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Abstract
This report investigates how different types of leadership help or hinder hotel team performance at Delta Hotels by Marriott Newcastle. The goal of the research is to see what effects transformational, transactional and unrestrictive leadership have on staffs, teams and guests. The findings of the report show that when front office, housekeeping and food and beverage workers are surveyed, transformational leadership is most effective. Individuals in these teams felt appreciated, were respected and were inspired to improve their work. The rewards are used to drive staff, which helps increase performance, though this kind of leadership doesn’t form the lasting relationships needed for lasting success. When managers did less and let employees run things, outcomes were the least good. The report points out that effective leaders are emotionally strong, create a good work atmosphere, handle disputes fairly and welcome new thoughts. It proves that effective leadership leads to higher team productivity, more satisfied guests and greater hotel achievement. Based on what was found, the report recommends training leaders, offering chances for staff to voice opinions and adopting rewards and recognition systems for workers. This research allows hotels in regional hospitality to see how leadership is connected to the results their teams achieve and the level of service they offer.
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Chapter 1: Introduction
[bookmark: _Toc199424021] Background to the Study
Management has a key impact on how teams operate, get motivated and deliver services in hospitality (Huertas-Valdivia et al., 2019). The operation's success in guest-dependent industries depends significantly on how well managers can lead their teams (Dawson et al., 2023). Because the tourism industry is becoming more competitive and workers expect more, experts and researchers are paying close attention to the effects of leadership on teamwork. Moreover, this research study is founded on work I completed at Delta Hotels by Marriott Newcastle, a well-known property near Newcastle International Airport. Marriott International is recognised worldwide for paying close attention to service quality and professionalism and boosting company employee engagement. Additionally, with the hotel's front office and food and beverage teams, the researcher learned about its management system and how it operates daily (Collis et al., 2004). Moreover, there was a clear difference in how managers displayed leadership, and I observed this by watching how departments interacted, settled disputes and pushed their teams to succeed.
Furthermore, they proved that good leadership impacts the team's productivity and the work environment (Kearney et al., 2023). Moreover, having access to different employees allowed me to determine their perceptions of fairness, aid, and inspiration from their managers. Therefore, numerous management styles affect team inspiration, teamwork, and getting everyone working towards the same objectives (Collis et al., 2004).
[bookmark: _Toc199424022]Research aims and objectives
The research aim is to evaluate how different leadership styles influence team performance and guest satisfaction.
1. To identify the predominant leadership styles employed by managers at Delta Hotels by Marriott Newcastle via staff surveys
2. To critically review theoretical frameworks of transformational, transactional and laissez-faire leadership within hotel management.
3. To analyse the relationship between these leadership styles, team performance metrics, and guest satisfaction scores.
4. To recommend leadership development strategies that optimise team performance and enhance guest satisfaction.
a. Research Questions

Q1: How do transformational, transactional, and laissez-faire leadership styles, as practised by management at Delta Hotels by Marriott Newcastle, affect frontline staff motivation and productivity?
Q2: What is the relationship between these leadership styles and key service-quality outcomes (e.g., guest satisfaction scores, repeat-stay rates) in the hotel’s operations?
[bookmark: _Toc199424023]Overview of the case study
In the hospitality industry, human interaction leads to customer satisfaction, mainly through high-quality service, active staff members and smooth operations (Cho and Choi, 2021). Strong leadership is critical in this environment to align team performance with the organisational vision (Edward, 2021). The placement at Delta Hotels by Marriott Newcastle in the service business inspired this research, as the hotel is well-regarded for adhering to industry best practices, guest experiences and its brand partnership with Marriott. The aim is to assess how management styles impact team presentation, worker motivation, and the overall atmosphere of the hotel workplace.
Delta Hotels by Marriott near Newcastle's city centre and airport is popular with guests travelling for work and pleasure (Mwesigwa et al., 2020). As a Marriott International hotel, it believes in providing outstanding service and supporting staff. However, these values are often applied depending on the management methods selected by department and team managers (Veal, 2017). Moreover, during the placement period, direction from leaders affects both business operations and work-related well-being, conversations, and challenges.
This research studies the effect of numerous management styles on team performance and the motivation of those being led. I recognised this topic while observing during the placement since several other ways of leading affected team temperament, consistency in service and how staff interacted. Since hospitality primarily centres on teamwork and has a high turnover rate, understanding how leadership impacts the workplace is crucial.
[bookmark: _Toc199424024]Chapter 2: Literature Review 
[bookmark: _Toc199424025]Impact of Leadership Style on Team Performance
The style a leader uses in the hospitality industry affects how the team works together, the motivation of staff, and the level of service guests receive (SÜRÜCÜ and SAĞBAŞ, 2020). Numerous academics have examined how employee work performance is impacted by transformational, transactional, servant, and unrestrictive control viewpoints. With accordance to Dimitriou (2023), a good leader must ensure that international brand standards are upheld in how hotels are served locally.
