exits also negatively affected the current employees, not forgetting the costs incurred through replacing the employees and during the recruitment and training period. This turnover cycle highlighted the urgent need for a more effective leadership approach at IBIS Hotel Stratford.
[bookmark: _Toc182581235]2. Impact of Leadership on Organisational Performance
[bookmark: _Toc182581236]2.1 Service Quality
Leadership has a direct relationship with service quality in the hospitality industry. The management of the IBIS Hotel Stratford led to the type of leadership style and kind of experience their guests received. Transformational leadership is inspirational and motivational, such a leadership style aids high-quality service since an efficient work environment is created (Qalati et al. 2022). The style of leadership followed at IBIS Hotel was quite transactional since it focused on routine day-to-day basis and failed to inspire the employees. For instance, during the placement, there were several occasions where guests expressed dissatisfaction with their service experience. Lack of staff concern and appreciation made them stop performing their best, thus reducing the rate of service delivery (Ciulla and Ciulla, 2020). This study also confirms that organisations with high levels of employee engagement are likely to deliver high levels of service quality (Purwanto, 2020). In IBIS, the problem of leadership non-commitment resulted in reduced overall satisfaction among the guests since the staff members had less desire to make extra efforts to satisfy the customers.
[bookmark: _Toc182581237]2.2 Employee Engagement
Leadership also significantly influences employee engagement levels, directly correlating with operational performance. Organisational commitment is the level of employee’s psychological attachment to the organisation they work for and is positively related to performance and customer satisfaction (Sarwar et al. 2020). From experiences at IBIS Hotel Stratford, it was observed that organisational employee engagement correlates poorly with leadership practices. It was shocking to learn that some of the most creative ways employees felt ignored and unappreciated by the management was through poor communication and lack of feedback. Research shows that leaders who spend time with their subordinates enhance a feeling of inclusion and motivation (Paais and Pattiruhu, 2020). On the other hand, the disengagement in the IBIS case resulted in high rates of absenteeism and, thus, low productivity. Subordinates became reluctant to take responsibility in their positions, which caused organisational problems and deterioration of services.
[bookmark: _Toc182581238]2.3 Team Coherence
Good management is the key to bring the team together, and it is important in the hotel industry to get the work done. Team cohesion describes the power of interpersonal relationships among the staff to offer quality service (Abadi, 2023). Because of this, team cohesion determines whether the staff works in unison, shares information and supports each other in performing their duties (Yücel, 2021). For instance, during placement at the IBIS Hotel Stratford, weak leadership allowed somewhat discrepant interactions and interdisciplinary services’ disorganisation. For instance, whenever there was a rush during check-in and check-out, it took effort for the front desk and housekeeping departments to communicate with each other about room status, and guests often kept waiting. The literature suggests collaboration and work performance will improve when the leader promotes a strong team identity (Oubrich et al. 2021). The leadership issues in the IBIS organisation revealed the necessity of a more comprehensive approach to team management. 
[bookmark: _Toc182581239]Conclusion and Recommendations
[bookmark: _Toc182581240]Conclusion
The leadership challenges discussed throughout this report have considerable consequences for the performance of the IBIS hotel Stratford and the employees’ satisfaction. The most frequent concerns are related to intergroup communication breakdowns, senior leaders’ and managers’ unprofessional dual behaviour, and insufficient recognition of employee performance, which lead to demotivation and high turnover rate. These problems have been compounded by leadership’s failure to foster and promote the team’s motivation to deliver improved service and efficiency.
IBIS hotel Stratford leadership need a more transformational style. The promotion also significantly encourages employee motivation and commitment (Ali, Wang and Johnson,2020).  A lack of clear vision has raised a substantial problem in IBIS hotel since it makes the disengagement of its employees from organisational goals. Untimeliness and improper conduct from the general manager and other organisational leaders have provided a bad example to the staff and contributed to operations’ inefficiencies.
Another critical observation is associated with leadership’s adverse effects on communication. Communication is the key to success in the management process and should be accessible at any level of the organisation. In IBIS Stratford, the absence of such communication channels has resulted in confusion, slow decision making unclear delegation of tasks, which has impacted the hotel’s operation. This situation has worsened because many employees are not given performance feedback often. Staff must know their performance status and work on it. This paper has sought to explore leadership, particularly in the context of the IBIS hotel Stratford, and highlighted leadership’s relevance in the operational outcomes. Leadership improves the satisfaction and turnover of employees and guarantees the achievement of organisational goals. The result of this report supports the literature that has identified leadership as one of the most critical factors determining organisational culture and performance (Salas-Vallina, Simone and Fernández-Guerrero, 2020).
[bookmark: _Toc182581241]Recommendations
To address leadership challenges, the following recommendations are proposed in order to improve leadership at IBIS hotel Stratford:
[bookmark: _Toc182581242]Implement Leadership Training Programs
[bookmark: _Hlk182253037]Establishing leadership development programs to prepare senior management to lead is necessary. Training should centre on the aspects of transformational leadership, including vision communication, employee inspiration, and innovation (Top, Abdullah and Faraj, 2020). Emotional intelligence should also be included in these program, because it has also been found to improve leadership skills (Abdullahi, Anarfo and Anyigba, 2020).
[bookmark: _Toc182581243]Enhance Internal Communication 
The communication lines have to clearly defined. This includes daily, weekly, and monthly meeting, performance appraisal, and an employee grievance reporting system. When leaders enhance their communication, they can ensure that the employee know their duties, thus minimising organisational problems (Tummers and Bakker, 2021).
