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“Evaluating the Role of Leadership Styles in Team Dynamics and Service Quality During High-Stress Scenarios: Cardiff Marriott Hotel"
[bookmark: _Toc190634718][bookmark: _Toc190636134][bookmark: _Toc191843666]Abstract
This research explores the impact of leadership styles on team dynamics and service quality during high-stress scenarios within the hospitality industry, specifically at Cardiff Marriott Hotel. As the hospitality sector often operates under demanding conditions, effective leadership becomes crucial to maintaining service standards, employee motivation, and team performance. The study identifies the prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel.Also, the research evaluates leadership styles in high-pressure environment that can improve team dynamics and ensure consistent service quality at Cardiff Marriott Hotel. Then, the research provides recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality.
This study uses a deductive approach with a case study strategy focused on Cardiff Marriott Hotel to explore leadership styles' impact on team dynamics and service quality under stress. A quantitative method, including surveys with closed-ended and Likert-scale questions, will analyse data from 10 purposively selected employees, using descriptive and correlation analysis.
The research finds that the leadership styles observed include transformational, autocratic, democratic, and laissez-faire. Transformational leadership is primarily used to motivate and inspire teams during stressful situations, while autocratic leadership allows for direct control and decision-making. Democratic leadership fosters teamwork, and laissez-faire leadership allows staff to make independent decisions. Also, the research finds that transformational leadership proves to be the most effective in improving team dynamics and maintaining service quality during high-pressure situations. Autocratic leadership also ensures service consistency through clear, decisive actions. The research recommends implementing transformational leadership to enhance team collaboration, improve communication, and maintain high service standards. This leadership style supports team morale, motivates staff, and ensures consistent service quality during stressful operational conditions.

Contents
Abstract	2
1 Introduction	6
1.1 Background of the Research	6
1.2 Overview of the Case Study	6
1.3 Research Aim and Objectives	7
1.4 Research Questions	7
1.5 Scope and Organisation	8
2 Literature Review	9
2.1 Prevailing leadership styles in high-pressure environments in the hospitality industry	9
2.2 Leadership Styles improving team dynamics and ensure consistent service quality in the hospitality industry	11
3 Research Methodology	14
3.1 Research Approach	14
3.2 Research Strategy	14
3.3 Research Method	14
3.4 Data Collection	15
3.5 Sample Size andSampling Technique	15
3.6 Data Analysis	15
3.7 Ethical Considerations	16
4 Case Study Hotel Overview and Findings	17
4.1 Case Study Hotel Overview	17
4.1.1 SWOT Analysis	17
4.1.2 PEST Analysis	18
4.1.3 Competitor Analysis	18
4.2 Findings	19
4.2.1 Demographics	19
4.2.2 Prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel	21
4.2.3 Leadership styles in high-pressure environment improving team dynamics and ensure consistent service quality at Cardiff Marriott Hotel	23
4.2.4 Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality	25
5 Discussion	27
5.1 Prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel	27
5.2 Leadership styles in high-pressure environment improving team dynamics and ensure consistent service quality at Cardiff Marriott Hotel	29
5.3 Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality	31
6 Conclusion and Recommendations	32
6.1 Conclusion	32
6.2 Recommendations	33
Referenecs	35






List of Figures
Figure 1: Structure of the Study	8
Figure 2: Age level of Respondents	19
Figure 3: Gender of Respondents	20
Figure 4: Leadership style of supervisor/manager in high-pressure situations	21
Figure 5: Relative importance of leadership style most positively influencing team collaboration during stressful times	23

List of Tables
Table 1: Relative frequency of supervisor/manager decision-making without team input in stressful situations	22
Table 2: Relative impact of supervisor’s leadership style on overall team morale during high-stress situations	24
Table 3: Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality	25


[bookmark: _Toc191843667]1 Introduction 
This chapter of the research presents the background of the research. Then, it covers an overview of the case study. Moreover, the study presents research aims, objectives and questions. 
1.1 [bookmark: _Toc191843668]Background of Research
The hospitality industry depends on leadership to carry out operations smoothly especially when working under demanding circumstances. The Cardiff Marriott Hotel maintains notable status as an institution running in demanding operational conditions that require effective team leadership by its managers and supervisors to uphold service standards (Cardiff Marriott Hotel, 2025). Hospitality service quality and staff motivation and team performance heavily depend on the leadership style chosen by managers especially when the organization experiences peak demands and critical incidents (Sethuraman and Suresh, 2014). During such high-stress scenarios, team dynamics and service quality may deteriorate due to miscommunication, increased workload, and heightened pressure, leading to inefficiencies, staff burnout, and customer dissatisfaction (Shamsudin et al., 2024). Transformational leadership together with servant leadership generate positive effects on team productivity and team spirit yet autocratic and laissez-faire leadership produces inefficiencies alongside poor employee commitment. Leadership effectiveness in hotels depends on situational requirements and operational difficulties occurring within these facilities (Belias et al., 2024). This study assesses whether certain leadership styles at Cardiff Marriott Hotel are more successful than others, allowing the hotel to provide the best teamwork and service consistency in times of stress. These interactive leadership forces, if studying, gives knowledge necessary for optimizing not only leadership strategy but also the management of employee welfare and full satisfaction of the guest. This study provides significant suggestions that hotel management can utilize to enhance their supervision processes in a very internal hotel atmosphere and be capable of sustaining dynamic organizational performance under exceptional circumstances.
1.2 [bookmark: _Toc191843669]Overview of the Case Study
Cardiff Marriott Hotel– which is a four-star hotel located in the Cardiff Wales’ central area. Due to outstanding hospitality with modern conference facilities and high-end services provided to business professionals and also holidaymakers, the hotel provides an unforgettable experience. Guests love this hotel for its excellent location next to Cardiff’s business center, shopping areas and attractions. As a high-performing hospitality establishment, Cardiff Marriott Hotel has to ensure that its operational approach is systematic and efficient in order to maintain directions whilst working during peak and high-pressure periods, and therefore, effective leadership in this case would play an important role.
[bookmark: _Toc191843670]1.3 Research Aim and Objectives
The study aims to provide insights into leadership behaviour in high-stress environments within the hospitality sector. It will analyse how leadership styles impact team performance and identify best practices for fostering an effective leadership culture. The followings are the research objectives.
[bookmark: _Hlk190638092]- To identify the prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel.
- To evaluate leadership styles in a high-pressure environment that can improve team dynamics and ensure consistent service quality at Cardiff Marriott Hotel.
- To provide recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality.
[bookmark: _Toc191843671]1.4 Research Questions
The research questions are as follows:
Q1: What are the prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel?
Q2: What are the leadership styles that can improve team dynamics and ensure consistent service quality.
Q3: Which leadership approach would be most effective in enhancing team collaboration and maintaining high service standards at Cardiff Marriott Hotel?
[bookmark: _Toc191843672]1.5 Scope and Organisation

