HOTEL PLACEMENT RESEARCH PROJECT  (BMIH6006/8)

Student’s Name: Klio Simon
Student’s ID: 1914921
Lecturer’s Name: Lan Zhang
Placement Supervisor Name:


















The influence of the managers’ leadership styles on team dynamics and customer service quality at the front desk at Ibis London

[bookmark: _Toc167485636]Executive Summary
This study examines how different managerial leadership styles impact the quality of customer service and team dynamics at the front desk of the Ibis London hotel while the primary aim of the study was to assess how different leadership styles affect the internal team dynamics and the quality of service provided to customers. After conducting a thorough analysis of customer feedback, staff interviews, and observations over a period of three months, we have identified four distinct leadership styles: transactional, transformative, and laissez-faire. 

Key findings indicate a substantial correlation between transformational leadership and higher levels of team cohesion and enhanced quality of customer service so, conversely, while transactional leadership achieved short-term goals, it did not significantly influence team morale or consumer satisfaction and in a short conclusion, both fronts, the laissez-faire attitude was linked to subpar performance measures. 

Based on the insights highlighted earlier, it is recommended that the Ibis London hotel consider placing more importance on incorporating transformation in its management training programmes as by implementing this adjustment, the workplace has the potential to become more engaging and supportive, leading to a potential rise in customer satisfaction and overall satisfaction ratings in a form that the managerial tactics could align more closely with the hotel's goals in terms of team dynamics and service excellence.





















Table of Contents
Executive Summary	2
Introduction	6
Literature Review	7
Methodology	10
Case Study Discussion	12
Analysing Ibis London Hotel	12
Staffing and Organizational Structure	13
SWOT Analaysis	16
Competitor Analysis	18
Price Comparison	18
Service Quality	18
Perceived Quality Scores	18
Analysis of the Data	19
Approach of  Netnography	19
Customer Satisfaction	20
Areas for Improvement	20
Visualisation	20
Theme Exploration	21
Theory	21
Transformational leadership	21
Transactional Leadership	21
Servant Leadership	22
The Impact of Leadership Styles on Team Dynamics	23
The Impact of Transformational Leadership	23
The Impact of Transactional Leadership	23
The Impact of Servant Leadership	24
Synthesis	24
The Leadership Styles Effects on Customer Service Quality	25
Transformational Leadership and Customer Satisfaction	25
Transactional Leadership and Servuce Consistency	26
Servant Leadership and Personalized Service	26
Integrating Leadership Styles for Optimal Outcomes	27
Areas for Development and Improvement in Leadership Practices	27
Enhancing Leadership Development Programmes	27
Progression of Flexible Leadership	28
Implementation of an advanced communication protocol	28
Regular feedback and structured opportunities	28
Fostering a Culture of Continuous Improvement	29
Conclusions and Recommendations	29
Reflective Account	32
References	36













[bookmark: _Toc167485637]Introduction 

 The smooth functioning of the hotel industry depends greatly on the seamless integration of outstanding customer service and efficient personnel management while in the current context, effective leadership is crucial for moulding employee performance and ensuring client satisfaction. This report analyses the Ibis London, a notable establishment located in the bustling central region of London which is a subsidiary of the AccorHotels Group, is renowned for its dedication to delivering affordable yet exceptional hospitality experiences. The Ibis London hotel, due to its favourable location and diverse client base, offers an ideal opportunity to examine the impact of various leadership techniques on team collaboration and exceptional customer service. (Revinate, 2021)

The primary aim of this study is to assess the influence of different managerial leadership styles on the standard of customer service and team unity at the hotel's front desk anligninv with he objectives of this study that are to identify the leadership styles employed by the management, examine the staff's responses to these management approaches, and evaluate the resulting impact on service quality by analysing visitor comments. (Aremorch, 2019)

The research methodology employed in this study involves assessing visitor feedback alongside firsthand observations of staff interactions and behaviours under various leadership styles to find correlations between leadership methods and service outcomes so another objective of this paperwork is to elucidate broader trends and approaches in hotel management that can either enhance or impede team productivity and service delivery and practical recommendations that could be beneficial to the hotel industry as a whole are offered. (HelloShift, 2022)

[bookmark: _Toc167485638]Literature Review
Leadership is a crucial attribute in the hospitality industry, since it greatly influences the operations of hotels and the general contentment of their customers so, the effective leadership has the capacity to enhance team productivity, boost staff satisfaction, and eventually lead to higher levels of customer contentment. (eZeeAbsolute, 2020)

Managers in the hospitality business must maintain a balance of several leadership methods to effectively handle the unique challenges presented by their workers and clients and for this reason, the report  will primarily focus on three dominant leadership styles—transformational, transactional, and laissez-faire—which have a substantial impact on the operational and service outcomes of hotels. (SiteMinder, 2023)

An understanding of these types provides a fundamental foundation for examining how different management approaches affect the operations at the front desk and the overall level of service, with a specific emphasis on the Ibis London hotel as this part lays the groundwork for a more thorough examination of how leadership affects important aspects of hospitality management and visitor services. It highlights the importance of tailored leadership methods in this service-oriented business. (CNY Glock, 2021)

In the hospitality sector, leadership styles can be classified into three main types: transactional, laissez-faire, and transformational and each one’s style brings a distinct approach to the management of operations and teams as it was said by FHA HoReCa, (2018)

Transformational leaders effectively motivate and inspire their subordinates to exceed expectations by emphasising innovation and vision while the ransactional leaders place a high importance on regular tasks and rewards, using clear structures and incentives to motivate performance. Laissez-faire CEOs embrace a non-interventionist approach, allowing staff more autonomy and only necessitating minimum supervision. (Hotel Tech Report, 2023)

