

Management & Organisational Behaviour
BMIH5004
Lecturer:JESSICA NEWPORT
Student id:2218469
Student name:Mihaela Caradan
Date:18/10/2024
Word count:2405

























Leadership involves influencing and guiding a group to reach a common goal, often by motivating and empowering individuals to perform well (Northouse, 2021). Leadership in hospitality is crucial for overseeing a varied workforce, addressing high employee turnover, and maintaining excellent customer service. Leadership is essential for maintaining smooth operations and fostering a positive workplace that enhances employee morale and team dynamics. In a service sector, employee satisfaction impacts customer experience, highlighting the need to understand and apply different leadership theories (Mullins, 2019). This essay examines important leadership theories and their impact on team effectiveness and employee satisfaction in the hospitality sector, specifically regarding Marriott Hotels. Theories such as Blake and Mouton’s Managerial Grid, which balances concern for people and productivity, will be examined with Adair’s Action-Centred Leadership, focussing on task, team, and individual balance. McGregor’s Theory X and Theory Y offer distinct views on employee motivation, and their effects on management practices in hospitality will be examined. Transformational Leadership, known for promoting innovation, and Situational Leadership, which focusses on adapting to team readiness, will be analysed. This essay evaluates the impact of different leadership styles on team performance and employee morale at Marriott Hotels in the competitive hospitality industry.
Blake and Mouton’s Managerial Grid is a model that evaluates leadership styles based on two key dimensions: concern for people and concern for production (Vidykala, 2020). Five leadership styles are identified in the grid: Impoverished, Authority-Compliance, Country Club, Middle-of-the-Road, and Team Leadership. The Team Leadership style emphasises both people and production, making it effective for enhancing employee satisfaction and productivity (Body, 2017). Marriott International's leadership style reflects the Team Leadership model, emphasising operational efficiency and employee well-being. Marriott encourages teamwork and assistance among staff while upholding productivity standards, essential in its service-oriented setting. Marriott has implemented employee development programs to enhance personal and professional growth while meeting productivity needs and ensuring employee satisfaction (Marriott International, 2024). The benefits of the Team Leadership approach are clear, especially in Marriott’s case. A leadership style that focusses on both people and production keeps employees motivated and engaged, leading to better service delivery and higher customer satisfaction (Cai, Fink and Walker, 2019). Employees who feel valued tend to stay with the company, helping to lower turnover, a common problem in the hospitality industry. Finding this balance can be challenging, particularly during busy periods such as peak tourist seasons, when operational demands might take precedence over employee well-being. Ignoring employee needs can lead to burnout (Mullins, 2023). Marriott’s leadership demonstrates the positive impact of the Team Leadership style on team dynamics and morale. The company emphasises employee growth and empowerment, creating a culture of teamwork and support. Marriott focusses on leadership training and promotes manager engagement with teams, fostering a work environment that values and supports employees, leading to reduced turnover and increased morale (Marriott, 2019). The model works well but using it in high-stress situations needs careful management to avoid putting productivity ahead of employee well-being, which is important for maintaining morale and effectiveness.