[bookmark: _Toc190638595]Figure 1: Structure of the Study
The research is structured into six chapters. Chapter 1 provides an introduction to the research topic and outlines the objectives. Chapter 2 examines relevant literature related to the study. Chapter 3 describes the research methodology. Chapter 4 presents an overview of the case study hotel and its findings. Chapter 5 analyses the results, and Chapter 6 concludes with recommendations and practical strategies for implementation.









[bookmark: _Toc191843673]2 Literature Review 
[bookmark: _Toc191843674]2.1 Prevailing leadership styles in high-pressure environments in the hospitality industry
In the hospitality industry, particularly in high-pressure environments like hotels, supervisors and managers typically adopt leadership styles that balance operational efficiency, team morale, and guest satisfaction. Farrell (2022) states that in high-pressured hospitality environments, transformational leadership is among the most effective styles. By sharing a vision, encouraging innovation, and allowing for change, transformational leaders inspire and motivate their teams. They promote both personal and professional growth, allowing employees to remain engaged and motivated even during harder times (Ismail et al., 2010). For example, in a heavily booked weekend or sudden influx of guests, a transformational leader inspires the team by reminding them of the bigger picture and promoting problem-solving.  On the other hand, Huertas-Valdivia et al. (2022) argue that although transformational leadership is very effective, it demands you to spend a great deal of time and energy in building a rapport with employees.

Similarly, Bernsen et al. (2009) assert that transactional leadership is very structured and emphasises rewards and discipline. In this style of supervision, the supervisor has clear expectations, provides performance incentives, and holds to strict operational procedures. This is especially beneficial for high pressure environments with a high volume that require efficiency such as cooking in a hotel restaurant during hours for dining, or check ins during holiday season rush (Gandolfi and Stone, 2018). Staff members are clear about their roles and responsibilities, leading to less confusion and delays. On the other hand, Said and Triatmanto (2024) point out that though this ultimately lends itself to consistency, it can stifle creativity and employee autonomy. Workers potentially can become addicted to the rewards and lose their natural drive to do things for their own sake that can result in less engagement and innovation.

Furthermore, Kim et al. (2023) highlights that then there is Servant leadership, which puts the wellbeing and development of the come first. Given this approach, such leaders pursue their employees' interest in parallel, with the conviction that the guests' experience is improved again by doing so. Servant leadership promotes a team-oriented culture where employees feel valued and motivated to deliver an exceptional service in hospitality, an industry where customer service is paramount (Nieminen, 2024). For example, a hotel manager who actively listens to staff concerns and implements their suggestions fosters loyalty and engagement, resulting in stronger teamwork and improved guest experiences. On the contrary, Nieminen (2024) criticises that although this is a great leadership style because it builds strong relationships, it could cause the employees to exploit the leader’s lenience which decreases the overall productivity.

Similarly, Aksoy and Çakır (2023) suggest that paradoxically, situational leadership is a variable style of management in which managers change their management style according to the contextual condition. Flexibility is key when dealing with high-pressure hospitality situations. For example, in a case of emergency management, like when guest complaint escalating to a possible legal issue, the manager could adopt more directive style to make sure situation solved immediately (Said and Triatmanto, 2024). During routine operations, the same chief might take the opposite tactic, inviting workers to submit ideas on how to enhance the quality of service. On the other hand, Gandolfi and Stone (2018) suggest that if employees are left to guess about whether and when they are going to get strict direction versus a more relaxed style, inconsistent leadership styles can leave them confused.

Sethuraman and Suresh (2014) propose that autocratic leadership means decision-making is centralized and managers expect employees to follow their instructions. This approach is commonly employed during emergencies or in environments that require precision, like hotel kitchens during busy service times (Whitelaw and Morda, 2004). For example, a head chef may employ an autocratic style to ensure food is produced uniformly and on schedule. On the contrary, Ismail et al. (2010) argue that although this means that decisions are briskly made, it can sap the morale of the workforce which leads to unhappiness with the job and high turnover of the workforce. Underappreciated employees are less likely to bother sharing their ideas, and, in general, this discouragement will damage the overall morale of the team.

Moreover, Belias et al. (2024) discuss that democratic leadership promotes involvement and collaboration, giving employees a say in decision making. This builds collaboration and creativity in high-pressure hospitality settings. A hotel manager who routinely asks for input from team members regarding how to streamline check-in procedures or effectively address guest complaints encourage an inclusive work environment. On the other hand, Huertas-Valdivia et al. (2022) argue that as a result, the process can be too slow for urgent or crisis management situations, where quick decisions are required, and thus is less effective.