From their studies, Makhanya and Jili (2023) concluded that transformational leadership increases performance by motivating employees with methods other than simply rewarding them. Leaders must encourage their team members because service-based work relies on employees’ satisfaction to keep customers pleased. Stoyanova et al. (2020) also found that good emotional intelligence among leaders can improve teamwork and a team’s mood, especially needed in challenging hotel situations.
The type of leadership a branded hotel uses affects its team’s performance and helps put the company’s global values into action every day (Kim, Yang and Lee, 2023). Unit-level leaders must keep staff motivated and part of Marriott's bigger service vision. On the other hand, few case studies of Marriott’s Delta brand exist in UK cities outside London. Most literature looks at leadership in the hospitality world on a general level or in key hotels in large cities.
[bookmark: _Toc199424026]Leadership and Organisational Culture in Hotels
A hotel's culture is guided by values, expectations, and methods that others follow (Järvi et al., 2020). These values shape employee actions and the type of service guests receive. Bristol et al. (2024) explain that leadership is key to developing and maintaining an organisation’s culture. This results in greater consistency, a better reputation, and happier guests in service industries.
Marriott and similar hotel chains emphasise offering excellent service, being innovative, and being honest in their work approach. Global culture should be adapted into local operations, and leadership has a significant role in making this happen (Ho, Lam and Law, 2022). At the Delta by Marriott Newcastle, leadership must continue the Marriott company's principles while learning from the local workforce, local customs, and the needs of guests in the region.
Saleem et al. (2020) suggests that effective leadership is needed to ensure that the organisational culture matches what happens in the company. Because hotels have a high employee rate and standards must not drop, hotel leaders model appropriate behaviour, motivate teamwork, and set clear guidelines for performance. Where resources and training are not as strong in regional hotels, local leadership becomes crucial for the organisation’s culture (Nazarian et al., 2020).
Nevertheless, the research has concentrated mainly on large hotel cities or stories outside the UK. Research examining how leadership affects organisational culture in regional branches of international hotel chains in the UK, such as Delta by Marriott Newcastle, is still restricted.
[bookmark: _Toc199424027]Importance of leadership in hotel operations
According to the study of Patiar and Wang (2020), leadership is essential for hotel operations, covering how guests are treated, how staff are managed and the hotel’s financial and planning success. Because the hotel industry is constantly changing, high demands, many details and different people to manage require leaders who can respond to new needs (Hahang, Bayraktar and Jiménez, 2022).
Based on Guchait et al.'s (2023) viewpoint, effective hotel managers must excel in operations, concentrate on customers, and lead groups of employees from different generations and cultures. As the brand’s policies are set for all sites, regional managers at Marriott must execute these procedures successfully while dealing with particular issues related to staffing, demand and preferences.
Competition in the Delta by Marriott Newcastle area is high, so building loyalty with guests depends on excellent service and the brand name together. According to Paais and Pattiruhu, (2020) studies, Successful leaders in this kind of business balance their focus on work, employee satisfaction and how they treat customers. Ari (2022) studies that it is equally vital for regional hotel leaders to handle variations caused by seasons, lack of skilled staff and community relations, details that other leaders can miss.
Though the role of leadership in operations is appreciated, little research exists on how leading a mid-range hotel brand such as Delta by Marriott in the UK’s non-metropolitan locations influences service at the front line.
[bookmark: _Toc199424028]Theoretical and conceptual framework
[bookmark: _Toc199424029]Transformational Management Model
Four types of behavior are highlighted by the transformational leadership theory: academic inspiration, individual concern, inspirational motivation, and idealized influence (Khan et al., 2022). These leaders are well regarded by others, helping the hotel achieve top service and promoting employee interest.
Studies show that managers who practice transformational leadership at hotels have happier employees, fewer employees who leave, and happier guests (Farrell, 2022). Such leaders clearly explain their goals, encourage employees to give their best, value innovation, and deliver exceptional service. For Delta by Marriott Newcastle, which must adapt Marriott’s service to local customers, transformational leadership gives a plan for linking the brand’s aims to local actions.
Leaders at each property must turn Marriott’s global guidelines into recognisable advantages for guests. Such an approach holds people accountable and helps maintain consistency in the service and the brand’s reputation. The context influences the success of a transformational leadership approach, the organisation's structure, the way teams work, and cultural features, which can either improve or diminish its effectiveness (Gom et al., 2021).
Whilst studies show transformational leadership is valuable in hospitality, looking at its use in Delta hotels in the UK has not been studied yet. This disparity makes it difficult to determine how leadership philosophies directly impact how satisfied employees and customers are with this company.
[bookmark: _Toc199424030]PESTLE
P-Political
Political changes after Brexit immigration have led to a lack of workers, mainly in hotels and restaurants, because many people from the EU are no longer working in these areas (Reeves and Bristow, 2024). 
E-Economic
The hospitality industry must deal with inflation regarding expenditure, increased interest rates and the current cost-of-living crisis, all of which keep people from spending on travel and leisure.