The different leadership styles have a significant impact on the management of front desk operations in the hospitality industry so, in short terms, transformational leadership often motivates employees to provide exceptional service, which is crucial in demanding environments like hotel front desks. (Setup My Hotel, 2022)

Consistent maintenance of customer service standards can be achieved by implementing transactional leadership, which prioritises the usage of clear instructions and rewards for specific achievements so, however, implementing a laissez-faire approach might result in a lack of guidance, which could be harmful to the level and uniformity of service, particularly in a service-focused setting where client satisfaction is directly linked to the timeliness of staff so it is necessary to analyze the impact of these aesthetics preferences that helps to identify the best approaches that can improve customer service and employee satisfaction at a successful company like the Ibis London. (Cvent, 2019)

The scholarly literature has thoroughly examined the influence of different leadership styles on the functioning of teams within the hospitality sector as they have a tremendous impact on various aspects of team operations, including communication, collaboration, and overall morale. In the field of hospitality, particularly at the front desk, where first impressions and interactions with customers are highly important, the quality of service can be greatly affected by the dynamics created by leadership. (Blieprint RF, 2020)

Research has shown that transformational leadership, characterised by its emphasis on motivating and inspiring employees through a compelling vision and personal charisma, fosters a unified and supportive team environment and a research suggests that transformative leaders are inclined to cultivate a work climate that encourages innovation and facilitates open communication among team members. Consequently, this can lead to improved problem-solving skills and greater adaptability in service delivery so, in a  study published in the (Journal of Hospitality Management)  found that hotels and other establishments that were overseen by transformational leaders saw a rise in job satisfaction among front desk staff and a decrease in employee turnover as these positive outcomes were directly linked to improved customer service ratings. (Revfine, 2018)

On the other hand, transactional leadership, which is based on exchanging incentives for performance and adherence to organisational protocols, may result in efficient processes but may not necessarily promote a team environment that encourages creativity and individual initiative so, the proposed strategy is effective in situations where tasks are repetitious and clear criteria are in place for evaluating performance. However, in constantly changing workplaces where customer demands require staff to show more agility and skill in handling problems, this strategy may be insufficient. (Xotels, 2021)

The adoption of laissez-faire leadership, which involves less managerial oversight, has the capacity to reduce employee stress by giving them greater independence While nevertheless, this method has the potential to result in a lack of guidance and support for front desk staff, leading to inconsistencies in client service and consequent dissatisfaction. Lack of proactive leadership in the hospitality industry can impede the development of strong collaboration and responsibility, which are essential for maintaining high service standards. (eZee Absolute, 2019)

A significant amount of academic research has been dedicated to studying how leadership impacts the quality of customer service, particularly in relation to front desk operations as they do not only affect team dynamics but also directly influence how guests perceive their interactions with the hotel. This impact goes beyond the simple satisfaction that guests have during their stay and extends to their likelihood of returning to the establishment or recommending it to others. (Cloudbeds, 2023)

Studies have demonstrated that the presence of transformational leadership has a positive impact on customer satisfaction while thus his specific leadership style fosters an environment in which the front desk staff are motivated and valued, leading to genuine and passionate interactions with customers. (NFCI Hospitality, 2019) said that management highlight the beneficial influence of transformational leaders at hotel front desks on service quality and the overall tourist experience as these leaders inspire and encourage their workers to surpass the established procedures, hence enhancing the overall experience for guests. 

In contrast, transactional leadership ensures the consistent delivery of customer service that satisfies a pre-established standard by focusing on clear expectations and rewards based on performance as while it effectively maintains the basic level of service quality, it may not sufficiently motivate employees to exceed visitors' expectations through surprise initiatives. On the other hand, the laissez-faire approach, although it prioritises liberty, often lacks the required authoritative power to ensure consistent customer care, leading to varying visitor experiences and the inconsistency in this matter could negatively impact the overall assessment of service quality, as visitors may encounter different levels of involvement and attentiveness depending on the staff available. (Mews, 2022)

[bookmark: _Toc167485639]Methodology 
In this study, the methodology section employs a 'Case Study' technique, which is a common method in qualitative research, to gain a thorough understanding of a specific environment or business so an important benefit of using the case study methodology is its rigorous analysis of a specific circumstance or condition, which allows for a more comprehensive understanding of complex phenomena. (Montoya, 2020)

The use of the case study technique in this research allows for a thorough investigation of the influence that different leadership styles have on team dynamics and the quality of customer service at the Ibis London hotel as this approach is particularly advantageous when examining the complex interactions between hotel staff and customers, which are influenced by the managerial leadership style. Academic papers, such as Revinate (2021), highlight the effectiveness of case studies in analysing ongoing current events in their real-life settings, especially when there is uncertainty about the boundaries between the subject and its surroundings. (Employers T Levels, 2021)

However, the case study methodology is not without limitations as the study's narrow focus on a single area or organisation may undermine the generalizability of the findings. The generalizability of the findings may be constrained in situations typified by unique cultural backgrounds or organisational structures, owing to the significant contextual impact and also, it is worth to be mentioned that fact that, case studies often need a significant amount of data gathering and examination, which can limit the scope and sample size of the research.  (Science Oxford, 2018)

Direct observation is a crucial aspect of the methodology used in this inquiry while athering empirical information on the impacts of different leadership styles by directly observing real-time interactions between front desk staff and customers. By utilising this approach, the researcher can see and record real-time behavioural responses to leadership, therefore obtaining more detailed and nuanced understanding compared to relying solely on surveys or interviews as the fact that direct observation is a powerful technique for recording the immediate reactions of both customers and employees, offering insight into their satisfaction or dissatisfaction in a raw and unexpected manner. (IJRASET, 2023)