Furthermore, Shamsudin et al. (2024) explains that laissez faire leadership provides little with little supervision over employees allowing employees the autonomy to make decisions. This style works when you are managing teams with great skills and motivation, like seasoned front desk managers or well-versed chefs. Employees who are trusted to make independent decisions feel empowered and take more ownership of their roles (Huertas-Valdivia et al., 2022). Conversely, Whitelaw and Morda (2004) dispute that in high-pressure environments requiring clear guidance, laissez-faire leadership may result in inefficiencies and miscommunication, which could impact service quality. Without an elves or initiative this style may lead to lack of coordination and operational failures.
[bookmark: _Toc191843675]2.2 Leadership Styles improving team dynamics and ensure consistent service quality in the hospitality industry
Effective leadership is crucial in the hospitality industry, where service quality and teamwork directly impact guest satisfaction. Ismail et al. (2010) point out that such is transformational leadership that inspires and motivates employees by creating and sharing visions, promoting teamwork and encouraging personal growth. This approach enables those leaders to drive high levels of engagement that makes employees feel appreciated and wanting to give their best (Farrell, 2022). In hospitality, transformational leadership tends to bring better service quality through training programs, creativity, and high expectations. On the other hand, Nieminen (2024) criticises that transformational leadership is arguably the most effective way to motivate employees, as it demands ongoing input from leaders.
Moreover, Gandolfi and Stone (2018) explain that with servant leadership, leaders put the well-being of employees at the forefront. This leadership style is characterized by its long-term focus on team development in which employees have resources, training, and support to maximize their potential. In hospitality, where guest experience relies on staff performance, this leads to a something that allows for a motivated and loyal team (Bernsen et al., 2009). A restaurant manager that goes on the floor, listens to staff and works alongside them when the kitchen/dining room is busy creates a strong team that trusts one another. On the contrary, Farrell (2022) contends that though servant leadership increases employee welfare, there is a risk of employees abusing the leader’s lenience.
Similarly, Nieminen (2024) emphasizes that transactional leadership tends to be highly structured and performance-oriented, relying on clearly defined expectations, along with associated rewards and consequences. This can be useful to keep the quality of service the same, as employees know what their role is and what they need to achieve in order to meet standards (Kim et al., 2023). For instance, in a hotel housekeeping department, employing rewards-based management ensures service quality remains with managers working to keep things clean and efficient. On the contrary, Huertas-Valdivia et al. (2022) argue that transactional leadership is great for consistency, but it can stifle employee creativity and intrinsic motivation. Starting to rely too much on rewards and coming to not think outside the box other than their own job title created.
Furthermore, Said and Triatmanto (2024) note that democratic leadership is when employees participate in making decisions. By serving as a mentor, it motivates the team to be innovative and cooperate in improving services. For example, a front office manager conducts standing meetings with employees to address guest feedback, allowing staff to feel valued and heard, leading to improved service delivery. On the other hand, Ismail et al. (2010) argue that democratic leadership encourages teamwork but often takes up a lot of time, making it ineffective in fast-paced situations that require swift decisions.
Whitelaw and Morda (2004) indicate that situational leadership is flexible; it helps the managers variant their leadership style according to the needs of the team and the context in which they are operating. As a result, this practice will lead to more balanced leadership and enhanced and refined teamwork and services (Aksoy and Çakır, 2023). For example, an autocratic style could be useful for a hotel supervisor where lives are at stake during a crisis but he may adopt a democratic style while conducting team meetings. On the contrary, Shamsudin et al. (2024) assert that the success of situational leadership relies on the leader’s ability to assess situations accurately. Unpredictable leadership styles may make employees at a loss on when the boss would be issuing strong direction versus a nonchalant one, which can be confusing.




[bookmark: _Toc191843676]3 Research Methodology
The methodology chapter outlines the research design, approach, and strategies employed to investigate the role of leadership styles in team dynamics and service quality during high-stress scenarios at Cardiff Marriott Hotel. 
[bookmark: _Toc191843677]3.1 Research Approach
This study follows a deductive approach, because it tests the hypothesis developed by the existing models and theories about the leadership styles and services quality. The goal is to use the established literature to validate the relationship between leader types and team dynamics in high-pressure situations (Saunders et al., 2012). For instance, in this regard, it will be verified if specific leadership styles have a beneficial impact upon the team performance and service provision amid stressful periods. The downside of the deductive method is that it may cause rigidity in research as new and innovative ideas can emerge at any stage of the study (Cottrell, 2014).
[bookmark: _Toc191843678]3.2 Research Strategy
It will adopt a case study approach with Cardiff Marriott Hotel serving as the unit of analysis. The case study method provides a detailed examination of real-world leadership in an applied, high-pressure context and presents concrete examples of how supervisors and managers lead a team through an incident that they themselves have high stress etc. (Collis and Hussey, 2014). This can be especially useful in understanding intricate, context-dependent dynamics. But the limitation of a case study strategy is that the findings may lack applicability to other hotels or industries, as the results are specific to Cardiff Marriott Hotel and its particular organizational environment (Cottrell, 2014).
[bookmark: _Toc191843679]3.3 Research Method
The study uses a quantitative research method and collects data using structured questionnaires for leadership styles and its team dynamics and service quality (Yin, 2003). Quantitative methods enable statistical analysis and the discovery of trends or patterns in a larger sample, which helps in understanding the phenomenon on a broader scale (Veal, 2006). A drawback of a quantitative approach, however, is that it may reduce the richness of a situation to simple numbers, overlooking qualitative information that reflects the nuances and complexities of human behavior and interactions, which might help in revealing how one-sided leadership affects teams (Denscombe, 2010).
[bookmark: _Toc191843680]3.4 Data Collection
The research will utilize Primary data which is the survey questionnaire will be circulated among employees, managers, and guests of Cardiff Marriott Hotel. Both closed-ended and Likert-scale questions will be included in the questionnaire to determine perceptions of leadership styles, team cohesion, and service quality characteristics in high-pressure contexts (Saunders et al., 2012). Thus, this technique enables the gathering of data from a multitude of participants, suitable for statistical analysis. One downside to collecting data by survey is that the data can be subject to response biases (e.g. social desirability bias, or misunderstanding of the questions) (Veal, 2006).
[bookmark: _Toc191843681]3.5 Sample Size and Sampling Technique
Total of 10 employee will be selected through purposive sampling for this research. This method guarantees the presence of those with the suitable experience in management functions or high-pressure scenarios, providing, therefore, targeted observations on the influence of management on team dynamics and the quality of service rendered (Collis and Hussey, 2014). The limitation of purposive sampling is that it can lead to selection problems, as the sample may not be fully representative of the larger employee population (if there is a larger population), potentially impacting the generalizability of the results (Bryman, 2008).
[bookmark: _Toc191843682]3.6 Data Analysis
After this, descriptive statistical techniques such as mean, standard deviation and frequency distributions will be used to analyse the data (Yin, 2003). These techniques will give an overview of the data and assist to establish patterns or trends in leadership styles, team dynamics and the quality of service (Saunders et al., 2012). A correlation analysis will identify the relationships between leadership types and service quality outcomes. Descriptive statistics is simple and easy to interpret, but it does not allow to analyse causal relationships (Bryman, 2008).
[bookmark: _Toc191843683]3.7 Ethical Considerations
Ethical Provisions: The study will be conducted in accordance with ethical guidelines to uphold the integrity of the research process. The purpose of the study will be provided to all participants, and their consent will be obtained prior data collection. You should ensure confidentiality and anonymity and store the data safely. Another downside about following strict ethical guidelines is that it may restrict the range of the study, due to some individuals being embarrassed to speak about their real questions or situations because of fear about their discretion.




