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Abstract

Background
Premier Inn is a brand of hotel owned by a large company called Whitbread, Premier Inns and other hotel brands have taken a huge hit recently, due to COVID 19, which has caused disruption with the employees. Sickness and absenteeism has always been a topic of concern within any organisation. This report will take an in depth look at Leadership skills and Leadership styles that can have a positive influence on employee’s job satisfaction and commitment.
Aims and objectives. 
This report aims to investigate the relationship between Leadership styles and its effect on job satisfaction and commitment with the aim to help reduce sickness and absenteeism within the hotel industry.
Research findings
From the literature review from various published articles, studies, journals, and books on the effect of leadership skills and leadership styles used and their effect on organisational performance, it were found that effective leadership positively influences the behaviour and attitudes of employees to ensure they feel appreciated and supported in their roles. Evidence concluded that leadership styles such as transformational and transactional Leadership used in combination with one another, can help improve employee job satisfaction and commitment.
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1.0 [bookmark: _Toc456901515][bookmark: _Toc131107999] Introduction 

This report will investigate the influence of leadership styles upon sickness and absenteeism within the hotel industry and Premier Inn Hotels using literature from journals, articles, and books. In recent years, the hotel industry has endured significant changes both within the industry and in its operating environment, this is in part due to the covid nineteen pandemic. This report will first look at the many reasons for sickness and absenteeism in the hotel industry, theses can vary from sickness/long term ill heath, conflict with colleagues or superiors, family issues/childcare and even presenteeism, all these reasons and many more, not only cause issues within the organisation it is also costly. In 2020 Wales had the highest rate of absence due to sickness at 2.2%, which is 0.4% higher than the UK rate (Leaker & Kumar, 2021). The report will then look at conflict management in the workplace, where conflict is unfortunately a widespread practice, such as bulling by colleagues and superiors and how this can affect an individual’s health causing stress and depression which can lead to them being absent. Managing conflict can be difficult for an organisation, however using conflict resolution models can help reduce conflict in the workplace improve moral, performance, and productivity. Davis et al., (2010) research found that women, were reported to possess conflict style skills that show a great interest for interpersonal relationships, and men were reported to possess conflict styles that shows interest for completion of tasks and success. Implying that women are more concerned with with building and maintaining relationships which can help resolve and reduce conflict, and men are more concerned with the organisation’s goals. The next section will look at Leaders and management and how they should have a basic understanding of leadership styles and what those entails. Leaders and managers have their own way of doing things which is their leadership style. Ispas & Băbăiță, (2012) managers and leaders must allow for the effects that their leadership style could have on the level of employee satisfaction and still be able to adapt it to any new situation that may arise in the hotel business. And they must be aware of the styles, that are accepted by their employees as that influences them in a positive way. However, each leader or manager have the same role to play in building trust, being a positive influence, and supporting their employees. The hotel industry may require leaders to change their style of leading from time to time to be able to help the organisation implement change and in completing organisational goals on time. Emotional intelligence is a highly regarded skill, understanding your own emotions will enable you to understand other emotions that are around you. Learning more about your own skills in emotional intelligence can be beneficial to manager and leaders. Using online questionnaires is a useful tool for gathering more knowledge about emotional intelligence, this can be used to self-develop or support others to develop into future leaders.
“No matter who we are, and where we work, play, or socialize, we are always trying to influence someone about something. Daily interactions with colleagues, peers, friends, and management require us to use our emotional intelligence whether or not we are cognizant of doing so.”
Sourced from (Chrusciel, 2006, pg 655)
Gender has been extensively researched in regard to emotional intelligence with much of the literature implying women have higher emotional intelligence than men. Miao et al., (2021, pg. 21) believed their study supported gender fairness in the workplace and revealed that men and women are both evenly qualified in using emotional intelligence. One of the key skills of emotional intelligence is communication, leaders must be able to communicate effectively to help in building a trusting culture, meaning interpersonal skills are needed to help maintain relationships. Communication models can be used to help improve or change how an organisation shares information with their teams. Whitbread PLC are invested in their teams, using surveys and forums to collect feedback and act on it. Change in the hotel industry is a common occurrence, even more so now due to the pandemic. For an organisation to implement a change successfully, the employees need to be on board. Resistance to change can cause many issues in the success. Knowing what motivates employees to be the best they can be, leaders need to be aware of their needs, be it professional needs such as engagement and development or personal needs such as wage and flexibility, using models such as Herzberg’s 2 factor theory, leaders will be able to appropriately attend the needs of their employees to keep motivation in place. The hotel industry n during the pandemic, at the height around 2.13 million jobs in the hospitality industry furloughed, hotels were closed, and staff were unable to work. Statistics show that women have a higher rate of sickness and absenteeism in the labour industry, and Whitbread PLC hourly workforce is made up of 66% of women. The last part of this section looks at leadership styles and what they do as leaders to keep their teams motivated and engaged.