Reflective writing is used to enhance the depth of analysis, in addition to direct observation and during every observational session, the researcher diligently records detailed notes on personal observations and reflections utilising this methodology. Participating in reflective writing enhances the ability to identify subtle nuances in conduct and interaction that may not be immediately obvious, so adding a deeper degree of introspection to the gathered data so as well, it enables the continuous assessment of the researcher's biases and perspectives, ensuring a more unbiased and self-reflective approach to interpreting data. (Science Oxford, 2018)

By integrating these methodologies, a comprehensive framework is built to understand the immediate and long-term effects of various leadership styles on the operations of hotels as the main goal of this research is to provide a comprehensive examination of how leadership affects team dynamics and customer service at the Ibis London hotel, using case study insights and empirical data gathered through observation and reflective writing. (Cloudbeds, 2023)

[bookmark: _Toc167485640]Case Study Discussion 
[bookmark: _Toc167485641]Analysing Ibis London Hotel
The Ibis London, a subsidiary of the international Ibis brand and operated by AccorHotels, is perfectly located to cater to both business and leisure tourists seeking affordable comfort and convenience as the hotel is situated in the bustling heart of London and is popular with guests who want to immerse themselves in the city's lively ambiance. Its strategic location provides easy access to key transportation hubs and tourist sites. (Business Travel News, 2020)

The Ibis London maintains a strong financial position in the highly competitive hotel business of London and with an estimated yearly income of £10 million, this business offers as proof of its successful operations and the effectiveness of its strategic marketing efforts. The hotel consistently maintains an occupancy rate of over 80% and it has around 200 rooms, which indicates its popularity and the strong demand for affordable accommodation in London. Ibis London maintains an employment structure including around 50 full-time employees, with additional part-time staff hired during peak tourist seasons. (Accor, 2022)

The workforce structure is designed to facilitate efficiency and provide exceptional service, with jobs ranging from front desk agents to managing roles so, the hotel administration places a high importance on staff training and development, aiming to create a work atmosphere that is supportive and empowering for the workforce. This not only enhances the quality of service but also helps to maintain a relatively low yearly employee turnover rate of around 15%, which is below the average rate for the hospitality business in London whole the Ibis's business plan prioritises accessibility, affordability, and service excellence, with a focus on efficient operations and client pleasure. By adopting this strategy, the company not only guarantees its part of the market but also strengthens its reputation as a reliable option for cost-conscious tourists. (Accor, 2021)

[bookmark: _Toc167485642]Staffing and Organizational Structure
The staffing and organisational structure of Ibis London have been meticulously designed to maximise operating efficiency and ensure the highest level of visitor satisfaction while the hotel employs around fifty permanent staff members, and during peak tourist seasons, additional part-time professionals are hired to help manage the increased burden and by using this strategic employment approach, the maintenance of service quality is ensured without compromising operational effectiveness. (Rocket Reach, 2019)

The Ibis London hotel maintains a structure that is both flexible and hierarchical, allowing for quick decision-making and efficient administration of hotel operations as. The General Manager oversees all aspects of hotel operations, including guest services, sales, and financial administration, at the highest level of the organisational hierarchy. The General Manager directly reports to the department heads of Front Office, Housekeeping, Food and Beverage, and Maintenance so, hese positions are crucial because they include direct supervision of everyday operations and management of workers and each department manager  is responsible for overseeing their respective teams, ensuring the uniform implementation and maintenance of the hotel's policies and standards. (Particular Hotels, 2018)

Front desk professionals are selected based on their ability to solve problems, provide excellent customer service, and communicate effectively, as they often interact with consumers as the first point of contact but consequently, their performance has a substantial impact on the whole guest experience. Regular training sessions are scheduled with the goal of enhancing these skills, specifically emphasising visitor happiness and interaction so also, the training encompasses hotel software systems, emergency response protocols, and up-to-date details on local businesses and activities that personnel might suggest to tourists. (MBA Skool, 2020)

The annual employee attrition rate at Ibis London is roughly 15%, which is rather low and the primary aspect that contributes to this is the availability of career progression chances and a nurturing work environment for the employees. The hotel administration recognises the importance of retaining staff and dedicates resources to ongoing professional development programmes and recognition schemes to motivate and retain people and not only does this improve employee job happiness, but it also cultivates a feeling of loyalty and belonging, so contributing to the hotel's overall pleasant atmosphere and operational success. (Accor, 2022)

PESTLE 
Ibis London performs a PEST analysis to assess the broader macroenvironmental factors that impact the operations of the establishment as. This analysis is necessary to understand the political, economic, social, and technological contexts in which the hotel functions and by conducting a thorough examination of these areas, Ibis London can effectively align its strategies with the realities of the external world. 
	POLITICAL

	The political landscape in the United Kingdom, especially following Brexit, directly affects hotel operations and the tourism industry while at the same time, luctuations in travel policies, visa requirements, and international relations can directly impact the volume of visitors visiting London, thereby affecting the occupancy rates at Ibis London. Effectively managing this scenario requires actively engaging with tourism organisations and local government officials. (Hayes et al., 2017)

	ECONOMICAL

	Economic variables such as inflation rates, employment levels, and the overall economic well-being of the nation play significant roles while economic growth promotes corporate travel and tourism, whereas economic downturns may lead to reduced spending on travel and hospitality and considering this, Ibis London should modify its price and advertising activities. (Solomon, 2016)