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Figure 1Consumer Price Index for hotels, cafés, and restaurants in the United Kingdom from 1st quarter 2000 to 1st quarter 2025
SOURCE: Statista (2025)

The CPI for guesthouses, coffee shop, and cafeterias in the UK was 147.2 in the initial quarter of 2025, according to the above statistic. This indicates that prices have increased by 47.2% since 2015, while total prices have risen by 36.5%.
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Figure 2 Revenue Per User of Hotels in the UK, in USD, 2019-2023
SOURCE: Mordor Intelligence
The surge in tourists increases demand for lodging, which in turn raises residence and apartment rates, ultimately increasing RevPAR. In September 2022, the UK had an 81% monthly occupancy rate. For the next two years, the data indicates a steady rise in the same month.
S-Social
Because of new trends, customers now look for personalisation, care for their health when travelling, pay more attention to ethics, and expect better experiences (Kumar et al., 2024). According to Gursoy and Maier (2023), variety and presence are key to delivering services to clients. 
T-Technology
Technology allows users to check in on their phones, let AI handle customer service, and benefit from customised services. Research by Shi et al. (2021) suggests that hotels must respond quickly to changes if they want to be competitive.
L-Legal
The hospitality industry is bound by old and new laws related to workplace safety, worker rights, and protected personal information under GDPR (Sharma and Kumar, 2025). Following regulations like the Equality Act (2010) and the Environment Act (2021) ensures safety from penalties and guests' satisfaction.
E-Environment
Consumers and regulators are now paying more attention to carbon reduction, minimising plastic waste, and getting green certifications (Velaoras et al., 2025). For this reason, Kabangire and Korir (2023) suggest that hospitality businesses in the UK are inspired to develop innovative approaches, redesign their workplaces, and focus on green technology to stay current and resistant to new challenges.

[bookmark: _Toc199424031]Research Gap
Although much writing exists on hospitality leadership, significant research gaps exist about the Delta by Marriott brand in the UK regions. Researchers have mainly examined leadership in standalone hotels and central urban hotels. Little data is available on how leadership affects mid-range branded hotels outside large cities like Newcastle.
There are also many theories related to transformational leadership, but empirical studies rarely explore them in Delta hotels' daily work. No texts explore how Delta’s leaders help their team work well, change corporate culture to meet local requirements, and overcome issues in different areas.
Delta Newcastle's leadership style's ability to support digital transformation, new service ideas, and engagement with the local workforce is little known. Without case-based research, understanding Marriott’s mid-range strategy and how well its leaders work locally would not be complete.


[bookmark: _Toc199424032] Chapter 3: Methodology 
[bookmark: _Toc199424033]Research design and philosophy
In this study, use a positivist method, so they rely on facts rather than personal opinions. Positivism allows researchers to focus on items that can be checked, like how a team works and what guests think of their stay (McGinley et al., 2020). It helps us understand how leaders using transformational or transactional leadership methods influence the results (Lee et al., 2023). The findings rely on data that can be verified, rather than personal accounts (Miller et al., 2020). As a outcome, results from evidence-based practice are both reliable and fair. The reason for using this design is to discover how leadership behaviours shape employee performance in a hotel. It also recommends using organized tools such as surveys and checklists. It is particularly useful for studying hospitality, since analysing results tells us about service and allows for smarter action (Ayvaz-Çavdaroğlu et al., 2024).
[bookmark: _Toc199424034]Research strategy and approach 
In this research, a case study was choosed, examining observations at Delta Hotels by Marriott Newcastle. Close study of actual problems is made possible when researchers can use case studies that are related to their environments. Here, we experience various leadership techniques right within the hotel. The first looks at theories of leadership, including transformational, transactional and freewheeling and then tests those theories with hotel information (Khairy et al.,2023). Trying this approach in a real setting helps the researcher determine if these theories have an impact on team motivation and service quality. By using this strategy, we gain a deeper understanding of how leaders work each day. Combining theory with real experience gives the study greater significance and usefulness (Sokhanvar et al., 2021).
[bookmark: _Toc199424035]Data Collection Method and Data Analysis 
In this study, results are captured using numbers, not verbal explanations. An online survey was distributed to staff in the front office, housekeeping and the nutriment and drink departments. The survey used Likert-style questions so that participants could answer “agree” or “disagree” to each item. Some of the questions focused on a leader’s behaviour, how effectively they communicated, how motivated they were and how satisfied they were with their work (Bailey et al., 2020). All participants answered the same questions, so that the results could be checked against each other. Statistical methods were employed to study the way leadership styles influence team performance (Wuryani et al., 2021)
[bookmark: _Toc199424036]Sampling technique
The participants in the study were selected using purposeful sampling since their roles in the hotel mattered. Front office, nutrition and drink and housework staff were included in the study, since their service is directly affected by management. Staff members were motivated to join, without having to wait until they had years of experience (Malik et al., 2022). It was their choice to take part and they could end their study whenever they wanted. Everyone involved in the survey was asked to give their agreement after understanding everything about how the research would be done with their information.