Furthermore, Adair’s Action-Centred Leadership model highlights three key areas of leadership responsibility: task achievement, team building, and individual development (Adair, 2009). These three areas are essential for effective leadership in any organisation, particularly in dynamic and service-oriented sectors such as hospitality. Marriott International has applied Adair’s principles in its leadership training programs, emphasising daily operations management, team environment building, and individual career development support. Marriott’s "TakeCare" program promotes operational efficiency with clear performance metrics and encourages a supportive team environment. This program encourages team-building activities and helps employees feel valued and connected, which is crucial in the demanding, customer-oriented hotel industry (Kanner, 2023). Adair’s model helps Marriott by meeting operational and human needs. Leaders who manage task completion alongside team dynamics and individual growth are better prepared for the challenges of the hospitality industry (Mullins and Dosser, 2015). Marriott enhances service delivery by fostering a team-oriented environment, crucial for customer satisfaction. Marriott improves employee retention and loyalty by focussing on individual development through career advancement opportunities, addressing a major issue in the hospitality industry: high turnover rates (Gibbons, 2020). Analysing the situation reveals that managing these three areas can be challenging, especially during busy periods. Leaders tend to prioritise operational efficiency over team morale or individual development, as immediate business needs often overshadow long-term employee engagement goals (Armstrong, 2012). Employee burnout can increase in these situations, potentially undermining the long-term benefits of Adair’s holistic approach. Marriott applies Adair’s Action-Centred Leadership to improve team dynamics and morale, fostering a supportive environment for employees to thrive in their careers and personal lives (Adair, 2009). Maintaining balance during high-stress times is the challenge. Marriott’s leadership programs emphasise employee development, enhancing job satisfaction and loyalty. This balance requires regular adjustments to meet operational demands (Gibbons, 2020).
Moreover, McGregor’s Theory X and Theory Y present two distinct perspectives on motivating and managing employees. Theory X suggests that employees lack motivation, dislike work, and need close supervision to achieve company goals. Theory Y views employees as self-motivated, responsible, and able to direct themselves (Lawter et al., 2015). Marriott International primarily adopts a Theory Y approach, focussing on a work culture based on trust, empowerment, and employee engagement. This management style supports Marriott’s aim to create a workplace that values employees and encourages initiative, particularly in customer service roles where flexibility and autonomy enhance service delivery. Marriott’s "Spirit to Serve" program enables employees to make decisions that improve customer experiences, benefiting both employee satisfaction and service quality (Marriott International Newscenter, n.d.). The benefits of Theory Y in the hospitality industry are significant, particularly in environments where customer interactions are essential for success. Encouraging employees to take initiative and make decisions improves service delivery through innovation and responsiveness (Buchanan and Huzynski, 2007). Marriott encourages its frontline staff to go beyond their defined roles to meet guest needs, allowing for personalised service that enhances customer satisfaction (Marriott, 2022). Marriott has built a strong reputation for customer service and maintains high employee retention rates through this empowerment. Theory Y creates a collaborative work environment, enabling employees to take ownership of their roles, which enhances morale and reduces turnover (Gibbons, 2020). While Theory Y has its advantages, there are situations at Marriott where a Theory X approach may still be necessary. In departments such as housekeeping and food safety, adhering to procedures is crucial for maintaining standards. A more directive leadership style might be needed in these areas to ensure adherence to health and safety regulations. Theory X ensures operational consistency in these departments, but it can lead to demotivation if employees perceive excessive control or micromanagement, highlighting the risks of relying heavily on this approach (Arnold, 2020). Marriott’s Theory Y approach enhances team dynamics and employee morale by fostering trust, autonomy, and engagement. Employees feel valued and are driven to contribute to the company's success, resulting in increased job satisfaction and reduced turnover rates. Using Theory X in certain departments is necessary to maintain operational standards, but it must be managed carefully to avoid demotivating staff.
On the other hand, transformational leadership, as defined by Manu (2022) focusses on inspiring and motivating employees to exceed their own expectations through the leader's vision, intellectual stimulation, and personal attention. Marriott International shows this leadership style in its senior management, emphasising customer service that encourages innovation and employee participation. Marriott’s "Spirit to Serve" philosophy shows transformational leadership by encouraging employees to deliver exceptional customer experiences, going beyond basic expectations to offer personalised service. Marriott leaders support staff through learning opportunities and recognition of individual efforts, fostering a workplace where employees feel valued and motivated to innovate. Transformational leadership in hospitality encourages innovation and drives employees towards excellence (Rollins et al., 2008). Marriott’s leadership style encourages employees to take ownership and contribute to the company’s vision, aligning with the emphasis on vision and personal development. This leadership style enhances customer satisfaction and encourages employees to create memorable experiences. Focussing on intellectual stimulation promotes a culture of continuous improvement, essential for remaining competitive in the hospitality industry. An analysis reveals issues with transformational leadership. It motivates employees, but it can miss the operational challenges of daily hotel management, where a task-oriented approach is necessary to uphold service standards (Boddy, 2017). In areas like housekeeping or food safety, where consistency and adherence to procedures are crucial, transformational leadership may need to incorporate more directive leadership styles to ensure operational efficiency. Transformational leadership may not be effective for all employees, particularly those who require more structured guidance and struggle with the autonomy this approach encourages (Gui et al., 2020). Marriott's transformational leadership enhances team dynamics and morale by focussing on individual growth and recognition. This leadership style enhances job satisfaction, promotes innovation, and fosters loyalty at Marriott (Mullins, 2019). Success depends on balancing visionary leadership with the practical needs of daily operations, ensuring innovation and operational consistency are achieved.
