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[bookmark: _vvf39gxlrv42][bookmark: _Toc212896734]1.0 Introduction 
I was on the housekeeping, food and beverage, and reception rotation during my placement in Ibis London Elstree Borehamwood, which is under the Accor Group. All the spheres made me aware of the unique circumstances under which I had to operate, and a similarity: the effect of management style on motivation, teamwork, and guest satisfaction. The reflection appraises the contributions of various leadership styles in these departments to the total experience of the guests and my own growth. Through the Management and Organizational Behavior theories, Personnel Resourcing and Development, as well as Hospitality and Guest Services, I examine what I saw, what I learned, and how I used theory in practice. It determines the discussion with a three-step plan of improvement to enhance the leadership adaptability, cross-departmental communications, and the quality of guest service in Ibis London Elstree Borehamwood.
[bookmark: _sps8r1knb3q9][bookmark: _Toc212896735]2.0 Main Body: Reflection on the Department 
[bookmark: _jnqromd920ka][bookmark: _Toc212896736]Reception Department
The reception was the communication center of the hotel. The Front Office Manager used a democratic leadership style, where the staff could give input and be creative. The Theory Y by McGregor states that employees do their best when they are trusted and engaged (Anon 2010). Within the framework of this strategy, I proposed to establish a quick-check line for guests who have an online reservation, which minimized the waiting time, as well as positively impacted the score of feedback.
Nevertheless, the style of supervision during the busy evening times was usually autocratic and was aimed at control and not cooperation. This led to stress and a delay in responding to complaints by guests. I realised that situational leadership is vital in Reception- leaders should be in a position to alternate between directive and supportive behaviour without compromising on confidence. Having lived with both extremes, I learnt that maintaining regular, empathetic communication is a way to maintain the morale and the satisfaction of guests despite the pressure.
[bookmark: _11rw1c33igcz][bookmark: _Toc212896737]Food & Beverage Department
Teamwork and speed were the determinants of service quality in F&B. The Restaurant Supervisor has adapted a coaching approach to leadership as he has been seen to work side by side with the employees as they served breakfast. This participative behaviour encouraged them all, and it was an indication of the Motivation-Hygiene Theory of Herzberg, as it addressed higher-order needs like recognition (Felce, 2019). I also got to know that visible leadership is more effective in energizing employees as opposed to distance-based instruction.
One morning, I was called upon to help in clearing the tables and serving coffee because of a shortage of serving staff. Pride and commitment were created when the manager publicly thanked us at the end of the shift. On the other hand, during another shift that was being supervised by a temporary boss who adopted a command-and-control style, there was a breakdown of communication; orders were not promptly received, and guests ended up getting frustrated. Looking back on these two opposing experiences, I was able to understand the influence of the tone of leadership on teamwork, efficiency, and ultimately the dining experience.
[bookmark: _2piqli7m7di9][bookmark: _Toc212896738]Housekeeping Department
Physical stamina and accuracy were required in housekeeping. The Head Housekeeper supervised by task orientation, where the main emphasis was placed on checklists and room-readiness goals. I initially found this style to be strict, but later I came to understand that it was safe and consistent. However, there was not much motivation since positive feedback was not very common. Based on the Personnel Resourcing and Development theory, I realized that the leadership in labor-heavy departments should be both controlling and appreciative to avoid burnout.
I volunteered to help with linen delivery when one of my colleagues fell ill during the working shift. Why the supervisor was grateful later changed my perception of the position: even a minor reward makes one feel the belongingness (Hagg, 2013). Comparing this with Reception and F&B, I observed that leadership in housekeeping has to be able to balance procedural authority with empathy to maintain morale and the quality of services.
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The experience in the three departments showed that the management style is the veil that ties operational success and employee engagement. In places where leaders showed trust and flexibility, in the form of Reception and F&B and their respective democratic managers and supportive supervisor, teams worked together effectively, and guests could feel the goodwill (Jones, 2008). In areas of inflexible or uneven leadership, such as night Reception shifts or very task-oriented housekeeping, the staff were hesitant, service was slow, and the guests were not satisfied.

These experiences also made me realise that situational leadership is a dynamic process rather than a style. It came to my attention that my emotional condition as a staff member reflected the kind of leadership I had: under nurturing instructions, I felt confident, and under oppressive rules, I felt nervous. With the help of the experiential cycle provided by Kolb, I made the reflection after every shift on the things that caused these feelings and how I could act in a more beneficial way. In the long run, I became more self-contained, understanding, and flexible.
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Academic theory gave significance to my observations. Management and Organizational Behaviour described the role of motivation that relies on consistent leadership, whereas Hospitality and Guest Services described emotional intelligence as one of the determinants of guest satisfaction. I have trained control communication and active listening to the guests in various departments. Under Personnel Resourcing, I understood that cultural friction in the multinational team of Accor is minimized through inclusive communication (Walker, 2021). The implementation of these theories made me concentrate not on instructions, but on evaluation. Asking for supervisor feedback enhanced gave me a better idea of how to use tone, body language, and respond. As a leader, now I see that I lead a two-way, mutual relationship that defines every guest experience.
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Fig 1: Improvement Stage
(Source: Self-created)
The Training on Leadership Adaptability.
· Develop the emotional intelligence and situational leadership competencies as part of the Heartist Leadership Programme of Accor.
· Knowledge Expected: To be more flexible in terms of leading and communicating with various groups of people and tasks.
Interdepartmental communication Log.
· Implement a common online platform that will facilitate Reception, F and B as well as Housekeeping on which it is possible to request and update the room.
· Expected result: The number of service delays would be reduced, the work would be more coordinated, and responsibility (Wood, 2013).
Empowerment of service to recovery.
· Have written policies, which will authorize the front line workers of any department to make petty concessions, such as free drinks, late check-outs, etc. without consulting with the manager.
· Projected Result: To resolve issues faster, better perception and confidence of the employees.
3.0 Conclusion
The various experiences that I received in Reception, F&B and Housekeeping showed that the management style defines the morale of the employees, as well as the experience of the guests. The trust and efficiency and strict supervision caused hesitation and inconsistency respectively through the supportive leadership and strict supervision. These differences made me more confident, flexible and knowledgeable about working as a team within a hospitality setting with different cultures. I also got to know that good leadership is situational leadership that is founded on empathy, communication and recognition. Nowadays, according to the theories of motivational and organisational behaviour, I can see the leadership as a collective responsibility that unites the execution of the operations to the health of the human. I will also apply my flexible leadership and contemplative practice in future to support the philosophy of the Heartist values of honest care and superior guest service as promoted by Accor.
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