[bookmark: _Toc199424037]Ethical consideration 
The research was given ethics authorization by the university and approval from the HR department of Delta Hotels by Marriott Newcastle. Names or identities were never sought from survey participants, meaning the information they gave was kept private. All results were handled carefully and were not used for anything apart from this research. The investigators obeyed ethical rules by letting participants decide whether to join and by guaranteeing their privacy. Protecting data according to both present legislation and the university’s policies was essential for the research (Liu and Khalil, 2023). During the study, people were informed of the purpose, had the correct to stop at any period and learned their information would be safely managed. Because of this, hotel employees were more willing to share information and opinions.







[bookmark: _Toc199424038]Chapter 4: Findings 
[bookmark: _Toc199424039]Findings 
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Interpretation 
The above graph demonstrates the gender ratio, which includes 66% of females while males are 34%. 
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Interpretation
The above graph demonstrates that 58% of respondents are from the age bracket 26-35; on the other hand, 8% are from the group 18-25. However, 34% are from the age bracket 36 onwards. 
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Interpretation 
The graph reflects the educational background of the respondents, which illustrates that around 40% of respondents are PhD. On the other hand, 16% of respondents are Bachelors, and 44% are Master Graduates.  
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Interpretation 
The above graph illustrates the respondent rate at which team conflicts are resolved fairly: 50% strongly agree, 26% disagree, 8% are neutral, and 16% agree with the statement.  Conflict resolution happens soon and is based on fairness (Nguyen et al., 2019). When disagreements occur, the management ensures that all are treated respectfully and can voice their opinions. Because of this approach, team members interact, face little disruption and gain trust in each other. With timely solutions to conflicts, leaders impress others and help maintain respect at work.
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Interpretation 
The above graph illustrates the response rate, with 42% strongly agreeing, 24% disagreeing, 6% neutral, and 26% agreeing with the statement. The manager encourages staff to share their ideas by listening to what they communicate and think (Ridwan, Mulyani and Ali, 2020). Moreover, team members are encouraged when they share their thoughts or problems. On the other hand, if they believe their comments are taken seriously, employees feel lifted in spirit and will be more motivated to find innovative ways to improve operations.
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Interpretation 
The above graph shows that 38% strongly agree, 30% disagree, 8% neutral, and 24% agree with the above statement. Employees are always respected and valued by their managers, which positively impacts their motivation and job enjoyment (Edward, 2021). The manager values each person's effort, and team members are treated equally. Therefore, employees who feel respected stay loyal and work in a culture where everyone values respect.
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Interpretation 
The above graph shows that management style has an important effect on team productivity. However, the response rate shows that 48% strongly agree, 16% disagree, 14% neutral, and 20% agree with the above statement. The style a leader uses extensively affects the lineup's overall performance. Further, if managers are clear, empathetic, and decisive, employees will usually remain committed, focused, and motivated (Mwesigwa, Tusiime, and Ssekiziyivu, 2020). Therefore, if a manager is flexible in their leadership approach, it encourages the team to perform better.
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Interpretation 
The above graph illustrates that a leadership style that fosters an encouraging work atmosphere has an encouraging impact on complete worker productivity. However, the response rate shows that 54% strongly agree, 14% agree, 22% disagree, and 8% are neutral with the above statement.  The department’s leadership approach brings about a happy and supportive workplace. Moreover, managers ensure that respect, open discussions and shared responsibility are part of their team's culture (Paais and Pattiruhu, 2020). Because of this, staff feel secure in speaking up and working efficiently, as they know their work contributes to the company’s overall performance.
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Interpretation 
The above graph illustrates the response rate, with 50% strongly agreeing, 14% disagreeing, 10% being neutral, and 26% agreeing with the statement. The people in charge at the hotel encourage the team to take responsibility. Managers set up jobs clearly and expect employees to follow through on those duties. With accountability as a guiding principle, the team succeeds, is polished, and understands why integrity within the organisation is essential.
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Interpretation 
The graph above shows that 54% strongly agree, 22% disagree, 8% neutral, and 14% agree with the above statement. Inspiring their teams is one of the primary duties of a manager, guaranteeing their support for the hotel's aims. Leaders encourage employees to focus on group targets by supporting them with words and deeds. Due to this direction, staffs feel comfortable in their positions and are motivated to work cooperatively toward achieving similar objectives.
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Interpretation 
The above graph illustrates that hotel leadership encourages employees and the team to enhance their job performance, which also positively impacts revenue generation. However, the response rate indicates that approximately 50% agree entirely, 26% agree, 10% are unbiased, and 14% disagree with the above statement.
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Interpretation 
The above graph shows that the response rate is around 44% strongly agree, 10% neutral, 16% disagree, and 30% agree with the above statement. 
The manager helps team members understand and complete new tasks. Performing tasks in practice helps staff recognise their value, make fewer mistakes, and adapt to recent additions to their roles. Thorough onboarding and skill training reveal the company's commitment to employee development and capabilities.
