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Since I've been employed by CitizenM and HotelCare for the past 7 years, the focus of this assessment will be on my personal leadership experience within these organizations. In 2016 I was hired by HotelCare to work as a kitchen porter in the second CitizenM Hotel in London which was officially open 2 months before my arrival. After the success of CitizenM Bankside, this hotel will be CitizenM's flagship in London. The hotel's views, architecture, and programme reflect its position. CitizenM Tower of London has 370 hotel rooms and a rooftop for visitors and residents. The bottom level has a CoffeeM for takeaway coffee and pastries near the tube exit. A two-story SocietyM, a modern business centre for individuals who blend work and enjoyment, transforms into a rooftop bar for hotel guests and residents at night. The double-height facility with soft lounging rooms and a long bar for the finest beverages and nibbles has a wonderful perspective of London. 
Throw the years I have been promoted in different departments of the hotel, which helped me identify different leadership styles in different areas. I started as a kitchen porter, then I become head duty chef in charge of overseeing the operations of the preparations for the breakfast for the entire hotel, and 2018 I signed an employment contract directly with CitizenM Company, leaving behind HotelCare company for some time. My first position under CitizenM contract has been as Hotel Ambassador. My duties were to meet and greet our guests, help them with the check-in and check-out procedures, prepare drinks, take payments, manage deliveries and be ready to support my colleagues on the floor if needed.  At the beginning of 2019, I have been promoted as Hotel Shift Leader on the night shift, where my main duties were to prepare the Night Audit and oversee the daily operations of the entire hotel during the night period and I was acting as manager in my manager’s absence due to days off or sickness. I kept this position until the University campus opened, after the pandemic. Since it was truly tiring working during the night and performing my student duties during the day, I decided to resign from the Hotel Shift leader position coming back to the Hotel Ambassador position, and in August 2022 an opportunity arise for me.  Due to my knowledge and background of the CitizenM Company and culture, I took the position of Executive Housekeeping Manager in another CitizenM Hotel in London, CitizenM Shoreditch, resigning from CitizenM company and coming back under HotelCare employment.

[bookmark: _Toc134212519]About CitizenM Company 

CitizenM is a multinational hotel chain that operates globally and is involved in hotel development and investment. The company is headquartered in the Netherlands. The first hotel of the establishment was launched at Amsterdam Schiphol Airport in 2008, and subsequently, in 2009, the organisation expanded its operations to include the city of Amsterdam. The establishment's initial international hotel in Glasgow was inaugurated in 2010 and was subsequently succeeded by its London counterpart in 2012. CitizenM has extended its range of properties throughout North America, Europe, and Asia. (CitizenM.com, 2023)
The establishment of CitizenM dates to 2005 and is attributed to Rattan Chadha. The process of developing the branding and logo was undertaken by Kessels Kramer. CitizenM was valued at $2.3 billion when GIC Private Limited purchased a 25% stake in the company in March 2019. KRC, APG, and GIC have pledged to infuse an additional $847 million in equity to facilitate forthcoming expansion. (Hotel Business, 2019) 
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HotelCare is a prominent provider of hotel support services in the UK, providing the hospitality sector with exceptional services and personnel ranging from Room Attendants to Executive Housekeepers. With a track record that extends more than three decades, HotelCare has established itself as a leading provider of exceptional services to a vast network of 200 hotels across the country. The organisation is responsible for the daily cleaning of over 10,000 rooms and has been recognised with numerous accolades for its outstanding performance in the industry. The Services page provides a comprehensive overview of the Full-Service offerings, which encompass self-serviced apartments, the leisure industry, public area services, and corporate office spaces. HotelCare has collaborated with ICE UK to introduce an eco-friendly and sustainable cleaning solution that utilises robotics and eliminates the need for chemicals. This offering is available to both current and prospective clients. The objective is to diminish the carbon footprint in accordance with global targets, while simultaneously ensuring the provision of top-notch cleaning services. (hotelcare.co.uk, 2023) 
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[bookmark: _Hlk134199353]There is an extensive amount of contemporary literature that offers various explanations, classifications, theories, and definitions pertaining to leadership. Considerable organisational and social research has been conducted to classify and clarify various dimensions of active leadership, resulting in significant efforts to examine leadership styles and behaviours. Scholars and professionals have reached a consensus that the evolution of thought regarding leadership suggests that it is a malleable developmental process. Each subsequent research contribution builds upon, rather than entirely disregards, its predecessors. The 20th century witnessed the emergence of several prominent leadership theories, including the Great Man theory, Trait theory, Process leadership theory, Style and Behavioural theory, Transformational theory, Transactional theory, and Laissez Faire leadership theory. (Zakeer Ahmed Khan_PhD, Dr. Allah Nawaz Irfanullah Khan_PhD, 2016) 
[bookmark: _Toc134212522]Leadership theories 