[bookmark: _Toc191843684]4 Case Study Hotel Overview and Findings
[bookmark: _Toc191843685]4.1 Case Study Hotel Overview
The four-star Cardiff Marriott Hotel located at Mill Lane in the centre of Cardiff Wales provides a total of 181 contemporary rooms furnished with luxury bedding and Freeview television sets and judgmental work areas. The hotel underwent a name change from Marriott Hotels when it started in 1986 yet completed its rebranding as Marriott in 1992. Every guest gets 24/7 access to their fitness centre along with Browns Brasserie and Cardiff Castle and Principality Stadium are nearby. Free Wi-Fi services public zones and convenient location to the city make this hotel an optimal choice for both traveling for business and amusement.
[bookmark: _Toc191843686]4.1.1 SWOT Analysis
Strengths: Cardiff Marriott Hotel benefits from a prime location in Cardiff city centre, near major attractions like Cardiff Castle and Principality Stadium. The hotel belongs to Marriott Hotels while providing top-tier service through premium guestrooms along with Browns Brasserie Restaurant and corporate facilities thus serving both business guests and tourists.
Weaknesses: The hotel suffers from three main drawbacks that include scarce parking spaces and the complete absence of electric vehicle charging infrastructure and airport transportation as well as these weaknesses might make guests uneasy. Potential travelers on budget and individuals who bring pets face challenges due to the hotel's high rates and restrictions against pets except service animals.
Opportunities: The hotel offers potential developments of digital interfaces and green practices with new partner collaborations that will improve guest satisfaction. The hotel will gain greater financial stability through wedding and conferences along with its ability to attract diverse clients, which will boost its market dominance.
Threats: Economic challenges can threaten the Hotel, in addition to increased competition from Cardiff hotels and the changing technological needs of guests, for which it can affect occupancy levels, seasonal variations in occupancy levels that will negatively impact its occupancy rates and revenue streams.
[bookmark: _Toc191843687]4.1.2 PEST Analysis
PEST analysis of Cardiff Marriott Hotel is as follows:
Political Factors: All hospitality laws applicable in the UK concerning health and all safety and employment legislation is required to stay in operation at Cardiff Marriott Hotel. Policies related to Brexit can impact both staff employment as well as supply chain activities. Tourism enterprise prospects are encouraged on the back of sustainable tourism projects and government incentive frameworks but also intertwined with recent statutory amendments in the taxation laws and impending tourism regulatory frameworks.
Economic Factors: Inflation, high interest rates and fluctuations in consumer spending are creating new demand patterns for hotels. Cardiff has high business competition which limits hotels pricing structure. Revenue increases post-COVID as demand for business travel expands while threats of recession, coupled with fluctuating exchange rates, pose potential problems for foreign visitors.
Social Factors: Travel tendencies that favors environmentally responsible lodging options together with customized accommodation guide what hotel guests look for. Business and leisure tourist development in Cardiff produces higher visitor prospects. Fluctuations in customer needs regarding smart technology together with seasonal demand patterns represent major obstacles for this market.
Technological Factors: The integration of AI together with automation and mobile guest check-in systems has made guest experiences more advanced. AI concierge services combined with smart rooms and digital key access systems make the hotel operations more efficient. The hotel's competitiveness faces hurdles due to persistent technology updates and cybersecurity risks along with digital hotel competition.
[bookmark: _Toc191843688]4.1.3 Competitor Analysis
Cardiff Marriott Hotel, a four-star luxury hotel, competes with several upscale hotels in Cardiff. Below is a price and quality comparison with key competitors.
	Hotel
	Star Rating
	Average Price (Per Night)
	Quality & Features

	Cardiff Marriott Hotel
	4-star
	£120 - £180
	Modern rooms, Browns Brasserie, fitness centre, business facilities

	Hilton Cardiff
	4-star
	£130 - £200
	Spacious rooms, on-site spa, fine dining, city views

	Hotel Indigo Cardiff
	4-star
	£110 - £160
	Boutique style, rooftop bar, modern design, central location

	Clayton Hotel Cardiff
	4-star
	£90 - £150
	Budget-friendly, comfortable rooms, restaurant, business facilities



[bookmark: _Toc191843689]4.2 Findings
[bookmark: _Toc191843690]4.2.1 Demographics
Age level of respondents:

[bookmark: _Toc190638596]Figure 2: Age level of Respondents
A substantial number of participants belong to the 31-40 age range (42% of the total) with the 21-30 segment (34%) being the second largest participant group among the respondents. The participant base consisting of people between 41 years and 50 years old comprises 18 percent of respondents to date. Meanwhile people aged 51 or older compose 6 percent of the research pool.
Gender of Respondents:

[bookmark: _Toc190638597]Figure 3: Gender of Respondents
Male respondents make up the largest participant group at 62% while female participants follow at 36% of the total survey participants. Approximately two percent of respondents selected the option to withhold gender identification while the remaining participants self-identified as either male or female (62%) or female (36%) demonstrating survey multiculturalism toward gender disclosure.
[bookmark: _Toc191843691]4.2.2 Prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel