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Interpretation 
The chart shows that 56% agree entirely, 20% agree, 10% are neutral, and 14% disagree with the above statement. Moreover, Team leaders get prompt recognition and rewards when they reach set objectives. Recognising what employees do well improves the spirits of both leaders and everyone in the team. Recognising achievements leads others to value hard work and planning, which in turn benefits the department.
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Interpretation 
The above graph shows that 62% strongly agree, 14% disagree, 8% neutral, and 16% agree with the above statement. The way leaders behave in the department supports a helpful and uplifting atmosphere. They encourage respectful communication, mutual accountability, and openness among themselves and the team members. Therefore, employees can express themselves freely and do their best work, as they understand that their efforts strengthen teamwork. 
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Interpretation 
The above graph shows a response rate of 58% strongly agreeing, 14% disagreeing, and 22% agreeing with the above statement. Managers use performance incentives to motivate their staff. They are provided consistently and are associated with easily visible results. When management rewards top performers, it motivates everyone to work steadily, compete fairly, and value and appreciate good results.
[image: ]

Interpretation 
The response rate indicates that 48% strongly agree, 28% agree, 12% are neutral, and 12% disagree. Team leaders and managers motivate their teams to generate new ideas. Employee ideas are valued, and new solutions are both accepted and investigated. Being open leads to innovative ideas, regular progress, and an environment that encourages team members to contribute to the hotel's improvement.
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Interpretation 
The graph above shows the response rate: 50% strongly agree, 12% disagree, 14% neutral, and 24% agree with the above statement. The manager helps develop a workplace where people are free to share their feedback, ideas, and worries. Clear communication helps everyone trust each other, cooperate more effectively, and understand what the organisation and the department aim to achieve. This approach enables the team to stay unified and prepared to respond to changes.
[bookmark: _Toc199424040] Discussion 
Graph 1 shows that the majority of applicants are female, while the rest are male. More women end up in hospitality and service positions because it’s thought that their interpersonal skills are preferable for these jobs. Gursoy and Maier (2023) note that successful team management in the hospitality industry requires diversity and inclusion. Leaders should recognise the distinct ways men and women communicate and are motivated, and ensure that all team members feel supported. It can be seen from Graph 2 that most people in this group are in their twenties and early thirties. They choose careers with leaders who support group efforts and personal development and with companies that stand for something important. This aligns with the view of Guchait et al. (2023) that millennial hospitality professionals expect their managers to exhibit high emotional intelligence, be motivating, and encourage their development. Mentoring and personalised support as part of transformational leadership seem to be precisely what Generation Z looks for (Farrell, 2022).
It is shown in Graph 3 that the majority of people in the sample hold a BA, MA, or PhD degree from Thai institutions. It reveals that most workers can take part in detailed activities and think critically. As a result, intellectual stimulation, an important aspect of transformational leadership, is necessary (Makhanya and Jili, 2023). Managers should create a testing and inspiration-filled atmosphere to motivate highly educated personnel. Being surrounded by well-educated staff may give an organisation a better chance of finding, using and benefiting from new industry knowledge. According to Graph 4, 50% agree and 16% strongly agree that team conflicts are settled impartially. Dealing with disputes effectively helps create a healthy workplace and protect productivity. Nguyen et al. (2019) suggest that teams can achieve better results if disputes are settled fairly, as this improves trust and facilitates collaboration among team members. Based on the data, managers appear to choose respectful and inclusive approaches to handling conflict, which likely keeps the team working together and decreases turnover. It matters most in the hospitality industry, particularly in locations where rapid collaboration is crucial.
Graph 5 reflects that most respondents believe managers support the expression of new ideas. Ridwan, Mulyani, and Ali point out that psychological safety enables employees to communicate their ideas without worrying about negative consequences. The disagreement notes that in some cases, cultural barriers or differences in communication might cause problems, which means leaders may need to introduce development and trust-building programs. Graph 6 demonstrates that workers feel they receive strong respect from their managers, and others report that their managers show some respect toward them. Such behaviour demonstrates idealised influence, a key component of transformational leadership, as leaders at Marriott model their values to let them take root in the culture (Saleem et al., 2020). According to the findings, many people believe that respect should come from their leaders. However, for those who have doubts or disagree, their unhappiness may negatively impact morale, suggesting that more guidance is required for leaders.
Graph 7 reveals that those who strongly agree and those who agree notice a solid connection between team performance and leadership style, confirming the commonly accepted tie between leadership and team performance (Mwesigwa, Tusiime, & Ssekiziyivu, 2020).  SÜRÜCÜ and SAĞBAŞ (2020) point out that a team’s success is strongly correlated with how its leaders behave. The survey indicates that a few employees may find inconsistencies between the leaders’ actions and the assumptions made by employees, so there is a need for leaders to receive frequent feedback and comments. The chart suggests that coaching and leadership influence employers, as almost half strongly agree that leadership supports a positive environment, while the others disagree. Since significant differences are found here, people in various departments or supervisors may work in different ways (Paais & Pattiruhu, 2020). Failure to create such an environment by leaders may cause employees to feel stressed and disengaged. Therefore, helping leaders become more effective at instilling positivity throughout the organisation is key to a company’s success.
