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1 Introduction

Leadership is a crucial aspect of organizational success. It involves the ability to influence, motivate,
and guide individuals or groups to achieve common goals (Northouse, 2022). Effective leadership
creates a shared vision and inspires others to work towards it, ultimately driving organizational
performance and development. According to Cole and Kelly (2020), leadership is the ability to inspire
confidence and support among people who are needed to achieve organizational objectives. It plays
a pivotal role in shaping corporate culture, driving innovation, and maintaining operational
efficiency.

The importance of leadership lies in its ability to navigate the complexities of human behaviour,
aligning team efforts towards strategic goals while fostering collaboration and creativity. IT has the
potential to create a positive work environment, enabling employees to thrive and contribute their
best to the organization’s success. Various leadership styles, such as collaborative, strategic, and
transformational, offer different ways to manage teams effectively depending on the situational
demands.

This essay explores leadership at Pets at Home, a UK-based retail company specializing in pet
supplies and veterinary services. It analyses three leadership styles evident in their organizational
structure: collaborative, strategic, and transformational leadership, along with insights into personal
leadership experiences and how they relate to theory.

2 Leadership Styles at Pets at Home

Leadership at Pets at Home emphasizes adaptability, focusing on various leadership styles to support
the company’s operations in pet care, retail, and veterinary services. By adopting diverse leadership
approaches, the organization aligns its customer-focused strategy with broader business goals,
fostering collaboration and innovation across department (Pets at Home, 2024). These leadership
styles, such as collaborative, strategic, and transformational leadership, allow Pets at Home to
effectively manage challenges and maintain its competitive edge in the rapidly changing retail
market (Pets at Home, 2022).

In its 2022 Annual Report, Pets at Home demonstrated its leadership team’s strategic focus on
mitigating external challenges, such as inflationary pressures and supply chain issues, by making
decisive investments in infrastructure and digitalization (Pets at Home, 2022). These strategic
decisions highlight the importance of adaptive leadership that can respond to both immediate and
long-term business needs.



2.1 Collaborative Leadership

Collaborative Leadership is a style that fosters open communication and teamwork, ensuring that
everyone has a voice in decision making. This style is particularly effective in customer-centric
organizations, where understanding and addressing customer needs ic critical. Lyssa McGowan, CEO
of Pets at Home, exemplifies this approach by encouraging a culture of collaboration and customer
focus. Her leadership style reflects a desire to bring together teams from different areas of the
business, such as retail, veterinary services, and grooming, to work towards common objectives.

The advantage of collaborative leadership is that it promotes inclusivity and creativity by leveraging
diverse perspectives. Employees feel valued, which boosts morale and job satisfaction. This
leadership style also leads to better problem-solving, as more viewpoints are considered in decision-
making processes (Mullings and Christy, 2016).

However, collaborative leadership can sometimes slow down decision-making. The need to involve
multiple stakeholders may lead to delays, especially in fast-paced environments where quick
decisions are crucial. Additionally, this style may not be effective in situations requiring a strong,
directive approach, such as during a crisis.

In the context of Pets at Home, collaborative leadership works well in aligning teams with the
company’s customer-first strategy. By fostering open dialogue and encouraging input from
employees across various functions, Pets at Home ensures that its services and products are aligned
with customer expectations, ultimately driving business success.

2.2 Strategic Leadership

Strategic leadership involves long-term planning and decision-making to achieve an organization’s
objectives. lan Burke, the Chair of Pets at Home, demonstrates strategic leadership by focusing on
the broader vision of the company. His leadership style involves setting long-term goals and
providing direction on critical business decisions, especially in areas such as expansion, market
positioning, and investment in technology.

The primary advantage of strategic leadership is that it ensures an organization stays competitive
and responsive to market trends. Leaders who adopt this style are forward-thinking, able to
anticipate challenges, and plan for future growth. Strategic leaders are also skilled at managing
complex business environments and ensuring that resources are allocat4ed effectively to achieve
organizational goals (Yukl and Gardner, 2020).

However, the disadvantage of strategic leadership is that it can sometimes be disconnected from
day-to-day operations. Leaders who focus too much on the big picture may overlook the operational
challenges faced by frontline employees. Moreover, strategic leadership requires a significant level
of trust and delegation, which may not always be effective if the leader is not fully aware of the
internal dynamics of the team.