[bookmark: _Toc190638598]Figure 4: Leadership style of supervisor/manager in high-pressure situations
Under high-pressure conditions at Cardiff Marriott Hotel the management team leads the workforce differently from one another. Four hotel employees selected transformational leadership style as their primary preference thus indicating leaders aim to spark motivation in their teams during adverse situations. Three hotel employees picked autocratic leadership as their choice because it combines directive and controlling methods. The survey showed two leaders picked democratic leadership which emphasises teamwork, but a single leader practiced laissez-faire leadership to grant freedom to team members in stressful times.
	Description
	Mean
	Standard Error
	Median
	Mode

	Relative frequency of supervisor/manager decision-making without team input in stressful situations.
	4.2
	0.326598632
	4.5
	5

	Relative extent of supervisor/manager encouragement of open communication with the team in high-stress situations.
	4.5
	0.166666667
	4.5
	4

	Relative effectiveness of supervisor's leadership style in stressful situations for achieving team goals.
	4.7
	0.152752523
	5
	5


[bookmark: _Toc190638671]Table 1: Relative frequency of supervisor/manager decision-making without team input in stressful situations
The research data shows how employees view leadership performance under high-pressure situations at the Cardiff Marriott Hotel with a special focus on decision-making abilities and communication methods and effective leadership qualities. The survey results show that supervisors independently make decisions during stressful situations to some extent based on the mean score of 4.2 indicating agreement but no full consensus exists. Data variability about supervisor decision-making frequency shows moderate levels through the calculated standard error of 0.33. Survey results show that supervisors often choose to make decisions independently from their teams according to most participants, but the responses vary mildly based on individual perspectives. More than half of respondents selected a score of 4.5 which matches the median and mode value. The measure of 4.5 shows that employees strongly agree with their supervisors actively encourage open communication from the team when under high stress. Because the mean standard error stands at 0.17 the survey results show broad agreement across participants. Agreement among most survey participants indicates communication encouragement exists but varies in intensity from 4.5 (median) and 4 (mode) thus showing potential for better consistency. Staff members strongly agree that leadership from supervisors remains highly effective for team goal achievement during stressful conditions based on a mean score of 4.7. Reporting a standard error of 0.15 confirms a high consensus because the responses show minimal variability. The statistical distributions of both mode and median show that most participants completely support effective leadership during stressful conditions.
[bookmark: _Toc191843692]4.2.3 Leadership styles in high-pressure environment improving team dynamics and ensure consistent service quality at Cardiff Marriott Hotel

[bookmark: _Toc190638599]Figure 5: Relative importance of leadership style most positively influencing team collaboration during stressful times
The employees at Cardiff Marriott Hotel select transformational leadership as the most influential approach for enhancing collaboration since five participants described its effectiveness. The emphasis of transformational leadership on inspiration serves to improve both team collaboration and service quality. The approach of autocratic leadership receives recognition from three respondents because it provides decisive instructions during critical moments. Only one employee acknowledged that democratic and laissez-faire leadership approaches lack effectiveness in high-stress situations although they are considered less impactful because they do not give robust guidance in challenging environments.
	Description
	Mean
	Standard Error
	Median
	Mode

	Relative impact of supervisor’s leadership style on overall team morale during high-stress situations.
	3.5
	0.477260702
	3.5
	5

	Relative contribution of supervisor’s leadership style to maintaining consistent service quality in high-pressure scenarios.
	4.1
	0.458257569
	5
	5

	Relative effectiveness of team leadership in resolving conflicts or issues during high-pressure scenarios.
	4.6
	0.305505046
	5
	5


[bookmark: _Toc190638672]Table 2: Relative impact of supervisor’s leadership style on overall team morale during high-stress situations
The data reveals how team dynamics together with service quality performance operates within high-pressure situations at Cardiff Marriott Hotel based on supervisor leadership approaches and team leadership approaches. The research participants agreed to a moderate degree that supervisors can positively affect team morale during stressful periods since the first category received an average score of 3.5. The 0.48 standard error value indicates a large variation among participants who see different levels of how supervisor leadership impacts team morale. An agreement exists between respondents regarding leadership's strong role in preserving team morale although approximately 50% of respondents believe this impact is quite substantial. The survey results indicated that service quality maintenance in demanding situations benefits positively from supervisor leadership styles with an average rating of 4.1. The standard error of 0.46 reveals that participant reactions to this question are stable but individual survey responses show slight differences in opinion about its effect. Close to sixty percent of survey participants agreed strongly that supervisor leadership remains essential to maintain service consistency when faced with high-stress scenarios because both the media and the mode are at 5. The data reveals that team leadership successfully handles conflicts and issues during emergency scenarios because participants assigned it a mean score of 4.6. A standard error of 0.31 indicates low respondent variation which shows that team leadership is widely acknowledged as effective during high-pressure situations. The mode value of 5 together with the median value of 5 indicates the widespread agreement among respondents about the fundamental necessity of team leadership for conflict management under high-pressure conditions.
[bookmark: _Toc191843693]4.2.4 Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality
	Relative suitability of leadership styles benefitting 
	Mean
	Standard Error
	Median
	Mode

	Autocratic
	3.6
	0.339934634
	4
	4

	Democratic
	3
	0.365148372
	3
	3

	Laissez-faire
	2.5
	0.401386486
	2
	2

	Transformational
	4.3
	0.334995854
	5
	5

	Relative importance of suggestions for improving supervisor/manager leadership style to enhance team dynamics and service quality during high-pressure situations
	
	
	
	