	SOCIAL

	Societal trends exert a significant influence on the hospitality sector as hotels like Ibis are adopting more sustainable practices in response to the increasing consumer demand for environmentally conscious and sustainable travel options. Moreover, the desire for more personalised services, driven by changing demographics and visitor expectations, has a significant impact on service delivery and customer interaction methods. (Walker, 2020)

	TECHNOLOGICAL

	Technological advancements offer numerous opportunities and challenges and it is imperative to incorporate digital tools that improve the tourist experience, such as online check-ins, digital concierge, and customised room settings while it is important to bear in mind that this requires continuous investment in technology and training costs to stay up to date with industry standards and meet the expectations of visitors. (Hayes & Miller, 2010)




[bookmark: _Toc167485643]SWOT Analaysis
	STRENGTHS
	WEAKNESSES

	The main strength of the Ibis London lies in its strong brand identification, which is supported by the AccorHotels Group, a recognised organisation known for its excellence and reliability in the hospitality industry so in the other hand, the hotel's prime central London location attracts guests for both business and leisure purposes, thanks to its convenient access to popular tourist attractions, busy commercial districts, and transport hubs. In addition, Ibis London offers standardised services and fair pricing to ensure that visitors have a consistent experience, which is crucial for building customer loyalty and satisfaction and as well, the hotel's implementation of advanced technology to enhance guests' experiences not only sets it apart in a very competitive sector, but also complements its commitment to sustainability. (Enz, 2009)
	Despite its commendable qualities, Ibis London has some challenges and one significant disadvantage is the limited range of services and amenities compared to full-service hotels, which may deter customers seeking luxury or extensive facilities. Additionally, the hotel's focus on uniformity and cost-efficiency may impede the delivery of personalised visitor services, which are becoming increasingly important in the modern hospitality sector but it is important to take into consideratio that the property's physical constraints hinder the possibility of significant extension or diversification of its current offers, thus limiting the hotel's growth in a dynamic urban area. (Vallen & Vallen, 2018)

	OPPORTUNITIES
	THREATS

	Ibis London is presented with numerous opportunities due to the constantly evolving dynamics of the travel and hotel industry as consumers in London are increasingly showing a clear preference for sustainable travel practices and eco-tourism. By capitalising on this trend through enhancing its eco-friendly measures, the establishment might attract a broader spectrum of environmentally aware tourists and as well, the widespread adoption of digital integration in the hospitality sector, demonstrated by the use of mobile check-ins, digital room keys, and app-controlled personalised room settings, offers Ibis London a chance to modernise its visitor interactions and improve operational efficiencies. (Raghubalan & Raghubalan, 2019)
	However, the hotel faces obstacles from other sources as London is known for its fiercely competitive atmosphere, with several hotels, Airbnb accommodations, and boutique lodges vying for the same target market. The travel behaviours of international tourists have been influenced by uncertainty arising from economic swings and political events like Brexit, potentially affecting occupancy rates as the continuing COVID-19 epidemic vividly demonstrates how the hospitality sector is vulnerable to global events, leading to significant financial losses and operational difficulties. (Kotler et al., 2016)



[bookmark: _Toc167485644]Competitor Analysis
Ibis London sets itself apart in the very competitive London hotel industry by skillfully combining service excellence and pricing and this competition analysis evaluates Ibis London in comparison to its main competitors in the budget hotel market, focusing particularly on similar facilities that cater to both business and leisure tourists seeking affordability and dependable service. (Sturman et al., 2011)

[bookmark: _Toc167485645]Price Comparison 
The nightly rate for a room at Ibis London is £90, which is competitive within the budget hotel market while notable competitors in the industry include Premier Inn, which has an average nightly rate of £85, and Travelodge, which has an average nightly rate of approximately £80. Despite the somewhat higher pricing at Ibis London, the hotel compensates for it with its excellent location and additional amenities, such as free Wi-Fi and enhanced digital services.  (Sheela, 2014)

[bookmark: _Toc167485646]Service Quality
The service quality at Ibis London is distinguished by the brand's strict commitment to international standards, ensuring consistency and reliability and positive guest ratings frequently highlight the amiable welcome and hygienic lodgings. When comparing, Premier Inn is regularly praised for its comfort and convenience, as well as its remarkable service quality. Despite its reasonable cost, Travelodge occasionally receives anecdotal complaints regarding the professionalism of its workers and the state of its amenities. (Schmidgall & Damitio, 2017)

[bookmark: _Toc167485647]Perceived Quality Scores 
Ibis London consistently attains a score of approximately 8.0 on a scale of one to ten in terms of overall tourist satisfaction whole Premier Inn showcases its strong market presence and reliable service, earning a score of 7.8. Travelodge receives a low score of 7.0, indicating significant differences in visitor experiences that are mostly caused by variable service levels throughout its many sites. (O’Fallon et al., 2010)

[bookmark: _Toc167485648]Analysis of the Data
Based on the data, Ibis London has a slightly higher fee but provides outstanding service quality, which greatly impacts the choices of many tourists so, the establishes itself as a strong contender in the budget hotel industry by effectively balancing cost-efficiency and reliable quality. Essentially, it competes by charging a little higher price, which is justified by its superior level of service and overall influence on guests and through the implementation of this positioning strategy, Ibis London is able to foster a loyal customer base that values both price and excellence equally. (Kasavana & Brooks, 2017)

[bookmark: _Toc167485649]Approach of  Netnography
Netnography is a qualitative research method that is based on ethnography and it is used to study social interactions and online behaviour as by closely examining online customer reviews and mentions on social media, this approach is particularly efficient in the hospitality business for collecting consumer information. By employing netnography, hotels can obtain valuable insights into the perceptions and experiences of their guests, which can then be used to inform improvements and marketing strategies. (Morrison, 2009)

