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PROJECT FOCUS AREA – PROJECT FOCUS AREA: Front Desk Management Team

PROJECT AIM: The influence of the managers’ leadership styles on team dynamics and customer service quality at the front desk.

WHAT 
1. Conduct an examination of the prevailing leadership styles exhibited by the front desk management team at Ibis London and determine the extent to which these styles correspond to or deviate from well-established theories of leadership.

2. Conduct an assessment of the impact that these leadership styles have on the dynamics of the team, with a particular emphasis on communication, collaboration, morale, and conflict resolution within the front desk personnel.

3. Conduct a critical comparison of the impact that various leadership styles have on the quality of customer service provided at the front desk of the Ibis London as the evaluation will primarily rely on visitor satisfaction metrics and feedback.

4. In light of the analysis and findings, propose strategies for optimising leadership approaches in order to enhance team performance and customer service outcomes.

WHY? 
The concept is based on the observation that effective leadership is of the utmost importance for success in the hospitality sector, especially in high-pressure environments like hotel front desks. And a cholars including Bass and Avolio have conducted investigations into the impact of leadership on service quality and team dynamics, underscoring its critical role in guaranteeing visitor satisfaction. The objective of this research is to apply these principles within the framework of the Ibis London hotel, thereby offering fresh insights into effective management approaches within the hospitality industry.

HOW will you do it?  (Research Methods)
Surveys
Interviews 
Open discussion 


WHO will you question?

The management team at the Ibis London front desk.
Front desk staff members, including both full-time and part-time employees.

WHAT resources will you need?

	•	Access to relevant literature on leadership theories and customer service quality in the hospitality industry.
	•	Consent forms for ethical compliance.

WHEN? (timescale)  

	•	Month 1: Literature review and research design.
	•	Month 2-3: Data collection (surveys and interviews).
	•	Month 4: Data analysis.
	•	Month 5: Interpretation of findings and drafting of the report.
	•	Month 6: Finalizing the report and preparing for presentation.

IDEAS – 
My strong propensity for logical reasoning and proficient communication aligns seamlessly with my ambition to attain leadership positions within the hospitality sector and my academic pursuits in hotel management and organisational behaviour modules sparked this enthusiasm. Previous studies in the field of customer service have underscored the critical importance of effective leadership while ongoing discussions within the industry centre on the imperative to adapt to changing client expectations, a topic that is both significant and engrossing. This endeavour aligns with my professional objectives in hotel management and combines two of my passions and its purpose is to develop leadership techniques that are adaptable to shifting service standards and enhance the visitor experience.

NEEDS ACADEMIC ROOTS (THEORY) ALSO

This research endeavour amalgamates the domains of Organisational Behaviour and Hospitality Management, placing particular emphasis on the front desk procedures of the Ibis London and by conducting a sector-specific examination of leadership theories, including transformational and transactional leadership, with regard to the hotel industry, the aim is to address particular concerns including customer satisfaction and employee attrition. Through proactive collaboration with the management of Ibis, the research can precisely identify these challenges and offer viable resolutions and this entails exploring novel approaches, such as Servant Leadership, to enhance client experiences and foster greater team participation.

· Clear, succinct title:  
Exploring the Impact of Leadership Styles on Team Dynamics and Customer Service Quality: A Case Study of the Ibis London Front Desk Management Team


PROJECT TITLE / FOCUS:
Exploring the Impact of Leadership Styles on Team Dynamics and Customer Service Quality: A Case Study of the Ibis London Front Desk Management Team



PROJECT AIM:
To examine how different leadership styles within the Ibis London front desk management team influence team dynamics and customer service quality.



PROJECT OBJECTIVES: (e.g. Evaluate, Identify, Determine, Recommend)
1. Evaluate the conformity of the principal leadership styles employed by the management at the Ibis London front desk with contemporary leadership theories.
2. Analyse the correlation that exists between the aforementioned leadership styles and the team's performance, with a particular focus on the front desk staff's communication, collaboration, and conflict resolution.
3. Assess the impact of management's chosen leadership styles on the standard of customer service delivered at the Ibis London front desk more specifically, analyse the impact that these styles have on customer contentment and the operational protocols utilised to receive and address customer feedback.


RATIONALE  (reasons):
The driving force behind this research stems from an intense captivation with the lodging industry and the critical impact that effective leadership has on the dynamics of teams and the outcomes of customer service as previous studies have underscored the importance of effective leadership in the hospitality sector, particularly in high-pressure environments such as hotel front desks, where staff members are required to promptly attend to a wide range of visitor needs and expectations. The objective of this research is to advance our understanding of the manner in which leadership styles directly influence team performance and guest experiences at the Ibis London hotel, taking into account the diverse clientele and operational challenges that are typical of major metropolitan areas and this emphasis is pertinent in light of the ever-evolving demands of customers and the increasing importance attributed to delivering exceptional service within the fiercely competitive hospitality industry. Furthermore, this research aligns with professional aspirations in the field of hospitality management by offering tangible insights that may influence forthcoming leadership approaches in analogous settings.



LITERATURE RESEARCH:
By employing a mixed-methods strategy that integrates qualitative and quantitative research techniques, the study aims to achieve a comprehensive understanding of the ways in which leadership styles influence customer service quality and team dynamics.

 In order to gather quantitative data from the front desk personnel, questionnaires will be utilised and the surveys will inquire about respondents' perspectives regarding leadership, team unity, and the impact on service quality.

The acquisition of qualitative data will be accomplished through the utilisation of semi-structured interviews, which will encompass a representative subset of the staff as well as the management team and the interviews will explore the personal experiences of the participants, their preferences regarding leadership, and their perceptions of the ways in which these elements influence team dynamics and consumer satisfaction.

The analysis will employ statistical methods to examine quantitative data, while qualitative insights will be investigated through thematic analysis as establishing correlations and patterns among leadership styles, team dynamics, and service quality is the aim of this investigation.








BENEFITS:

1. Enhanced understanding about leadership

2. Improved Customer Servuce Quality

3. Development of Tailored leadership Programs 