	More team involvement in decision-making
	4.2
	0.388730126
	4.5
	5

	Clearer communication
	4.3
	0.260341656
	4.5
	5

	Greater support and motivation
	4.6
	0.163299316
	5
	5


[bookmark: _Toc190638673]Table 3: Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality
The data provides significant details about both leadership approaches and possible improvements in leadership at Cardiff Marriott Hotel when operating under high-pressure situations. The quantitative data through mean scores together with standard errors and medians and modes provides a clear understanding of employee perceptions regarding leadership styles and proposed team enhancement methods for service quality improvement. The results show autocratic leadership as 3.6 out of 5 which demonstrates its minimal contribution yet its insufficient effectiveness as a preferred method. The 0.34 standard error found in the data indicates that responses showed moderate variation. Research shows autocratic leadership has a score of 4 as the median and mode which indicates only a moderate acceptance among participants despite being slightly suitable. A mean evaluation of 3.0 indicates that democratic leadership is thought to be less effective for handling emergencies according to survey participants. Statement variability is visible through the 0.37 standard error, however the silent stakeholder responses centre on the median and mode value of 3 to indicate middling views about its effectiveness. The survey participants considered laissez-faire leadership unsuitable for high-pressure situations since its mean score reached 2.5. A standard error of 0.40 indicates a range of responses although most people consider this approach to be ineffective. The primary disclosed selection of leadership approach proved to be transformational leadership which received a mean score of 4.3. The standard error value of 0.33 supports the conclusion that participants hold a unified view on its success level. A total of 5 as median and mode shows that numerous survey participants recognised transformational leadership as a source of productive team dynamics and beneficial service quality. The measured response of 4.2 points toward supportive opinions regarding involving teams in decision processes. Distributional analysis through the standard error of 0.39 shows middle-range variation while the measured value and actual value of 4.5 and 5 confirm widespread acceptance. Results indicating 4.3 as the mean demonstrate that enhanced communication has a beneficial impact on leadership performance according to the examined standard error of 0.26. The mean score of 4.6 ranked final for greater support and motivation which indicates complete staff agreement regarding better leadership in high-pressure situations as both the median and mode values both equal five. The research demonstrates that transformational leadership along with increased communication and support require emphasis for maintaining service quality under stressful conditions.







[bookmark: _Toc191843694]5 Discussion 
[bookmark: _Toc191843695]5.1 Prevailing leadership styles adopted by supervisors and managers in high-pressure environments at Cardiff Marriott Hotel
The research demonstrates that Cardiff Marriott Hotel supervisors and managers select transformational leadership style over other styles while dealing with tense situations. The leadership style provides essential inspiration and motivational powers to employees facing workplace difficulties. The leaders at Cardiff Marriott Hotel practice either autocratic or democratic leadership styles depending on their preference. A minimal leadership presence enables employees to have increased freedom through a laissez-faire approach. Supervisors independently take control over their decisions whenever they come under time pressure according to research findings. Staff members generally confirm their supervisors make their own decisions, but individual workers see different levels of independent authority in these decisions. The results emphasize that workers consider open communication essential because most supervisors keep dialogue lines open during stressful times. This works across employee population groups, and staff members know that the workplace communication approach may be very similar but when it comes to employee groups, there can be slight variations. Workers see their supervisors as very successful leaders capable of leading teams to success during trying times. Employee views on this issue were remarkably congruous, coming to a high level of agreement regarding effective leadership from the survey results. Regardless of what type of leadership they decide to make use of, most members of teams and staff have faith in their supervisors because supervisors possess great control skills and motivation skills, and they are successful in delivering performance throughout difficult times. In summary the evidence suggests that leadership performance would be greatly improved by a more coherent approach to management, and a significant consistence across decision making and communication practices. Evidence from research has suggested that effective leadership approaches could play a crucial role for maintaining team cohesion along with service quality standards in demanding hospitality conditions.
The results reported here from the Cardiff Marriott Hotel are well consistent with the existing literature on leadership under pressure in the hospitality sector. The literature identifies transformational leadership as critical for both motivating teams during stressful periods and advancing engagement and innovation (Farrell, 2022; Ismail et al., 2010). Transformational leadership, research indicates, empowers followers through shared objectives and a creative problem-solving approach that can be matched to the study results that reported leaders with a focus on motivational communication when tensions emerge. Findings of the survey aligned with transactional leadership tenets because, at times, managers must take decision-making into their own hands to protect efficiency during times of pressure (Bernsen et al., 2009; Gandolfi & Stone, 2018). This academic literature characterizes hotel autocratic leadership patterns used during crises to generate quick accurate decisions, alongside field site observations demonstrating the same implementation of directive procedures (Sethuraman & Suresh, 2014; Whitelaw & Morda, 2004). Democratic leadership exists (determined by leader focus on demand-and-offer based teamwork), but academic literature pointed out effectiveness issues under urgent conditions (Huertas-Valdivia et al., 2022). The founding’s of this study align with academic research findings regarding laissez gare leadership that provide autonomy to workers as both results conclude that it allows for experience employees and causes inefficiencies in the case of emergency (Whitelaw & Morda, 2004; Huertas-Valdivia et al., 2022). Findings evolve situational leadership as managers adapt their leadership approach to suit a various situation Aksoy & Çakır (2023), Said & Triatmanto (2024). To do that, hotel leadership needs managers able to negotiate the proper middle ground in structured delegation and clarity in communication and who can show flexible responsivity to circumstances that impact operational efficiency and the ability of the more junior staff to achieve well under challenging work conditions.