Theoretical frameworks and models pertaining to leadership and management serve to elucidate and direct proficient leadership and management methodologies. Several prevalent theories and models are frequently referenced in academic discourse.
According to the trait theory, there exists a correlation between specific personality traits and the ability to lead effectively. Several traits have been recognised as significant, such as intelligence, confidence, integrity, and emotional stability. Nonetheless, the veracity of this theory has been subject to scrutiny, given its incomplete elucidation of the intricate faces of leadership. The behavioural theory places emphasis on the conduct and attitude of leaders, rather than their innate characteristics. According to behavioural theorists, the acquisition and enhancement of effective leadership skills can be achieved through the adoption of particular behaviours, including task-oriented or relationship-oriented approaches. (Kendra Cherry, 2023). The Situational Theory posits that the effectiveness of leadership is contingent upon the circumstances and the requirements of the followers. It is imperative for leaders to modify their leadership approach in accordance with the prevailing circumstances. The efficacy of their leadership is contingent upon their ability to align their style with the requirements of their followers. (Kendra Cherry, 2023)
According to the transformational theory, proficient leaders possess the ability to encourage and stimulate their adherents to surpass their perceived limitations and attain greater accomplishments. Transformational leaders leverage their personal magnetism, foresight, and fervour to establish a collective sense of direction and mutual principles among their members. (Chiemi Ugochukwu, 2023). According to the transactional theory, proficient leaders employ incentives and penalties as a means of stimulating their adherents. Transactional leadership is a leadership style that emphasises the attainment of specific objectives through the use of incentives and feedback to motivate followers towards achieving those objectives. (wgu.edu, 2021)
[bookmark: _Hlk134200833]The servant leadership model prioritises the leader's responsibility to serve their followers. Servant leadership is a leadership approach that emphasises prioritising the needs of followers, enabling them to reach their full potential and attain organisational objectives. (Aída Lopez Gomez,2022) The authentic leadership model places significant emphasis on the necessity for leaders to remain genuine to their personal values and beliefs. Leaders who are authentic establish trust with their subordinates by exhibiting transparency, ethical conduct, and a steadfast dedication to their principles. (Kelly Labrecque,2021). In general, these theories and models offer valuable conceptual structures for comprehending the intricate characteristics of leadership and management. It is imperative to bear in mind that leadership is a multifarious and intricate notion that cannot be comprehensively encapsulated by any solitary theory or paradigm. Leaders who are effective must possess the ability to modify their style and approach in order to cater to the distinct requirements of their organisation and followers.
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CitizenM and HotelCare are two very distinct kinds of businesses that are active in quite different markets. HotelCare is a housekeeping services company that delivers high-quality cleaning services to hotels, while CitizenM is a hotel company that focuses on offering contemporary travellers with inexpensive luxury accommodations. The following are some examples of ways that leadership theories might be used in these two companies.
Klaas van Lookeren Campagne, CEO of CitizenM, is noted for his visionary leadership style and his ability to inspire and motivate his staff. This kind of leadership is referred to as transformational leadership. He encourages the employees of his team to think creatively and come up with novel solutions in order to enhance the experience that the customers get. The transformational leadership theory, which emphasises the significance of inspiring and motivating followers to realise their maximum potential, is consistent with this kind of leadership style. The management team at CitizenM is aware that various members of the team may need varying degrees of assistance and direction. This kind of leadership is referred to as situational leadership. They tailor their management approach to the particular requirements of each member of the team by using the principle of situational leadership. For instance, they could provide more direction and support to a new team member who is still getting their bearings, while at the same time providing a more experienced team member with more freedom to make their own decisions.
The leadership team at HotelCare places a strong emphasis on meeting the requirements of its customers and delivering excellent service. This is an example of servant leadership. This method is consistent with the servant leadership paradigm, which places an emphasis on the significance of considering the needs of others before one's own. The leaders of the organisation place a high priority on the requirements of their customers and maintain regular communication with the members of their teams to ensure that these requirements are being met. The leadership team at HotelCare use transactional leadership theory in order to provide incentives to their team members so that they may perform at a high level. For instance, they provide members of the team with bonuses or other prizes if they consistently reach or surpass the goals set for their performance. This strategy is helpful in motivating members of the team and providing incentives for them to perform to the best of their abilities.
Overall, CitizenM and HotelCare have successful leadership teams that make use of a number of leadership theories to inspire and encourage their team members and deliver high-quality service to their customers. These teams are able to achieve this success because of the strong support they get from their respective companies.