[bookmark: _Toc131108000]2.0 Literature Review

[bookmark: _Hlk116680805]Sickness and absenteeism in the workplace is an ongoing issue, it has the potential to cause many problems for the employees, the management, and an organisation as a whole. McHugh, (2001) said that there are several reasons employees are absent from the workplace, they could be experiencing poor health or certain aspects of the work environment may cause them to be absent. This suggests that not all reasons for absences in the workplace are caused by ill health but are due to the work environment and the issues that may arise in it. These issues may include poor working conditions, poor leadership, and large workload. Other factors may include bullying in the workplace (Moayed et al., 2006), and family commitments (Kocakulah et al., 2016 pg. 90). Managers, leaders, and supervisors have a responsibility to ensure the health, safety, and welfare of their employees. They are also responsible in having a helping hand in creating a healthy work environment and work relationships. According to Buzeti, (2021) Leaders have a significant role in creating (non)practical relationships in the workplace, the leader will display a distinctive personality in work, which shows in accordance with a particular type of behaviour. Employees emotionally detect the leader’s behaviour, and this behaviour should therefore be supportive and not harmful them. This suggests that leaders help build (non)functional relationships amongst their employees, while displaying an individual personality in the workplace. Employees will sense the behaviour being displayed, so it is important for leaders to display honest and positive behaviours. Values and beliefs vary from person to person, so it is important for managers and leaders to be aware of this. Momeni, (2009) study said that confidence and emotional behaviour of a manager has a predominate effect on the organisational climate. The research found that 70% of employees’ perceptions of the organisational climate comes straight from the managers behaviour, which encourages employee’s emotions and behaviours. And concluded that managers with higher emotional intelligence the healthier the organisations climate. Again, this suggest that the way a manager behaves can have a stimulating effect on their employees. And that having managers with higher emotional intelligence can create a better working environment and commitment from their employees. Which in turn improves satisfaction, commitment, productivity, and profit for the organisation. 
“If we have to formulate the definition of leadership in just a few words, we could say that overall, leadership is building a bridge between individual and organizational goals.”
(Arany & Popovics, 2022. Pg 93)
Managers and leaders are human, they each have their own personality and ways of working, which we call Leadership styles. Some examples of leadership styles are.
· Transformational Leadership - Inspires change and transformation in their team members. 
· Delegative Leadership – Trusts their team members and does not micromanage or get too involved.
· Authoritative Leadership - Gets to know each team member, to provide guidance and feedback on a more personalized level, helping individuals to succeed.
· Transactional Leadership – Follows structured routines and procedures, relies on a reward-based system.
· Participative Leadership – Listens to their team members and involves them in the decision-making process.
· Bureaucratic style - Relies on a clear chain of command, strict regulations, and conformation by the team members.
Minett et al., (2009) completed a study to assess the leadership styles of managers in the hospitality industry and understanding their ethical decision-making style, the study was completed using people from a range of organizations with various levels of experiences, responsibilities, and were a mix of age and genders. The study concluded that the leadership style, and ethical decision-making style of managers varied only according to age, suggesting this could be due to improved moral development. Which could mean, the older the manager the more they know the right from the wrong in decision making and the need for promotion is low, the younger the manager the need for promotion can be quite high and they may not care about who they stand on to get where they want to be. This could also be why there is varied leadership styles. However, a study completed by SÜRÜCÜ & SAĞBAŞ, (2020) on how leaderships styles impact job satisfaction, concluded that managers who embrace transformational leadership behaviours will help increase employee satisfaction, therefore increasing efficiency. They wrote that managers who want a healthy and sustainable competitive advantage in the hospitality industry should demonstrate transformational leadership practices. Meaning to ensure the workforce is happy and the organisation is successful the style of transformational leadership should be used. Kara et al., (2013) wrote that following the transformational leadership style can be an advantage and is highly advised. Transactional leadership serves to amplify hotel employees work life balance, which then improves commitment, reduces employee fatigue and in particular it increases employee’s overall life satisfaction. This can mean that transformational leadership can be good for not just an employee’s work life, but their personal life can become improved. This can then improve employee moral, sickness and absenteeism and increase overall productivity. Sickness and absenteeism can have a damaging effect on an organisation, with many reasons contributing to the why. Which brings us to the next section which will look deeper into some reasons which cause sickness absenteeism and presenteeism in an organisation. 