The extent and nature of the leadership styles exhibited in high pressure setting at Cardiff Marriott Hotel deviate from much of the literature regarding leadership styles within hospitality. Wales: Transformational leadership preferred by Cardiff Marriott Hotel workers, but supervisors mix autocratic and democratic styles with one supervisor using laissez-faire leadership Because of approval for using transformational leadership to motivate teams during stressful situations (Farrell, 2022; Ismail et al., 2010), Cardiff Marriott Hotel has management practices that align with modern industry trends. The hotel data points away from scientific conclusions about transformational leadership needing detailed rapport development because such efforts might struggle within time-sensitive environments (Huertas-Valdivia et al., 2022). The CARDIFF property shows supervisors operate independently with their choices yet academic sources highlight the unfavorable aspects of transactional and authoritarian leadership styles. Research points to transactional leadership as an efficient approach with benefits for quick results yet the system displays drawbacks by restricting productive innovation from team members (Said & Triatmanto, 2024). This leadership model depends on specific performance standards and reward incentives (Bernsen et al., 2009). Depictions of superior staff communication in the Cardiff survey indicate leaders sustain open group interaction but this approach conflicts with myopic decision-making patterns as seen by transformational leadership principles. The research from Cardiff Marriott Hotel demonstrates that the team’s leader uses laissez-faire leadership approaches from time to time in congruence with scholarly understanding of its effectiveness for veteran teams (Shamsudin et al., 2024). Whitelaw and Morda (2004) state that during critical situations this leadership style creates performance issues and communication problems; these issues were present within some participants' feedback. The Cardiff Marriott Hotel implements leadership methods that coincide with research-based high-pressure leadership approaches yet demonstrate the difficulties managers encounter while maintaining workplace speed and employee engagement.
[bookmark: _Toc191843696]5.2 Leadership styles in high-pressure environment improving team dynamics and ensure consistent service quality at Cardiff Marriott Hotel
Employees at the Cardiff Marriott Hotel believe that transformative leadership creates the most successful conditions for team efforts under high-pressure situations. Teamwork and service quality both improve because of the inspirational nature which employees identified in transformational leadership. The survey showed autocratic leadership serves well when providing guidance during crucial times while managers acknowledged it does not enhance lasting team work processes. Employees identified democratic and laissez-faire leadership methods as ineffective in stressful circumstances because they provide limited structure. Research data indicates most team members agree about leadership effects on team morale. Team morale displays varying reactions to supervisor leadership even though it retains consistent service delivery during demanding situations. The effectiveness of team leadership for emergency conflict resolution remains the top choice among respondents who agree on its vital role for handling issues in critical situations. The analysis shows strong evidence that leadership methods create better team environments and high-quality services and successful conflict management in difficult situations because leaders who provide direction while inspiring their teams are most effective.
Survey data from Cardiff Marriott Hotel together with literature demonstrate that leadership approaches powerfully affect team functioning alongside service excellence mainly when teams work under high-stress conditions. To be more precise, transformational leadership acts as a catalyst as reported by the two Articles by augmenting teamwork without compromising on service quality. Survey-aided discovery by Cardiff Marriott Hotel staff indicated transformational leadership was the preferred measure, as literature supports that inspiring and motivating employees leads to optimal performance (Ismail et al., 2010; Farrell, 2022) The academic studies prove this; transformational leadership contributes to developing a team since it helps employees develop and increase quality in service (Ismail et al., 2010) by implementing hotel employee survey results regarding stressful situation. Both the survey results and the investigation came to a consistent conclusion about the use of autocratic leadership techniques that develop in response to critical situations. There is consensus from both research and the survey that autocracy provides direction in times of crisis thus supporting the claims of Nieminen (2024) that transactional leadership maintains structure within formal environments. According to Kim et al. (2023), clear guidelines of transactional leadership along with rewards or punishments make it more suited for service quality as compared to other leadership styles in housekeeping departments. According to the survey participants, democratic leadership in partnership with laissez-faire leadership was not effective in providing rational direction under challenging conditions. The findings of the survey validate the works of Ismail et al. While we examine Mihalcea et al.'s (2010) argument that democratic leadership creates teamwork but fails in rapid volatile environments because teamwork suffers from pressure.
The Cardiff Marriott Hotel findings and the literature present contrasting perspectives on leadership effectiveness in high-pressure situations. Transformational leadership acted as the most supportive for team collaboration, but the literature shows that this method requires constant leadership input but may be difficult in high pressure situations (Nieminen, 2024). The hotel survey found autocratic leadership helpful in providing guidance in the crisis but the literature criticized transactional leadership for potentially diminishing the levels of motivation and creativity, which was not addressed in the hotel findings (Huertas-Valdivia et al., 2022). However, the survey provided significant evidence that in high-stress areas, the effectiveness of democratic and laissez-faire leadership is diminished compared with the more scholarly information that supports their belief that they are able to increase innovation and increase the teamwork over time disadvantages for fast-paced situations (Said and Triatmanto, 2024; Ismail et al., 2010). The survey evidence from the Cardiff Marriott Hotel suggests situational leadership approaches but the literature offers conflicting perspectives on the disadvantages of such changes in style as a tactical response because they may produce erratic leadership actions (Shamsudin, 2024). In hospitality management, leadership solutions must meet the varying needs of its individual operations.
[bookmark: _Toc191843697]5.3 Recommendations for Cardiff Marriott Hotel to use the best leadership style that ensures team dynamics and consistent service quality
These are valuable insights of how leadership styles make their way into team dynamics and the service quality offered to customers when the heat is on, as revealed by the Cardiff Marriott Hotel survey. Participants chose transformational leadership as the most effective as it focuses on motivation, inspiration and collaboration in a team environment. Every respondent agreed on the fundamental importance of this leadership model for developing both enhanced team collaboration and higher quality service under emergency conditions. Performance during emergencies is only moderately supported by autocratic leadership, with values from the evaluation results proposing better scores in relation to other leadership styles regarding employees at the workplace. In times of crisis, team-based decision making took too long under democratic leadership. Survey participants determined the laissez-faire style to be the least effective leadership approach because crises demanded clear direction and needed support which this style did not provide. Survey results indicate that team participation in decision-making should increase together with better leadership communication and improved encouragement from higher-level staff. The team members unanimously requested leadership methods which let them participate in crucial decisions while developing collaborative relationships and constantly maintaining open communication channels. The survey results showed that employees strongly preferred additional supervisory support and motivation as their top recommendation because they require supervisory endorsement and inspirational guidance at times of stress. The research indicates that teams would achieve optimal performance together with maintaining consistent service quality during demanding situations.
[bookmark: _Toc191843698]6 Conclusion and Recommendations
[bookmark: _Toc191843699]6.1 Conclusion