Also, situational leadership, created by Hersey and Blanchard in 1969, suggests that no one leadership style is the best. Leaders adjust their methods according to the readiness and needs of their team and the situation at hand (Northouse, 2021). This method holds significance in the hospitality sector, especially at Marriott International. Marriott adjusts its leadership approach to meet the requirements of various departments and operational contexts. During busy periods like holidays, Marriott managers may take a more directive approach to maintain smooth operations and uphold service standards, particularly in housekeeping, where accuracy is essential. During quieter periods or in guest relations, managers might use a participative or coaching style, giving employees more freedom to create personalised guest experiences (Mulins, 2023). Situational leadership offers considerable flexibility. Marriott enables leaders to adjust their behaviour according to the situation, allowing quick responses to the changing demands of the hospitality industry. This flexibility links leadership to operational needs and the different skill levels of employees. New employees need more guidance and instruction, while experienced staff can handle more decision-making autonomy, which boosts productivity and morale. Marriott’s leadership style creates a supportive work environment, improving employee satisfaction and lowering turnover, a common issue in hospitality(Wesley et al., 2024). Frequent changes in leadership styles can result in negative outcomes. Changing methods can cause confusion or inconsistency among employees, especially when communication is unclear or expectations are misaligned. Marriott needs to manage this risk carefully, particularly during peak seasons when operational demands increase. Situational leadership improves team dynamics and morale. Marriott's leaders help employees perform well, even in difficult situations, by adjusting their leadership style to fit team needs (Huczynski and Buchanan, 2019).
Hence, Blake and Mouton’s Managerial Grid offers a method for balancing concern for people and production, giving leaders a framework to assess their leadership style based on these factors. This model helps maintain operational efficiency and employee satisfaction in the hospitality industry, as demonstrated by Marriott. Adair’s Action-Centred Leadership emphasises task management, team cohesion, and individual development, providing a leadership strategy that meets multiple operational needs at once. McGregor’s Theory Y promotes empowerment and trust, aligning with Marriott’s focus on employee engagement and autonomy, which is important in customer-focused roles. Transformational leadership at Marriott encourages innovation and drives employees to go beyond expectations, especially in providing outstanding customer service. This leadership style emphasises vision and intellectual stimulation, creating a culture of ongoing improvement. Transformational leadership can miss the daily operational challenges that require a more directive approach (Mullins, 2019).  Situational leadership provides the ability to adjust to the immediate needs, enabling Marriott managers to alternate between participative, coaching, or directive styles based on the context. Both styles improve employee engagement and performance, but situational leadership is more effective in fast-paced environments like hospitality, where operational demands change quickly.
In conclusion, leadership in hospitality is crucial for operational efficiency and employee satisfaction. Marriott International showcases different leadership styles, such as Blake and Mouton’s Managerial Grid, Adair’s Action-Centred Leadership, McGregor’s Theory Y, Transformational Leadership, and Situational Leadership. Marriott integrates these styles to create a leadership framework that responds to the evolving demands of the hospitality sector. Every style offers advantages, such as promoting innovation, fostering team unity, and ensuring high service quality. These leadership approaches are effective when they balance visionary leadership with daily operations, ensuring employee empowerment and productivity are achieved.
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