At Pets at Home, lan Burke’s strategic leadership has been instrumental in guiding the company
through periods of growth and expansion. His focus on long-term objectives, such as enhancing the
digital customer experience and expanding veterinary services, has positioned the company for
sustainable growth in the competitive retail market.



2.2 Transformational Leadership

Transformational leadership is characterised by the ability to inspire and motivate employees to
exceed expectations. This leadership style focuses on personal development, innovation, and
change. Transformational leaders encourage their team members to take ownership of their roles
and challenge the status quo, fostering an environment of continuous improvement (Bass, 2008).

In Pets at Home, transformational leadership can be seen in how the company embraces innovation,
particularly in enhancing the customer experience through technology. Leaders at Pets at Home,
such as those overseeing the company’s digital transformation efforts, encourage their teams to
think creatively and adopt new approaches to improve the business. This has resulted in the
development of their e-commerce platform and customer engagement tools, which are essential in
the digital age.

The advantages of transformational leadership include increased employee engagement, higher
levers of creativity, and improved organisational agility. Employees are motivated to perform at their
best, leading to higher job satisfaction and retention (Waldman and O’Reilly, 2019).

However, this leadership style may not be effective in situations where immediate, directive actions
are required, such as during crises or operational emergencies. Additionally, the emphasis on
constant innovation can lead to burnout among employees who struggle to keep up with the pace of
change.

At Pets at Home, transformational leadership is crucial in driving the company’s digital strategy and
maintaining its competitive edge in the retail sector. By fostering a culture of innovation, leadership
of innovation, leaders ensure that the company remains agile and responsive to customer needs.

3 Personal Leadership Experiences

In My own leadership experiences, | have observed the importance of adaptability and the need to
tailor leadership styles to different situations. One of my most notable experiences involved leading
a tdeam project at university. We were tasked with developing a business strategy for a startup. |
adopted a collaborative leadership style, similar to that of Lysa McGowan at Pets at Home, to ensure
that every team member contributed their ideas. This approach worked well during the
brainstorming phase, as it allowed for diverse perspectives to be considered. However, when it came
to decision-making, the process became slow, and we struggled to reach consensus.

| realised that a more strategic leadership approach was necessary to guide the team toward a clear
goal. | started setting specific objectives and deadlines, focusing on the big picture while delegating
tasks based on individual strengths. This shift in leadership style improves the team’s efficiency and
helped us meet our project deadlines.

Reflecting on this experience, | now understand the importance of being able to switch between
different leadership styles depending on the situation. Like in Pets at Home, where collaborative
leadership is suited for customer-focused initiatives, but strategic leadership is needed for long-term
planning, my leadership style needed to adapt to the team’s needs and the project’s objectives.



4 Integrating Personal Experience with Theory

Theories of leadership provide valuable insights into how different styles can be applied in practice.
In my experience, the collaborative leadership style aligns with participative leadership theory,
which emphasizes shared decision-making and the involvement of all team members in the process
(Mullins and Christy, 2016). This theory resonates with my approach during the brainstorming phase
of my project, where | encouraged team members to share their ideas openly.

However, as the project progressed, | found that situational leadership theory (Yukl and Gardner,
2020) war more relevant. This theory suggests that the best leadership style depends on the specific
circumstances. When | shifted to a more strategic leadership style, | was applying this theory by
adapting my approach to meet the demands of the project. In the same way, leaders at Pets at
Home switch between different styles depending on the challenges they face.

My leadership experiences also reflect the principles of transformational leadership theory (Bass,
2008), particularly when motivating my team to think creatively and develop innovative solutions.
This theory emphasizes the importance of inspiring others to exceed their own expectations, much
like how Pets at Home leaders encourage innovation and personal development within their team.

5 Conclusion

In conclusion, leadership is a dynamic and multifaceted process that requires the ability to adapt to
different situations. At Pets at Home, leadership styles such as collaborative, strategic, and
transformational leadership play a crucial role in driving the company’s success. My personal
leadership experiences have taught me the importance of flexibility and understanding when to
apply different styles to achieve the best outcomes. As organizations continue to evolve, leaders
must be able to navigate complex challenges by adopting the right leadership style for the situation,
ensuring the growth and success of their teams.
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