The graph indicates that 50% of those polled think leadership makes a strong point about personal responsibility. This aligns with Stoyanova et al. (2020), who explain that having well-defined responsibilities and trust in management leads to greater job satisfaction. They ensure that associates understand what they should do by Marriott’s strong values and standards. Clearing up expectations prepares employees to manage their tasks and advance their careers effectively. Although there has been progress, the data suggest that the accountability issues might not yet be entirely resolved and could resurface. Graph 10 reveals that more than half of the respondents said managers guide teams to achieve the same objectives. Authors Makhanya and Jili (2023) state that inspirational motivation equips leaders to link their team's work with the organisation’s purpose. The idea of providing great customer service is probably translated into daily team goals at Delta thanks to strong leadership from Farrell and his team (Farrell, 2022). Having leaders who support their team helps fast-paced hospitality companies achieve more and work together smoothly. Even with a positive response, since many disagree or remain neutral, there could be problems with leadership, necessitating development plans.
Graph 11 primarily indicates that people are firmly convinced that real leadership is crucial for a company’s achievements and improvement. Ari (2022) explains that motivated staff help to boost both guest experiences and a hotel’s finances. Managers at Delta who organise teams using business targets encourage RevPAR growth, based on advice from Mordor Intelligence (2025). People who enjoy what they do tend to offer outstanding service, which helps increase loyalty and revenues. To stay sustainable, an organisation must rely on consistent high performance that comes from strong leadership. According to Graph 12, a significant number of employees strongly believe that managers play a crucial role in helping staff learn new skills. Experts led by Guchait et al. (2023) suggest that having a supportive leader is essential for achieving strong results and learning. “Individualised consideration” transforms the learning process and encourages mentoring and skill-building that matches the company’s commitment to training. An agreement level of 16% can erode employee confidence and their productivity, so the creation of formal programs is crucial.
 According to the results in Graph 13, nearly half of the people believe that team leaders are not given credit for meeting their objectives. In their 2020 study, Stoyanova et al. note that recognition significantly boosts motivation and helps keep team members motivated. Yet, if recognition is not stable, it might not become as helpful as possible. Graph 14 shows that they strongly believe our leaders help create a positive environment. According to Farrell (2022), leaders with emotional intelligence create workplaces that feel safe and encouraging. This demonstrates how Marriott builds a service model that values trust and openness, backed by what Saleem and his colleagues (Saleem et al., 2020) explain about leadership setting standards for staff and behaviour towards guests. The results in Graph 15 indicate that a substantial number of participants strongly agree that performance incentives are in place. It demonstrates that both transactional and transformational leadership styles are employed at Delta. According to Makhanya and Jili (2023), the use of performance incentives leads to greater motivation and increased competition, particularly in the hospitality sector.
In Graph 16, nearly half of the respondents strongly agree and another half agree that managers support promoting innovation. According to Kabangire and Korir (2023), creative teams are more flexible and adapt better to rapid changes in the hospitality industry. Carefully challenging your team to think of ideas encourages them to keep working and engaged. Yet, people argue that avoiding risk and following company hierarchy may prevent employees from sharing original ideas, which leaders must address. According to Graph 17, half of the respondents believe the company’s management fosters open dialogue and trust. It aligns with Edward’s view that speaking openly within an organisation leads to unity and trust. Having a workplace where feedback is valued helps unite the team and reminds everyone of their purpose. Neutral and differentiating members believe the way people communicate should improve so that everyone is equally trusted and cooperative.
Ultimately, this study revealed that the hotel’s team performance is significantly influenced by its leadership style. When the survey results were compared to academic research, it was shown that transformational leadership had the most important outcome. Those who manage with this approach are usually kind, helpful and uplifting. They welcome new thoughts, settle disagreements fairly and help everyone get along well at work. As a result, employees feel trusted, take on responsibility and work together toward achieving goals. Most employees believed that being led well impacts how they perform their jobs, acquire new skills, and feel about their work. Strong leaders help provide excellent guest service and generate more revenue for the business. The research also showed that transactional leadership, such as offering prizes for effort, can assist transformational leadership. However, certain staff members thought that praise and information were sometimes inconsistent. This suggests that we can enhance our leadership skills. It’s essential for managers to continually improve their awareness, speaking skills, and inclusive methods to support every person on their team. Put, leadership affects staff performance, staff happiness, and the company's outcomes. Delta Marriott and similar hotels can significantly improve by offering leadership development programs and promoting an open, pleasant environment that encourages the expression of new ideas.