[bookmark: _Toc134212524]Review of my own leadership experience within CitizenM and HotelCare companies

As stated in the introduction of this assessment, during my employment with CitizenM and HotelCare, due to different promotions in different departments I acquired a set of leadership skills, due to the nature of the job. I can sustain the fact that my personal behaviour changed with every new position that I had inside these 2 organisations. I started to understand how to motivate my colleagues to perform better and what I suppose to say and not say to my colleagues when I become the Hotel Shift leader on the night shift. One of the most important things in the CitizenM culture is constructive feedback between all employees, floor staff and managers are all treated equally, hence is a direct correlation between transformational and situational leadership styles and the constructive feedback that CitizenM values. From the CitizenM employment, I learn how to be diplomatic, how to give feedback, how to receive constructive feedback and to speak up when I feel that something is not right from my side. 
From HotelCare employment, as an executive housekeeping manager, I have many responsibilities including but not limited to staff management, budgeting, quality audit and staff performance checks. Due to the nature of the work and the work environment transactional and servant leadership are theories that I need to put into practice on daily basis, but because of my previous employment with CitizenM, I also developed the necessary skills to implement transformational and situational leadership styles that are helping me to encourage and inspire my team members to perform to the best of their abilities, through daily feedback, genuine attitude and as Thomas Erikson said in one of his books “Surrounded by Bad Bosses and Lazy Employees: or, How to Deal with Idiots at Work”, my main responsibility as a manager and a leader is to take care of my staff, help them and provide them with what they need, preferred before they ask me something.
[bookmark: _Toc134212525]Conclusion

In conclusion, the numerous leadership theories and models have the potential to be used in a variety of contexts, including a wide range of businesses and fields. Both CitizenM and HotelCare have strong leadership teams that are able to successfully implement a variety of business theories and models in order to fulfil their organisations' objectives. The transformational and situational leadership styles used by CitizenM are geared toward encouraging and inspiring team members to perform to the best of their abilities while also offering direction and assistance if required. On the other hand, the servant leadership and transactional leadership techniques that HotelCare implements are focused on attending to the requirements of the company's customers and providing members of the team with the motivation they need to deliver exceptional results. Both of these businesses are in a position to supply customers with services of a high calibre and to realise their organisational goals as a result of putting these leadership theories and models into practice.
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	What are my
Leadership
development
Objectives?
	What leadership activities do
I need to undertake to achieve my objectives?

	Where will I develop my
leadership to achieve my
leadership objectives?
	Target date for
achieving my
objectives

	Improve communication skills with team members.
	-Schedule regular team meetings
-Hold one-on-one meetings with team members
-Provide feedback and listen to team members' feedback
-Use clear and concise language when communicating

	


At the workplace 

	




01/12/2023

	Improve team performance by enhancing communication and collaboration among team members.
	-Conduct team-building activities to improve collaboration.
-Foster open communication among team members.
-Provide opportunities for team members to give and receive feedback.
-Recognize and celebrate team successes
	






At the workplace 

	






01/12/2023

	Improve employee engagement in the workplace.
	-Conduct a survey to assess employee satisfaction and engagement.
-Analyse survey results and identify areas for improvement.
-Develop an employee engagement strategy.
-Communicate the engagement strategy to all team members.

	





At the workplace 

	





01/12/2023

	Develop better conflict resolution skills within the team.
	-Schedule regular team meetings to discuss issues and concerns.
-Create a safe and non-judgmental environment for team members to share their opinions and ideas.
-Encourage active listening and respectful communication.
-Provide ongoing feedback and coaching to team members
	







At the workplace 
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	Improve employee retention
	-Conduct an employee engagement survey to assess current levels of engagement and identify areas for improvement.
-Develop a recognition and reward program to acknowledge and appreciate employees' contributions and accomplishments.
-Provide regular opportunities for feedback and dialogue with employees
-Offer professional development and growth opportunities to employees.
-Enhance the overall workplace culture by promoting inclusivity and teamwork.
	






At the workplace
	







01/12/2023
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