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Introduction 
My placement in the Ibis Nottingham, which is a part of the Accor Group, was in the Front Desk Department, and I was dealing with guest check-ins, check-outs, and queries via the Opera Cloud system. The front office serves as the main point of contact between the hotel and guests, and the reputation of the brand is maintained through effective and quality service (Sayin and Karaman, 2019). The department also liaises well with the housekeeping and maintenance to make rooms ready, as well as the satisfaction of the guests. One of the problems that was noted was the effect of the management styles on staff motivation and efficiency of their operation, especially at the busy check-in and check-out. This reflection examines that challenge, with theoretical concepts of the Management and Organisational Behaviour (Level 5) module and the literature of the hospitality industry being used to assess the effects and suggest ways of improving the situation.
Department Reflection 
1. Department Context and Issue Observed
In ibis Nottingham, the Front Office department will handle the reservations, guest check-ins and check outs with the Opera Cloud, the receipt of payments, and the response to queries or complaints raised by the guest. The housekeeping and maintenance department also works with the department to facilitate an efficient and easy guest experience. Nevertheless, there was a heavy delay during peak hours mostly between 2:00-4:00 p.m. when people came to check into hotels and 11:00 a.m. to 1:00 p.m. when people left hotels as there was a slowdown in the system and lack of coordination. High traffic would frequently result in the Opera Cloud system freezing and poor communication with the housekeeping about room readiness which resulted in long queues and frustration by the guests.
It was not a matter of technology as such but the matter of the clash of management styles among supervisors. The Supervisor of the Front Office was supportive and motivating with the attitude to promote initiative, teamwork and effective communication. Other supervisors, on the contrary assumed a directive style, which was centred on speed and control, resulting in pressure and confusion among employees. This contradiction impacted on morale and satisfaction by the guests. Indicatively, in one of the cases a huge corporate party came early on a Friday, the directive style heightened delays, as opposed to the open communication style which assured the guests and kept the situation in cheque, in the supportive role of supervisor. As GoAudits (2025) certifies, unified management will increase employee participation and business processes, which will positively influence the perception of guests and the overall quality of services.
2. Management Style and Motivation Analysis
The management relationship of ibis Nottingham clearly illustrated the effect of management style on motivation, efficiency and the work culture. The managerial supervisor was a classic example of Theory X as he assumed that workers should be closely monitored and pressured by some external sources to work. This strategy resulted in temporary conformity without allowing creativity and decision making which destroyed intrinsic motivation. On the other hand, Theory Y was represented in the Front Office Supervisor, who believed in letting the staff know how to self-regulate and take initiative in handling the problems of guests. He has enabled people to be confident and cooperate to improve the quality of services and efficiency of operations through delegation and rewards of effort in a publicly visible way.
Applying the Motivation-Hygiene Theory by Herzberg, it became clear that recognition, autonomy, and meaningful responsibility as motivators work and only at that level obedience is maintained by rigid control (Gimpl, 2024). The overwhelming contrast between the morale and the productivity of the staff in these two opposing ways of approach supported the importance of intrinsic motivation. The activities of the supportive supervisor were a demonstration of the ethical commitment of the Heart + Planet ethos of Accor that focuses on empathy, respect and empowerment as the key to sustainable performance (Accor, 2024).
Importantly, the experience can be correlated with the Management and Organisational Behaviour (Level 5) module, as it emphasises that the human factor in leadership is the level of emotional intelligence and the ability to adapt to the situation. In my next job, I would like to use a transformational style of leadership, where I balance between directness and empathy, recognition, and shared responsibility to make the staff motivated and service delivery steady.
In one stressful cheque-in rush, I was able to see the supportive supervisor use calm tone, direct eye contact with guests and humour to make both staff and guests relaxed. Using the EI framework proposed by Goleman (1998), I realised that self-knowledge and empathy help leaders to interpret emotions and adjust the style of communication to them. Personally, I embraced the behaviours which included greeting waiting guests, offering apologies, and giving short explanations. Such little expressions turned frustration into appreciation and echoed the ideas of Franklin (2020) of the so-called trust recovery, in which service failure is turned into a loyalty-reaffirming opportunity.
4. Justification of Issue Significance
The problem of a lack of management consistency within the Front Office of ibis Nottingham is extremely serious, as it directly affects the satisfaction of the guests, the level of motivation of the staff, and the quality of service. The front desk serves as the major point of contact between the hotel and the customer; hence, inefficiency or lack of leadership has a direct effect on how the guests perceive the hotel. A study by Rutherford and O’Fallon (2007) also highlights that consistency of leadership and emotional intelligence in ensuring quality of service delivery is essential in high-stress hospitality environments.
This problem also reveals the mismatch between the culture of Accor in which the principles of empathy, sustainability, and care are promoted as the Heart + Planet and the uneven leadership behaviours in the department. Chib, et al. (2025) suggest that lacking emotional awareness in leadership leads to the amplification of stress, turnover, and to poor service reliability. Moreover, Johnston, Clark, and Shulver (2012) emphasize that guest satisfaction relies on the correspondence between the operational processes and the supportive leadership and productive communication.
This alignment was broken by the observed management style inconsistency, which resulted in long queues, frustration of the guests, and disengagement of the staff. The need to combat this problem is not only important in enhancing the operations but also in supporting the global values of Accor in the day-to-day guest service. Strong, dynamic, and emotionally intelligent leadership creates a sense of psychological safety, group unity, and the reliability of guest experiences.
5. Three-Step Improvement Plan
	Step
	Operational Change
	Best-Practice Alignment
	Expected Impact

	1. Leadership Alignment Sessions
	Conduct monthly briefings to standardise leadership tone and expectations across shifts.
	Aligns with Accor’s Heart + Planet values promoting unity and empathy.
	Consistency improves morale, communication, and guest satisfaction.

	2. Emotional-Intelligence Workshops
	Provide short EI and stress-management training for all supervisors.
	Supported by Krstić (2025) and Chib et al. (2025) for resilience in high-pressure work.
	Builds empathy, reduces staff anxiety, and enhances service recovery.

	3. Empowerment Policy
	Authorise reception staff to offer small compensations (e.g., drinks) for delays without approval.
	Reflects Franklin (2020) and GoAudits (2025) recommendations for decentralised service recovery.
	Faster problem resolution and stronger guest loyalty.


Table 1: This depicts the improvement plan.
Conclusion 
This reflection has revealed the fact that motivation, teamwork and guest satisfaction at the front desk of ibis Nottingham are strongly influenced by the type of management. Directive management minimised morale and slowed down operations, but supportive and emotionally intelligent management encouraged teamwork and trust. Based on the Management and Organisational Behaviour module, I have acquired the knowledge that transformational and situational leadership, whether founded on empathy and autonomy, prove to be most effective in the high-pressure hospitality settings. The three steps suggested by the plan of leadership alignment, EI workshops, and empowerment provide realistic enhancements in accordance with the sustainable culture of service at Accor. Finally, this job taught me the lesson that technical efficiency is not enough to make the difference, but human bond, empathy, and regular oversight combine with routine service into memorable guest experiences.
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