[bookmark: _Toc199424041]Chapter 5: Conclusion and Recommendations 
[bookmark: _Toc199424042]Conclusion 
In conclusion, this study focuses on a highly competitive hospitality setting where service delivery and employee performance are influenced by leadership. The placement at Delta Hotels provided a unique opportunity to observe leadership styles adopted by various department heads, mainly in frontline areas such as housekeeping, F&B, and the front office.  These findings made it clear that leadership affects not just job accomplishment but also the motivational and emotional atmosphere of the company.  This report examines the effects of transactional, transformational, and laissez-faire leadership philosophies on team productivity and visitor pleasure.  The study aims to determine which style is more prevalent at this hotel, how it influences daily operations, and whether it is consistent with Marriott's brand values. Moreover, this study examines the relationship between leadership and service consistency, particularly in a regional hotel context where local staff requirements and customer expectations must be matched with national brand standards. The study supports to our understanding of the practical applications of leadership in hotel management by examining these factors. It provides recommendations for leadership development in the industry, supported by data.
One of the most notable findings was the important influence that transformative leadership has on team subtleties and performance. Some respondents firmly agreed that their leaders promoted creativity, gave credit, and fostered a positive work culture. These traits define transformational leadership, which highly values staff development, vision sharing, and emotional intelligence. Workers reacted favorably when they felt appreciated, respected, and empowered to make choices or offer suggestions for enhancements. According to the statistics, leaders who valued individuality, listened, and communicated effectively had a higher chance of having devoted, driven teams. This aligns with studies that support the idea that transformational leaders create workplaces where employees may grow professionally and emotionally. The study also revealed that a leader's style significantly influences how conflicts are resolved, which affects the team's cohesiveness. The results suggest that Delta by Marriott Newcastle benefits from executives who serve as mediators and guarantee equitable treatment, since 50% of respondents strongly agreed that team issues were settled equitably. Transactional leadership was moderately effective but less comprehensive, while being more goal-focused, monitoring-focused, and reward-focused. Participants valued performance incentives and acknowledgement, typical aspects of transactional leadership. The fact that almost 56% of respondents said they felt recognized when they met goals suggests that reward-based motivation can help sustain productivity. However, the durability of this style may be limited under simply transactional leaders due to the lack of deeper emotional engagement and personal development. 
It's fascinating to note that support for laissez-faire leadership, which is characterised by a detached style, was low. This leadership style proved less successful in a structured, customer-focused setting like a hotel, even though it might be helpful in some creative or autonomous circumstances. Leaders in the hotel sector must be visible, present, and responsive, especially at the operational level. Leaders were perceived negatively if they failed to lead their teams actively or delegated without offering resources or criticism. Staff uncertainty, a decline in morale, and inconsistent service performance can result from unclear leadership. Laissez-faire approaches were therefore viewed as insufficient for the requirements of a service-oriented workplace such as Delta by Marriott Newcastle.
The research's case study methodology, which was based on in-person observations and employee surveys, was one of its main advantages. Because of this, the results were genuine and applicable to actual hotel environments. The emphasis on a regional hotel in the UK also filled a void in the scholarly literature, which typically focuses on flagship or luxury urban hotels. Marriott and comparable chains that want to maintain uniform service standards across various geographic regions can benefit significantly from understanding how leadership operates in a mid-range branded hotel outside of London. The regional context presented special hurdles, such as hiring challenges, different visitor expectations, and limited business resources, all of which increase the importance of competent leadership. Department-wide trends showed that leadership style was a significant factor in team performance and the overall atmosphere of the workplace, in addition to having a top-down impact. The evidence shows a direct link between good team productivity and effective leadership behaviours like open communication, consistent acknowledgement, clear delegation, and emotional support. Respondents who rated their managers well in these areas were also more likely to report feeling satisfied with their jobs and confident in the performance of their teams.

The research showed that linking brand values to the way a company is run is very important for leaders. Marriott’s reputation for quality won’t be maintained just by corporate standards; every action by leadership must reflect this as well. Transformation leaders are able to fit Marriott’s central values into the way each team works and the needs of the guests they serve. Respondents said that leaders inspired teams more and exceeded guests’ expectations when they managed to blend their local practices with global expectations. The study looked at how visitors were affected and how the team members would interact. Effective leadership has a big impact on the visitor experience from check-in to check-out since the hotel industry is built on providing exceptional customer service. To put it simply, managers who support creativity and staff loyalty enhance the hotel's reputation with each interaction with visitors. The role of performance measurements in improving leadership efficacy is another important finding. Managers are more likely to use inclusive and encouraging leadership styles when they are held responsible for team morale, employee retention, and financial results. By connecting leader effectiveness to qualitative and quantitative data, the hotel can gain from incorporating these more comprehensive measurements into performance appraisals.
[bookmark: _Toc199424043]Recommendations 
[bookmark: _Toc199424044]Deliver Leadership Training Programs for All Employees
Improving workplace results and employee engagement can be achieved mainly by using transformational management techniques, according to the research (Monje-Amor et al., 2020 ).By inspiring, motivating and positively impacting their teams, transformational influential encourage more participation from their members and produce better services (Bastari et al., 2020). Thus, a formal leadership training plan should be offered to all staff, not just to leaders. Training should not just happen once; it should also be specific to the roles within the organization (Weiner, 2020). Emotional intelligence, active listening, motivation methods, empathy, resolving conflicts and managing teams are important topics in this course (Chung et al., 2022). Because leaders in the hospitality sector must deal with both cultural and personal differences, emotional intelligence is very important (López, 2021). Acting out team scenarios, talking through common situations, and sharing experiences can improve managers’ understanding and reaction to employee concerns (Stoverink et al., 2020).