[bookmark: _Toc131108001]2.1 Reasons for Sickness and Absenteeism and Presenteeism in the workplace.

There can be many reasons why sickness and absenteeism rates are high within a workplace. The most frequent reason for being absent from the workplace is seasonal illnesses such as a cold or flu, sickness, and diarrhoea and now we also have Covid 19 to add to the mix. According to Leaker & Kumar, (2021) the four main reasons for sickness and absenteeism in the workplace for 2020 was.
1. Minor Conditions 26.1% - this includes the common cold or flu and sickness and diarrhoea. 
2. Other Conditions 17.1% - This includes coronavirus-related illnesses. 
3. Musculoskeletal problems 15.4% - This includes back neck and upper limb problems.
4. Mental Health conditions 11.6% - tis includes stress, depression, and anxiety.
With Women having the highest sickness and absenteeism rate for 2020 with 2.3% compared to men with 1.5% and people at 1.8%. Other reasons could be due to workplace issues such as bullying, and toxic leadership. Personal reasons can also be a factor, for example family life, child sickness and no childcare can result in absenteeism. Kocakulah et al., (2016) said family problems play an important part in absenteeism. Balancing work and family life can be difficult. Childcare is often a problem. With the cost of childcare on the rise, there will be more individuals that are unable to pay the rising costs. This will not only impact the individual with loss of wage but also the workplace, the management will have to find cover or increase the current staff workload, and colleagues will lose time off to cover or become overworked by the increased workload. Other causes of sickness and absenteeism in the workplace could be.
· Productivity Pressures
· Difficult workload
· High workload
· Corporate Restructuring
· Workplace culture
Another Issue that has caused problems in an organisation is presenteeism, described by Johns, (2010) as people who are in work while experiencing ill heath, and not working to their best ability. Caverley et al., (2007) described presenteeism as employees who work while suffering with ill health and or medical issues, these can range from headaches and migraines to mental health and asthma or breathing difficulties. This shows that employees who have ill heath are still coming into work but are not completing their work to their full capacity, this can cause many problems within an organisation such as decreased service and productivity, profit and can cause conflict with other employees. There are many reasons why ‘presenteeism’ may happen within an organisation, according to Knani, (2022) there are elements that can lead to presenteeism, and these include work pressures, lack of job security, work-family conflict, and stress. Arslaner & Boylu, (2015) also found similar factors, such as to be afraid to lose their job, wage decrease, fear of conflict with colleagues, work-family conflicts and job loyalty can all lead to presenteeism. This shows that an organisation needs to have a strong culture that involves trust, open communication, and increased productivity. Introducing ways to solve or reduce conflict may help an organisation. During the research conducted in this report, ‘bullying’ in the workplace has been identified in the literature reviewed so the next section will investigate this further to identify if there are effective ways the leader could identify and deal with this problem sooner.