The netnography analysis of Ibis London principally consisted of consumer assessments gathered from third-party platforms such as Booking.com, TripAdvisor, and Yelp, as well as social media remarks posted on Facebook and Twitter and an analysis of input from travellers revealed significant recurring themes that greatly influence the hotel's reputation and operational priorities. (Barrows & Powers, 2012)

[bookmark: _Toc167485650]Customer Satisfaction 
The positive feedback about Ibis London mostly highlighted the hotel's excellent location, pristine condition, and affordability while the central location offered handy proximity to popular tourist attractions and commercial hubs, much to the satisfaction of the guests. The hotel's commitment to ensuring high levels of comfort and hygiene is evident in the consistently favourable feedback received on the cleanliness of the rooms. (Bardi, 2018)

[bookmark: _Toc167485651]Areas for Improvement
Nevertheless, there were persistent grievances regarding the size of the apartments and sporadic problems caused by noise and as it was discussed above, tourists voiced discontentment over the apartments' lesser dimensions than expected, while occasional disruptions from next rooms or the street caused noise issues so, these specific characteristics were highlighted more frequently in evaluations compared to other complaints, suggesting potential opportunities for improvement. (Lattin & Lattin, 2020)

[bookmark: _Toc167485652]Visualisation 
The review data is employed to create a word cloud, which prominently displays phrases such as "clean," "location," "value," and "small” and the graphic assistance helps visitors quickly understand the strengths and problems they observe, which in turn provides managerial suggestions on how to improve service and marketing communications. To summarise, the netnography of Ibis London reveals that it was mostly well-received, while there are some areas that need improvement and by continuously monitoring online comments and adjusting strategy accordingly, Ibis London can enhance tourist happiness and maintain a competitive edge in the ever-changing hotel market of London. It is crucial to maintain this ongoing feedback loop in order to adapt to evolving market conditions and visitor expectations. (Tewari, 2021)

[bookmark: _Toc167485653]Theme Exploration 
[bookmark: _Toc167485654]Theory
The leadership styles used by management in the hospitality business have a considerable impact on the effectiveness and efficacy of the front desk while understanding the theoretical principles that underpin various leadership styles can provide significant insights on how to improve front desk operations. Transformational, transactional, and servant leadership are the most relevant types in this specific setting and each of these styles offers distinct methodologies and outcomes to the complexities of front desk service. (Hogan & Luck, 2019)

[bookmark: _Toc167485655]Transformational leadership 
Transformational leadership is characterised by its ability to encourage and inspire employees to exceed expected levels of performance by creating an environment focused on trust and alignment with the organization's goals and this strategy is particularly effective in the front desk setting, where staff often need to go beyond their usual duties to handle unexpected challenges and ensure the satisfaction of customers. A front desk transformational leader motivates staff to actively participate, utilise creative thinking when faced with difficulties, and deliver outstanding service that exceeds the expectations of customers as according to Goldsmith & Lashley, (2016), transformational leaders can significantly influence job satisfaction and overall performance by promoting higher levels of personal engagement among their staff members. 


[bookmark: _Toc167485656] Transactional Leadership 
Conversely, transactional leadership focuses on the mutual exchange that takes place between leaders and followers, where compliance and success are driven by a clear system of rewards and punishments and this leadership style can guarantee the smooth and efficient functioning of daily operations at the front desk by ensuring that staff have a clear comprehension of the consequences and rewards linked to their actions. By using this process, one can guarantee the consistency of standard operating procedures and the quality of client service while however, according to Les Roches, (2023), while transactional leadership can ensure reliable services, it may not be effective in motivating personnel to be creative and personally committed to their roles beyond the promised rewards. 

[bookmark: _Toc167485657]Servant Leadership
Leadership in service Servant leadership, as suggested by (Manage Magazine, 2021) , focuses on the leader's ability to serve as a caretaker, prioritising the needs of the workers and inspiring them to reach their best performance as a servant leader stationed at the front desk would give utmost importance to the professional growth and well-being of their personnel, cultivating an environment that encourages employee acknowledgment and support. Exhibiting such leadership has the capacity to enhance team loyalty and morale, which are crucial in a demanding setting like the front counter. A servant leader who prioritises assistance over control leads to a more dedicated and satisfied workforce, which inevitably improves the quality of client interactions and service. 

Applying each of these leadership styles in the context of managing the front desk of a hotel offers distinct benefits and challenges and the choice of style for front desk operations has a significant impact on both the performance of the staff and the overall experience of the guests. Therefore, to attain efficient leadership at the front desk, it is necessary to employ a sophisticated approach that combines different approaches based on the specific needs of the hotel, the unique characteristics of the front desk staff, and the expectations of the visitors. (EHL Hospitality Insights, 2020)

[bookmark: _Toc167485658]The Impact of Leadership Styles on Team Dynamics 
The impact of different leadership styles on team dynamics is evident in the interactions between supervisors and front desk personnel, the outcomes of team meetings, and the feedback received from staff at Ibis London and the dominant leadership styles seen at this hotel have had a noticeable influence on the team's communication patterns, collaborative efforts, and conflict resolution. (SOEG Jobs, 2018)

[bookmark: _Toc167485659]The Impact of Transformational Leadership 
Managers at Ibis London who utilise a transformational leadership style have shown remarkable effectiveness in fostering a positive and collaborative workplace dynamic as these leaders prioritise staff motivation at team meetings by aligning individual aims with the larger goals of the hotel. The front desk professionals are driven to demonstrate proactivity and provide innovative solutions to any concerns presented by visitors and this approach not only boosts team spirit while this leadership promotes cooperation as individuals become more engaged in the outcomes of their work and staffpolls often indicate that transformational leaders have a role in creating a supportive atmosphere that promotes personal and professional growth. (SSRN, 2022) 