[bookmark: _Toc182581244]Conduct Regular Performance Audits
Performance audits should be conducted regularly to determine the performance level of both the employee and the management. These audits will help identify areas for improvement and ensure that leaders are held accountable for their actions. This approach will give employees the necessary feedback to improve their performance (Zainuddin and Asaari, 2020).
[bookmark: _Toc182581245]Foster a culture of Recognition
Recognising and rewarding employee achievement can boost morale and increase job satisfaction. A formal recognition program acknowledging individual and team contributions would motivate staff and reduce turnover (Katsaros, Tsirikas and kosta, 2020). This program should be complemented by clear career progression opportunities to retain talented employees.
[bookmark: _Toc182581246]Restructure the Management Team
Given the recurring leadership issues, it may be necessary to restructure the management team. Bringing the new leader with fresh perspectives and a commitment to professional conduct could help reset the organisational culture and improve leadership effectiveness and operational performance (Carter, 2024).
[bookmark: _Toc182581247]Introduce 360-degree Feedback Mechanisms 
A 360-degree feedback system would allow employees to provide feedback on their leaders’ performance. This system will help identify leadership weaknesses and areas for development while promoting accountability among senior management (Massie, 2024)
[bookmark: _Toc182581248]Promote Ethical Leadership Practices
Ethical leadership should be at the core of IBIS hotel Stratford’s leadership framework. By promoting integrity, transparency, and fairness, leaders can set a positive example for employees and build a culture of trust and respect. Ethical leadership also ensures that decisions are made in the organisation’s and its employees’ best interest (Dimitriou, 2022).
[bookmark: _Toc182581249]Reflective Writing
[bookmark: _Toc182581250]Leadership Issues at IBIS Hotel  London Stratford (ERA Cycle Model)
[bookmark: _Toc182581251]Experience
During my placement at IBIS hotel London Stratford, I had the opportunity to closely observe the General Manager’s (GM) leadership style and its impact on the staffs’ overall operational performance. Even at the beginning of the case, it was clear that the GM’s leadership style could have been more helpful to the hotel’s work environment. Many instances of ineffective communication, lack of professionalism, and lack of proper management were observed. One of the most notable issues I realised was that the GM needed to take concrete steps to reduce staff, and turnover rates were high. The GM seldom ensured that these matters were addressed directly; thus, employees remained ignored and unappreciated.
For instance, it was typical for the GM not to appreciate the efforts made by the staff. Employees were not motivated because there was no structured method to reward them for their performance. Such treatment, alongside poor professionalism led to poor morale in the team. Besides, the lack of timely response from the GM and timely action to customer complaints and feedback also negatively impacted the hotel’s image and guest satisfaction levels. These delays depicted a disorganised and untimely leadership, a vice in the rapid business world, especially in hospitality.
The poor leadership style of the GM was compounded by an audit trail and outstanding problems that concerned operational performance. This uncoordinated way of handling these audits let to confusion among the staffs since they needed to know their roles and timelines. This caused much confusion in the workplace, and several tasks were either done very late or wrongly. In general, this added a lot of frustration to the team. The experience showed me the drawbacks of the leadership approach, which can be best described as authoritarian and ineffective delegation because the GM made all significant decisions but offered no direction or assistance to the subordinates.
[bookmark: _Toc182581252]Reflection
These experiences taught me the importance of leadership in any organisation, not forgetting the hospitality industry. From the experiences highlighted in the case of IBIS hotel London Stratford, it has been observed that the specific leadership style of the GM in this organisational setting was counterproductive as it directly impacted the staff, customers satisfaction, and service delivery. The failure to use communication and show appreciation eroded the organisational culture to one where employees felt demotivated. This disengagement resulted in high turnover rates, added to the already stretched team and realising a vicious cycle of poor service delivery rates and general inefficiency.
I have gained insight into what it takes to be a good leader in the hospitality industry. I have embraced servant leadership, where the leader puts their tram first and ensure they help them grow. While the leadership of the GM was not discussed, it can be strongly characterised as autocratic or even dictatorial in some periods. Lack of identification of task to subordinates and lack of inclusion of the team in the decision-making processes let to poor accountability in performance by the staffs. Consequently, organisational members perceived they were no longer part of a larger whole and could have been more productive.
I understood that timely and efficient communication is crucial in a leadership position. Regarding customer queries and reviews, the GM’s time delays in addressing them impacted not only customers satisfaction but also suppressed morale among the employees who constantly dealt with irate customers due to a lack of proper direction from the higher authorities. It also applied to internal processes for which staffs needed to make aware of important decisions or upcoming audits, which created confusion and errors. It makes it clear that a more open approach to leadership, inclusive of the team members would have benefited the organisation and let to a healthier work environment.
[bookmark: _Toc182581253]Action
As a result of what I have learned during the placement at IBIS hotel, I want to be more servant leader in my future career. One can foster the team’s needs and make communication more effective and friendly. I would be open to the team, make more decision with them, and distribute tasks more appropriately. It would increase employee autonomy, responsibility, and ownership, essential for high performance and motivation.
I want to work on my communication skill. I plan to have status meeting with all employees to keep them all informed of the current projects, new audits, or any changes in the organisational processes. Most of the misunderstanding that may follow will be best prevented, and the team members will have a clear set of objectives that should be achieved. Also, I would implement a good-performance incentive policy because, from my own experience, I realised that when people are not appreciated for their efforts, their productivity decreases, as well as high turnover.
One thing brings the other, and the most crucial lesson I have learned during my placement is punctuality. Another important activity for leader is constant communication with customers and answering their questions and comments to ensure their satisfaction and develop a proper company brand image. I would do one of the things diligently is to attend to customers’ concerns whenever they voiced out. I strive to see that all audits and other assigned operational tasks are done in high quality standard and on time, because delays in completing a task affect different team areas.
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