[bookmark: _Toc131108002]2.1.a Conflict Management

“A central feature of bullying is the imbalance of power between the parties, as the persons targeted find it difficult to protect and guard against ever more frequent and harsh treatment.”
Sourced from (Matthiesen & Einarsen, 2010)
Bullying in the 20th century can come in all shapes and sizes and with the improvement in technology bullying can also get creative. There is no barrier to who is the bully and who gets bullied, it can either be management, colleagues, or both, it can be one individual and a group of individuals. Below are some examples of bullying behaviour and ways that bullying can occur.
	Examples of bullying behaviour
	Ways bullying can happen

	Spreading rumours that are malicious
	Face-to-face

	Treating others unfairly
	By letter

	Picking on an individual/s
	By email

	Denying someone's training or promotion opportunities
	By phone

	Undermining someone.
	By text

	 Being physical/violent 
	By social media

	 Exclusion/isolation
	 



Being a victim of bullying can have a detrimental effect on one’s physical and mental health, which can affect their everyday lives, it can also affect the organisation especially if nothing is done to correct and prevent bullying in the workplace. Bulutlar & Öz, (2008) study found a lot of research for identifying bullying as a severe form of stress. As well as helping to produce outcomes like absenteeism, decreases in turnover, commitment, job satisfaction, productivity, and efficiency. They wrote that bullying at work can lead to poor psychological and physical health, as well as anxiety and depression. The research also found that in long term cases of bullying, the harm to the victim could be serious enough that the individual quits employment all together. This implies that the impact of bullying can be extreme for all involved, with lasting damage to the victim’s personal health and personal and professional life. The reputation and bottom line of the organisation will also be affected. Not all employees leave employment while being bullied and harassed. Wall et al., (2018) study found that bullying can come from colleagues, supervisors and managers, 60-81% of complaints made, were about bullying behaviour by the management. Managers who harass and bully their staff members have a habit of taking credit for others work, to make themselves look better. Supervisors will give excessive workloads to an employee, ensuring the failure of the employee. Therefore, many employees forego quality of life to ensure they stay in their job. This in turn creates an unpleasant and unsustainable workplace culture. This implies that high number of complaints for bullying were perpetrated by the leaders and managers, using their employee’s quality work as their own and overloading employees with work to ensure they fail and look bad, although this is happening the employees choose to stay and work in that environment, this in turn creates a culture that’s filled with tension, lack of trust and generally unhappy people.
There are many conflict models available for example Thomas-Kilmann conflict management model (appendix A), this model can help minimise conflict within the workplace. The model has two sections, assertiveness and cooperativeness and there are five styles of conflict resolution approaches.
· Compete –Rejects compromise and does not give in to others wants. This style can resolve conflict quickly when there is no time to find a solution. High assertiveness, low cooperativeness.
· Avoid - Reduce conflict by ignoring it, removing the individuals involved, or evading the situation. This could be a suitable resolution if a separation would help the situation. Low Assertiveness, low cooperation.
· Accommodate - Putting other’s needs, before your own. This style is about keeping the peace. Low Assertiveness, high cooperativeness.
· Collaborate - Produces long-term results but can be time-consuming. This style is a win-win after some negotiation. High assertiveness, high cooperativeness.
· Compromise – Finds middle ground, by giving up something to find a solution. This style is a lose-lose situation. Centre.
The model is designed to help determine an individual’s behaviour in a conflict situation that involves another. Brahnam et al., (2005) study on conflict resolution strategies of 163 students of traditional age (18-22) males and females, in order to determine if gender-based differences exist. The results of the study showed evidence that women will more likely use the collaborative resolution style and men will more likely use the avoid resolution, showing that women may have more effective conflict resolution skills than males. This research shows women invest more time into their employees, creating relationships, building trust, and communicating, while the males tend to make it go away with a quick fix. Research has identified various leadership styles and it would be useful to examine the styles further to identify which style would be best suited in the hospitality industry in the aim to increase job satisfaction and reduced the sickness rates within the industry.