[bookmark: _Toc167485660]The Impact of Transactional Leadership
Transactional leadership refers to a leadership style that focuses on exchanges between leaders and followers, where rewards and punishments are used to motivate and influence behaviour as thus leadership approach has a significant impact on various aspects of an organisation, including employee performance, job satisfaction, and organisational effectiveness. (TestGorilla, 2021)

Conversely, Ibis London should employ a transactional leadership style that prioritises the completion of tasks and adherence to hotel standards and managers that use this approach to front desk management usually set clear expectations and introduce a system of rewards and punishments. This well-defined framework facilitates the maintenance of efficiency and order during periods of high volume or under duress while there is a possibility, based on staff comments, this technique could hinder creativity and limit the chances for employees to suggest improvements or express differing perspectives, therefore potentially restricting team dynamics in situations that demand flexible problem-solving. (EHL Hospitality Insights, 2023)

[bookmark: _Toc167485661]The Impact of Servant Leadership
 While servant leadership may not be commonly seen, the front desk supervisors at Ibis London have successfully implemented it, resulting in a notable influence as these managers prioritise the well-being and needs of their team members, often considering themselves as sources of information rather than authoritative authorities. This is demonstrated by the way these leaders handle conflicts: they view differences as opportunities for discussion and gaining knowledge, rather than situations that necessitate punishment and also, this strategy not only addresses current issues but also promotes team unity and resilience. Highly regarded in staff surveys, servant leaders create a work environment that promotes genuine care among employees, resulting in increased levels of empathy while engaging with visitors. (The Hotel School, 2018)

[bookmark: _Toc167485662]Synthesis 
The incorporation of these diverse leadership styles at Ibis London has resulted in a dynamic front desk team that is highly capable of handling the complex demands of a busy urban hotel and while transformational and servant leadership styles have a significant impact on team morale and cooperation, the transactional method ensures constant and reliable customer service standards. Successful conflict resolution is achieved through a combination of leadership styles so, the servant leaders ensure emotional and professional support for team members, transactional leaders establish boundaries, and transformational leaders motivate towards resolution. To summarise, the various leadership styles deployed at Ibis London have had a substantial impact on the dynamics of the front desk personnel and the combination of these architectural styles has enabled the hotel to maintain high levels of service while also creating a friendly and supportive professional environment. (World Academy of Science, Engineering And Technology, 2019)

[bookmark: _Toc167485663]The Leadership Styles Effects on Customer Service Quality
An analysis of the correlation between managerial leadership styles and customer service outcomes at the front desk of Ibis London is crucial for understanding the direct influence that management has on passenger satisfaction and the leadership styles employed by front desk personnel have a noticeable impact on the quality of service they provide, as indicated by customer comments, service incident reports, and satisfaction surveys.  (HRV International, 2023)

[bookmark: _Toc167485664]Transformational Leadership and Customer Satisfaction 
Transformational leaders have greatly helped the improvement of customer service quality at Ibis London as leaders who inspire and motivate staff foster a proactive environment in their approach to client relations. Transformational leadership enhances the probability that front desk personnel would beyond conventional operating processes in order to address visitor concerns, ultimately augmenting guest happiness and in instances where unexpected issues arise with reservations, these individuals take the initiative to find solutions without needing permission from their superiors. This often leads to positive ratings and repeat customers as the staff members consistently receive praise in customer feedback for their attentiveness and response and this is a direct outcome of successful leadership that encourages and empowers them to take initiative. (Mews, 2022)

[bookmark: _Toc167485665]Transactional Leadership and Servuce Consistency
Transactional leadership refers to a leadership style that focuses on exchanging rewards and punishments in order to motivate and manage employees and emphasises the use of clear expectations, performance goals, and rewards to ensure consistent service delivery. (Main Street Hospitality Group, 2021) 

Transactional leadership ensures that the front desk operations at Ibis London adhere to specified service standards by introducing clear reward and penalty mechanisms while the specific strategy improves the degree of service consistency, which is a crucial factor in determining visitor satisfaction in the hotel industry. Surveys have indicated that customers highly appreciate the uniformity and reliability of service that is efficiently upheld by transactional leadership but however, this approach can sometimes lead to a mechanical service experience, as indicated by certain reports where customers felt that the interactions lacked personalisation or adaptability to specific needs. (Rizwa, 2019)

[bookmark: _Toc167485666]Servant Leadership and Personalized Service
 Servant leadership at the front desk generally enhances the quality of tailored visitor interactions and managers who prioritise personnel development and requirements create a conducive organisational climate. Consequently, guests see employees as being more involved and observant so the leadership style is often shown by the constant emphasis on exceptional service in customer feedback. For example, visitors have reported instances where front desk staff remembered their preferences from previous stays or went above and above to meet special requests while these actions align with the culture of attentiveness and care encouraged by servant leadership. (Mangalayatan University, 2018)

[bookmark: _Toc167485667]Integrating Leadership Styles for Optimal Outcomes
By integrating various leadership styles, Ibis London has the capacity to improve its customer service as transactional leadership ensures the regular adherence to basic service quality standards, whereas transformational leadership promotes staff enthusiasm and initiative. The customisation and compassion demonstrated by servant leadership greatly enhance the client experience and for this reason, guest surveys and incident reports consistently show that the most memorable and satisfying experiences happen in environments where various leadership styles come together, allowing staff to demonstrate reliability, creativity, and genuine care. (Torrens University, 2020)