Several leadership styles are used by supervisors and managers in demanding situations at Cardiff Marriott Hotel. Transformational leadership stands as the primary leadership model at Cardiff Marriott Hotel since supervisors use motivating practices to inspire team members throughout stressful situations. The autocratic style of management enables certain supervisors to make decisions through direct control. Some managers at Cardiff Marriott Hotel use democratic leadership to foster teamwork but a single leader implements laissez-faire leadership by allowing staff to decide independently. Different management approaches demonstrate the multiple ways executives handle stressful moments to reach team productivity goals.
Cardiff Marriott Hotel Transformational leadership style is the most effective approach to improve the team performance as well as ensuring service quality is consistently delivered at a stable level. By doing these managers are increasing collaboration because during difficult times they energise their teams. It is through autocratic leadership, in which leaders provide clear instruction from and give decisive instructions to other team members in critical service situations that service consistency is maintained. While initiated methods of management, by means of laissez-fair and democratic styles, still hold an element of value in high-pressure conditions, they are inadequate in helping one overcome challenges to resolve the issue at hand. When people are under great stress, team leaders needs to step up to manage not only conflicts that may arise but also to ensure morale is high among all team members.
The transformational leadership approach will play the most suitable role for Cardiff Marriott Hotel to build a solid team working together to protect high levels of service quality. Such motivational characteristics are part of leadership by example, motivating a team to work together even during pressured circumstances. This style of leadership creates good interpersonal relationships that keep quality services even when staff are under tremendous pressure. Through transformational leadership practice (involvement of team decisional making and consistency in communication), motivation increases, and support increases which brings improvement in the work environment and service delivery consistency.
[bookmark: _Toc191843700]6.2 Recommendations
Research evidence suggests that transformational leadership constitutes the most effective strategy to foster team relations and ensure consistent service quality provision in emergency circumstances (Cardiff Marriott Hotel). It has been validated that nothing is better, during challenging circumstances, than transformational leadership to support cooperation and inspire employee participation and maintenance of service quality. Critical aspects should be the focus of Cardiff Marriott Hotel managers. This will enhance their transformational leadership capabilities while improving team productivity overall. The following suggestions are based on the analysis of the data collected.
Emphasise Team Involvement in Decision-Making: The power of transformational leadership strengthens by including teams in the decision-making process as the members feel valued for being part of the management process. Supervisory leaders argue staff members need more voice in making decisions, especially during difficult times. Through active engagement of staff members comes along staff experience and increased employee empowerment together with enhanced teamwork performance that shows higher accountability that provides enhanced service quality. At a time where departments must interface and coorie with one another, delivering high level performance, organizations that encourage team contributions not only produce innovative results but also obtain increased participant engagement which leads to improved overall outcomes when managed in challenging situations.
Strengthen Communication Channels: Ambiguous communication leads to confusion which in turn brings down the performance quality so employees need to be given direct means of communicating. Preventing team miscommunication must still be a top priority for managers while at the same time they ensure their people completely understand project objectives and operational expectations. The ability to maintain internal department communications such that periodic updates of performance indicators are shared among departments in a manner which is fully aligned with the organizations agreed approach to such communication; coupled with feedback sessions to receive input has proven role in sustaining team commonality while maintaining integrity of service delivery. A translucent communication climate helps supervisors alleviate workplace stress while preventing communication shift which could meddle with service quality.
Offer Greater Support and Motivation: Transformational leaders can ignite motivational support that strengthens their teams in challenging circumstances. Driven by the need for supervisors to provide emotional support and practical resources for their coworkers during taxing times. Reinforcements can include achievement recognition and positive feedback to greatly boost team morale and can assist teams in their time of need. Subordinate supervisors who support their employees reduce burnout while developing resilience, allowing them to maintain high quality of service under challenging working conditions. An acknowledgment for the teams’ achievements is active, which helps managers to reinforce high team morale and success celebration.
Resolve Conflicts Efficiently: With everything in crisis is why a leader who transforms executives takes organization challenges through actions which reduce tensions so teams can quickly get back to business. Simultaneously training employees to be able to resolve conflicts themselves while also encouraging them to speak up will keep the workplace harmonious even in stressful situations. You will need effective conflict resolution processes for your team to ensure the quality of service and the productivity.
Develop Leadership Skills Across the Team: Leadership skills must be taught to all hotel staff to enhance the pivotal characteristics of transformative leadership embodied by supervisors. When structuring training programs, it will be relevant to work on the ability to communicate effectively with a related concern for decision-making and conflict resolution skills. Staff should be permitted to take the lead in such cases so the organization can foster joint accountability and build teamwork capacity, while also allowing staff to be effective when leadership is called for.
Tailor Leadership Approaches to the Situation: Supervisors must adapt their leadership style to suit the setting although transformational leadership is the most effective. Preserving control is critical in extremely urgent matters and in such a case, supervisors may have to implement slight autocratic elements, but they should focus on normalizing their approach post-fixing the urgent matters. When supervisors are called to give orders and direction, they should use measures of inspiration to ensure both control of the team and to encourage motivation and cohesion. And so managers must assess their own situation before shifting to a hyper targeted approach where transformational leadership principles are complemented with elements from other more applicable leadership frameworks.
Foster a Positive Work Environment: Positive climate in an organization is a prerequisite for high service quality in complex working conditions. Workplace environment reflects the problem to solve as a workman could provide them the basic respect as well as an environment of worth some support with the force of the team, an inclusive frame of the company. They do this in three ways – creating room for teamwork, providing opportunities for personal and professional growth and addressing employee problems quickly. A workplace environment that focuses on positive culture demands less stress from employees while enhancing job satisfaction which directly contributes to superior service delivery and better guest satisfaction.
Monitor and Adapt Leadership Effectiveness: The leadership effectiveness must be subjected to regular monitoring and adjustment by Cardiff Marriott Hotel management teams. A thorough employee feedback process combined with high-stress situation performance tracking will give valuable information about service strengths and weaknesses. Supervisors need to welcome feedback to change their leadership methods and practices which will maintain their success in supporting team cohesion and service quality improvement.
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Age level


21-30	31-40	41-50	51 and above	34	42	18	6	

Gender


Male	Female	Prefer not to say	62	36	2	

Leadership style of supervisor/manager in high-pressure situations


Autocratic	Democratic	Laissez-faire	Transformational	3	2	1	4	


Relative importance of leadership style most positively influencing team collaboration during stressful times


Autocratic	Democratic	Laissez-faire	Transformational	3	1	1	5	
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