[bookmark: _Toc131108003]2.1.b Leadership and management

Management & Leadership
[image: Management-Leadership-2 - Dovetail Enterprises]
Sourced from (Dovetail Enterprises, 1993)
“By the term “Leadership” we mean social (i.e., interpersonal) influence exercised by a person in some position of superior authority over some subordinate.”
Sourced from (Leavitt et al., 1989, p. 224)
Leadership can and is, used by mangers, leaders, supervisors, and peers within an organisation, they are the people that are looked up to for guidance and stability, and they are trusted by their employees and colleagues. (Huey Yiing & Zaman Bin Ahmad, 2009) wrote that leadership is defined as a relationship of influence between leaders and followers. This shows how important the ability to inspire, change, and shape the behaviours of others to ensure the success of the organisation is. Clark et al., (2008) found that many believe a managers most significant role in leadership includes, guiding team members and groups towards achieving all goals. This shows that leadership is all about their teams, supporting them, guiding, and advising them to success, both personally, professionally, and more importantly for the organisation. However, Suh et al., (2012) research on hospitality managers found that oral communication skills were highly valued and leadership skills followed next. This shows that speaking with the team and communicating directly is found to be the most key role for a manager. So, a person in authority should have effective communication skills to enable them to do their jobs more effectively. Ispas, (2012) paper said that numerous authors conceded that a leaders’ style will vary according to their own personality, education, training, the environment, and their own personal ideology. Meaning all leaders are different, they each have their own set of values and beliefs and style of leading, some examples are.
· Autocratic leadership style - Where the leader makes all the decisions without taking input from anyone who works for them.
· Transformational leadership style – A leader will gain the trust and confidence of their employees, encourage them, and lead them toward meeting company goals.
· Transactional leadership style - Is where a leader uses rewards and punishments to get the job done and will tell employees they can expect rewards if a goal is met.
There are many articles, journals, books, and websites available to help a leader or potential leader identify their own leadership style, this is a great tool for self-development. Many websites are available that include quick questionnaires (Appendix B) that will help you identify which style you have, its also useful to be aware of several types of leadership styles to help others develop. Tracey & Hinkin, (1996) wrote that the hospitality industry is an actively changing environment that may require leaders to have a change-oriented, or transformational leadership style. This implies that due to other factors either from internal or external forces, leaders will need to quickly adapt to the current environment and behave differently to obtain the results needed. Feyerherm & Rice, (2002) Research found that effective leaders have more task related skills, are social, and are more motivated to lead than others. This shows that effective leaders have a wide range of skills, are more social and having good interpersonal skills can help improve job satisfaction in their employees, it can also help them to become more self- aware, this also has key points for high emotional intelligence. This is discussed in more detail in the next section.


[bookmark: _Toc131108004]2.1c Emotional Intelligence


Emotional Intelligence
[image: Diagram

Description automatically generated]
Sourced from (Cohen-Gadol, 2021)

“The ability to perceive emotions, to access and generate emotions so as to assist thought, to understand emotions and emotional meanings, and to reflectively regulate emotions in ways that promote emotional and intellectual growth.”
Sourced from (Scott-Halsell et al., 2008)
In simpler terms emotional intelligence is the skill to understanding your own emotions and how to manage them, this will help to understand and influence the emotions of others. Many journals, articles and literature can be found where emotional intelligence has been linked directly to transformational leadership style. Hur et al., (2011) study said the attributes of having empathy, motivation, self-awareness, trust, and emotional stability are also considered to be crucial factors of emotional intelligence, these are also qualities of a transformational leader. Scott-Halsell et al., (2007) research found that transformational leaders are able to create positive environments, furthermore transformational leaders increase employee performance by using EI to control disappointment and increase job satisfaction. By being in tune emotionally with employees, will aid them to complete their responsibilities more effectively. This shows that emotional intelligence skills are used in a positive way with transformational leadership, having the ability to understand employee emotions, helps give an advantage at being able to control or stop any upset that could affect an employee’s job. Suwandana, (2019) research found that transformational leadership arbitrates the connection between emotional intelligence and effectiveness in team performance. This shows that leadership styles such as transformational leadership can have a positive effect on the team’s performance by using the skills they have. A few examples of emotional intelligence skills are.
· Self-awareness
· Self-management
· Awareness of others 
· Motivation
· Empathy
· Social skills
· Problem-solving
· 
It is believed that females are associated with having a better understanding of emotions than their male counterparts. Fernández-Berrocal et al., (2012) research found that women scored higher in emotional intelligence than men. This reasoning was supported by literature on different genders and emotional characteristics, revealing that women are more competent at reading nonverbal emotions, they have a broader understanding of emotions, they are sensitive to others’ emotions, and they are more eloquent and display adept people skills. Implying that women are greater at showing, feeling, and reading emotions than men are. Kapur et al., (2012) study found that there is a difference between males and females in emotional intelligence, with males showing higher degrees of emotional intelligence than women. This research implies that males are greater at emotional intelligence than women. However, results from Doyle & Thompson, (2020) study showed that the gender difference in emotional intelligence skills can be moderately accredited to existing gender stereotypes. Implying that due to peoples exaggerated beliefs they assume one will always be better than the other. Emotional intelligence does not pick a side or a preference of gender, everyone possess traits of emotional intelligence that can be increased with knowledge and training.