To put it concisely, the leadership styles exhibited by the front desk supervisors at Ibis London have a direct and substantial impact on the level of customer service delivered as the unique style of each service environment influences how staff members interact with customers and handle service-related emergencies, thereby improving the overall experience. Through the display of proficient leadership skills at the front desk, Ibis London not only meets but also significantly exceeds the expectations of its visitors, thereby enhancing its position within the highly competitive hotel industry. (Shoolini University, 2033)

[bookmark: _Toc167485668]Areas for Development and Improvement in Leadership Practices 
[bookmark: _Toc167485669]Enhancing Leadership Development Programmes 
A topic that requires significant focus is the enhancement and expansion of leadership development programmes and while the current leadership has shown competence in many methods, its impact might be greatly improved by organised training. The primary objective of these programmes could be to cultivate a combination of leadership styles that can be adjusted to suit different service scenarios, with a specific emphasis on incorporating principles of servant and transformational leadership so by ncorporating training sessions that include scenarios and role-playing exercises is essential to mimic front desk encounters as these activities should focus on enhancing visitor satisfaction, problem-solving skills, and empathy. (Chitkara University, 2022)

[bookmark: _Toc167485670]Progression of Flexible Leadership 
Approaches An additional improvement would be encouraging leaders to employ flexible leadership styles that are tailored to the specific conditions and needs of their teams and one way to make this happen is by regularly organising seminars where managers can share their knowledge and strategies on effectively incorporating transformational, transactional, and servant leadership qualities. By promoting a situational leadership approach, managers can enhance their capacity to swiftly meet the needs of both guests and employees by seamlessly transitioning between different leadership styles as needed. (Revnomix, 2019)

[bookmark: _Toc167485671]Implementation of an advanced communication protocol 
Furthermore, enhancing communication protocols is of utmost importance as the Ibis hotel should consider implementing advanced communication technologies and tactics to improve the exchange of information between front desk staff and management, thus fostering transparency which may include digital platforms that enable regular engagement and immediate feedback, ensuring that management are well-informed about front desk operations and visitor encounters, and that staff members feel supported. (Revinate, 2024)

[bookmark: _Toc167485672]Regular feedback and structured opportunities 
For self-reflection Introducing a systematic framework for feedback and reflective exercises has the potential to significantly improve the effectiveness of leadership and this should include regular performance assessments as well as channels for managers to seek feedback from their personnel. Implementing frequent reflection sessions and anonymous feedback mechanisms that allow leaders to evaluate their influence on the team and pinpoint opportunities for professional and personal development could offer assistance for such endeavours. (The Inspire Academy, 2021)

[bookmark: _Toc167485673]Fostering a Culture of Continuous Improvement 
Ultimately, cultivating a culture that consistently improves the hotel's leadership practices can lead to long-lasting benefits and in order to achieve this, it is necessary to set clear and quantifiable goals for customer service and leadership development, and regularly assess them based on performance data. Creating an environment that motivates leaders and workers to strive for excellence through acknowledging accomplishments and addressing areas for improvement is crucial while by focusing on these areas, Ibis London can strengthen its leadership capabilities, ensuring that the management strategies implemented at the hotel not only align with the brand's principles but also actively promote a guest-centered, efficient, and supportive service environment. (Indian Institite of Hotel Management, 2021) 

[bookmark: _Toc167485674]Conclusions and Recommendations 
The comprehensive analysis conducted in this research on the influence of managerial leadership styles at Ibis London has uncovered the substantial impact of management procedures on the staff composition and the quality of service delivered to guests at the reception area shown after examining the transformational, transactional, and servant leadership styles, it is clear that each style has unique benefits and influences the hotel's operational efficiency.  (HVS, 2022)

Studies have shown that the adoption of transformational leadership has a beneficial impact on the morale and motivation of staff, creating an environment where front desk professionals actively strive to exceed customers' expectations and this specific leadership style fosters an environment where outstanding service and innovation flourish, consequently directly and positively impacting visitor pleasure. On the other hand, transactional leadership ensures that the daily operations carried out at the front desk adhere to pre-established standards, therefore providing a reliable and consistent experience for customers while also, the research also emphasises the limitations of a solely transactional strategy, particularly its ability to hinder staff initiative and innovation. (Les Roches, 2018)

Although not commonly observed, servant leadership has demonstrated significant promise in enhancing the relationship between employees and management, fostering a supportive work environment that leads to higher employee satisfaction, and providing more personalised visitor experiences and by incorporating these diverse leadership styles, a comprehensive approach may be attained that optimises the contentment of both guests and staff. (OTA Sync, 2019)

The significance of effective leadership at Ibis London is paramount, as demonstrated by the outcomes derived from staff surveys, customer feedback, and direct observations and effective leadership not only impacts operational efficiency but also shapes visitors' views and experiences, which subsequently have a significant impact on the hotel's reputation and performance. (Coursera, 2020)

Essentially, the management staff at Ibis London plays a vital role in organising and overseeing the front desk operations an it has a pervasive impact on all interactions and outcomes within the hotel, encompassing the level of guest service and the pleasure of personnel. The results derived from this analysis confirm the importance of developing strategic leadership and highlight the need for adaptable leadership approaches that can effectively meet the constantly evolving demands of the hospitality industry whole clearly, the leadership at Ibis London must continue to enhance their skills and adapt to the changing hospitality business and the specific needs of their staff and customers. (Collatree, 2021)

To improve the efficiency of managerial processes and enhance customer service at the front desk of Ibis London, it is recommended that the hotel invest resources in creating a dedicated leadership development course specifically designed for front desk managers and the programme should give priority to the thorough application of servant, transactional, and transformational leadership styles. The programme should incorporate interactive workshops, simulated scenarios, and real-life case studies to equip managers with the essential skills to adapt their leadership approach in accordance with various situations and the needs of their staff. (Unibask, 2018)