Additionally, it is essential for the program to help leaders think about what they are good at and where they can improve (Rachmad, 2022). When employees, peers and supervisors exchange views on leadership through 360-degree feedback, more accountability results, which can main to growth (Das and Rajini G, 2023). Supporting the progress of management skills among all staff allows the hotel to develop a flexible team that feels able and confident to initiate change, solve different challenges and add positively to the work atmosphere. Eventually, a leadership culture like this can boost how motivated staff are, their job satisfaction and the level of service they provide (Astuti et al., 2020).
[bookmark: _Toc199424045]Foster a Feedback-Friendly Organisational Culture
Another main point from the research is that providing feedback helps foster a motivated and effective workplace. When employees sense their opinions matter to management, they usually contribute more, rely on their leaders and keep working for the company. (Itzchakov and Grau, 2020), point out that listening to your employees strengthens their trust in their abilities and helps jointly promote teamwork and respect. This means that hotels ought to encourage a setting in which comments and suggestions are welcomed and used (Foris et al., 2020). To accomplish this, it is important for managers to put into place continuous, well-structured feedback systems (Tong et al., 2021). They might ask employees to fill out questionnaires without their names or use a website where ideas can be submitted (Almendingen et al., 2021). Weekly team discussions should be introduced, along with training for managers on how to respond positively to employees’ concerns or ideas and follow up on them.
Instead of focusing only on communication openness, such organisations must also focus on building trust (Heide et al., 2020). Workers should be sure that their insights will not only be appreciated but also given real attention (Govender and Bussin, 2020). Leaders are expected to recognise helpful ideas in public and say clearly how feedback will help make decisions or guide changes. As a result of this response, employees feel they matter and can open up without worrying about being penalized (Reitz and Higgins, 2020). Another good idea is to meet regularly for open team talks to promote honest conversation (Gerull, 2025). They should be handled in a careful way so all opinions can be included. Implementing an ongoing process to hear employee feedback can boost the team’s morale, build trust and support decisions that help everyone and the organisation (Clack, 2021).
[bookmark: _Toc199424046]Establish a Standardised Conflict Resolution Framework
The study pointed out that staff members are concerned that workplace conflicts sometimes do not get handled adequately (Ramazan ERTÜRK, 2021). If disagreements are not handled, they can make everyone’s work environment more stressful, reduce work efficiency and decrease the ability of the team to collaborate. According to Petersson et al. (2022), not having set conflict management practices often creates more stress, makes communication harder and negatively affects the workplace. Because of this, hotels must develop a formal and clear policy for handling customer conflicts. Generally, a good framework establishes clear guidelines for how to find, record and solve workplace disputes (Bilotta et al., 2021). Staff should be aware of these steps by receiving them during onboarding, reading staff handbooks and participating in regular training. It should be fair, fast and respectful of everyone’s privacy (Harrelson, 2024).
It is especially important to train managers in how to handle conflicts. Peacekeeping work means identifying the main problems that start conflicts, trying mediation approaches, remaining neutral and finding answers that respect all concerned (Allard Duursma, 2022). Participating in practical workshops or gaining a certificate in conflict resolution helps you better handle disputes. There should be several ways that workers can raise concerns, without the threat of vengeance (Heese and Pérez-Cavazos, 2020). Apart from contacting their line managers, staff should be allowed to share concerns with someone at HR (Agarwal, 2020). Because of these channels, employees are able to resolve problems at the start, keeping things from getting out of hand (Pawan Budhwar et al., 2023). Consistent evaluation of how the conflict resolution works is necessary to check if it is effective (Huang et al., 2020). Their previous experiences can direct management in making the process better. If a hotel takes these actions, its employees will feel safe and respected which boosts their unity and contributes to a smoother team effort (Harjanto et al., 2023).
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18-25
26-35
36 on wards

Education
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PhD
1. Does team conflicts get resolved promptly and fairly?

· Strongly Disagree 
· Disagree
· Neutral 
· Agree
· Strongly Agree 
1. Does your manager listen to employee concerns and suggestions
·  Strongly Disagree 
· Disagree
· Neutral 
· Agree
· Strongly Agree 
1. I feel valued and respected by my manager.
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. I believe leadership style directly influences our team's productivity
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. Does the leadership style in my department supports a positive work environment ?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. I believe Leadership at the hotel encourages accountability within the team
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 

1. Does your manager inspire you to achieve the desired organisational goals?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 

1. Does your manager provide more guidance when learning new tasks?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 

1. Does your team lead receive timely rewards for achieving targets
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. Does your manager uses performance-based incentives effectively?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. Do you are your team lead encourage creativity and innovation?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
1. Does your manager promote open communication in the team?
1. Strongly Disagree 
1. Disagree
1. Neutral 
1. Agree
1. Strongly Agree 
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