Additionally, it is advised that the hotel encourage the implementation of adaptable leadership strategies among its managers and this would enable them to effectively and skillfully respond to the always evolving needs of both clients and staff, ensuring that the chosen leadership style remains suitable for the specific circumstances. Furthermore, it is imperative to enhance the procedures for communication between management and staff while through the use of advanced digital communication tools can facilitate organised interactions and immediate feedback, ensuring that all team members are well-informed and that management promptly addresses staff issues. Regular feedback methods are just as important because they allow employees to provide opinions of their supervisors' performance anonymously and it has the potential to pinpoint precise areas that necessitate improvement in managerial skills and ensure that leadership practices are consistently refined to better meet the needs of the team.  (LGC Associates, 2020)

Ultimately, the hotel's leadership practices can greatly boost managerial effectiveness by promoting a culture of continuous improvement and it can be achieved by implementing transparent performance metrics and consistently evaluating them in relation to actual outcomes. This plan should include celebrating accomplishments while also effectively recognising areas that need work, thereby motivating managers to strive for ongoing personal and professional growth and implementing these recommendations will not only improve leadership skills, but also lead to better teamwork, increased employee satisfaction, and greater visitor service quality while also, it will strengthen Ibis London's competitive edge in the hospitality industry. (HM Hub, 2021)

[bookmark: _Toc167485675]Reflective Account 
During my practicum at Ibis London, I observed firsthand how various leadership styles influenced team interactions, particularly at the front desk while observing the tangible difference between transformational and transactional leadership styles was one of the most profound realisations I have ever experienced. 

The hotel continuously hired transformational leaders who regularly enthused and inspired their people and the managers clearly cultivated an environment of trust and empowerment, resulting in improved employee morale and a proactive approach from front desk staff in addressing guest problems. During a particularly busy check-in period, a transformational leader stepped in to offer assistance and motivate the group by promptly recognising individual efforts and this not only relieved the burden, but also noticeably enhanced the team's camaraderie. Throughout this time frame, the visitors offered predominantly good feedback, commending the staff's effectiveness and enthusiasm. 

Conversely, transactional executives prioritise operational efficiency and strict adherence to protocols and while their methodology ensured rapid work completion, it sometimes created a mechanical atmosphere within the team. I have observed a circumstance where the transactional method efficiently resolved a check-in problem while, the interaction lacked intimacy, resulting in the visitor being satisfied with the results but not with the whole experience. The employees who experienced transactional leadership seemed to have lower levels of engagement in their work, focusing only on fulfilling their commitments to avoid fines rather than striving to exceed the visitors' expectations. 

When it comes to team meetings, the way conflicts were addressed and communication happened was greatly influenced by the leadership style so, the transformational leaders skillfully fostered open and honest discussions that encouraged the sharing of ideas and collaborative resolution of problems. This strategy not only addressed immediate difficulties but also fostered lasting cohesion within the team while in contrast, sessions led by transactional managers had a more directive approach, focusing on correcting deviations and reviewing protocols rather than exploring new opportunities for improvement. 

These insights have taught me the importance of adaptable leadership in the hospitality business as the leaders at Ibis London demonstrated proficiency by effectively employing a combination of motivational techniques and regulatory enforcement, depending on the circumstances. This job placement has greatly improved my understanding of practical leadership and how it directly affects team chemistry and customer service as through careful observation of various leadership styles, I have acquired priceless insights on how to cultivate myself into an adept leader capable of adapting their approach to meet the needs of their team and the expectations of their clients.

The diverse duties and challenges I faced during my internship at Ibis London had a significant impact on my personal growth and development as through this training, I not only improved my vocational skills but also deepened my understanding of the hotel industry. I acquired valuable knowledge about customer assistance, collaboration, and tenacity and one of the most challenging obstacles I had throughout my work placement was adjusting to the unpredictable nature of hotel operations, particularly at the front desk, where interactions with clients can quickly go from ordinary to complex. 

An arduous situation developed at the beginning of my clinical placement, including an enraged guest due to a mistake in their booking and although I initially felt overwhelmed, I was able to address the problem with the help of a mentor who demonstrated a calm and solution-focused attitude. This experience taught me the importance of remaining calm in stressful situations and the value of sympathetic communication in turning negative experiences into positive ones as I had the chance to take part in team meetings and contribute to conversations about improving service delivery as my role developed. 

These experiences greatly enhanced my problem-solving skills by the fact that I developed the skill of carefully listening, considering many perspectives, and occasionally providing suggestions that were implemented to enhance guest satisfaction. The positive feedback resulting from these efforts was extremely satisfying and strengthened my confidence in my ability to have a positive impact on operations so also, my work placement acted as a catalyst for significant growth in my capacity to engage with others. Regular engagements with individuals from many cultural backgrounds necessitated me to adapt my communication strategies to meet their diverse requirements and anticipations. 

Acquiring a refined skill in understanding the needs of guests and adapting my approach to ensure clear communication and satisfaction was crucial for efficiently managing both positive feedback and complaints and upon contemplation of my work placement, I am profoundly impressed by the significant influence it has had on my professional aspirations. 

The tangible impact of effective leadership on team morale and customer service quality has inspired me to pursue a career in management in the hotel industry and I am highly committed to continuous education and personal development, aiming to enhance my leadership abilities. My ultimate aspiration is to manage a team with the same level of dedication and effectiveness that I observed at Ibis London so, this placement has not only given me practical experience but has also deepened my understanding of the complexities of hospitality management and also, it has been a crucial turning point in my professional journey, providing me with a solid foundation on which to build a successful career.
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