To help a leader understand or improve their own emotional intelligence an example of a simple questionnaire can be used, such as Daniel Goleman’s model, Goleman (1996) which focuses on Emotional intelligence as various skills that enhance the performance of leadership styles and as suggested by Riopel (2023) these are broken down into five areas:  
· Be aware of your own emotions.
· Manage your own emotions.
· Motivate yourself.
· Recognize and understand other people’s emotions.
· Manage relationships (others’ emotions)
These five realms are broken down into four quadrants:
· Self-Awareness.
· Social Awareness.
· Self-Management.
· Relationship Management
Other questionnaires are available online, such as Mind Tools (Appendix C). These questionnaires are a great tool in helping you develop both personally and professionally, they help you determine your strengths and weaknesses so you can work on areas of concern to improve your own emotional intelligence. It can also be used as a development tool for employees looking to progress within the organisation. The next section will look more into communication and how emotional intelligence skills have an impact on the forms of communication.

[bookmark: _Toc131108005]2.1.d Communication 

Berlo’s S-M-C-R Model
[image: All 8 Models of Communication, Explained! (2023)]
An example of Berlo’s Communication model. Sourced from (Drew, 2020)
Effective communication in the workplace is vital for an organisation’s success. Leaders must be able to effectively communicate to their team in all ways, this can help them to be heard and empower the team around them to succeed. Without effective communication skills a leader can struggle with being understood and even respected. Lolli, (2013) research found that hospitality leaders use up to as much as 80% of their day communicating orally with others. This shows interpersonal communication skills play an important part in the daily operations of a hospitality organisation. Bucăţa & Rizescu, (2017) concluded that communication is an important management tool, and its role is to assist and support relationships between people. Meaning that a manager, leader, and supervisors should have strong intercommunication skills, as this helps create and maintain effective working relationships, which should help decrease conflict and increase productivity. Mishra et al., (2014) found that internal communication between managers, leaders and employees should help build trust between them and increase employee engagement with the organisation. Showing communication between employees and management can lead to building a trusting environment which will help increase job satisfaction and productivity leading to less absenteeism. Meira et al., (2018) study revealed that communication, leadership, and planning influence the employees’ performance directly. 
Many organisations use communication models to help change or improve their way of communicating internally and interpersonally. Communication models give an overview of the communication process and to be effective in communication its useful to know what is involved and why, below are three examples and a brief description of the way communication models work.
· Berlo’s SMCR Model of Communication (picture above) has four sections, sender, message, channel and receiver, each section has various elements to them. Berlo’s believes that the section and elements must be similar between the sender and receiver for effective communication. 
· Shannon and Weaver Model of Communication (Appendix D) has five sections, sender, encoder, channel, decoder, and receiver, it also considers the noise that may occur during the processes which can disrupt the original message. 
· Schramm’s Model of Communication (Appendix E) has five sections (similar to Shannon and Weaver), sender, receiver, message, feedback, and semantic noise. Schramm’s model is circular because he believed a message goes two ways. Communication with no feedback is not going to be complete.
Its important for organisations to implement ways that employees can communicate their concerns in a manner that makes them anonymous but still valued for their honesty. Whitbread have an employee forum which is called ‘Our Voice’ that is made up of representatives from all hotels, restaurants, and support centre, the representatives speak on behalf of their teams. The forum is a way to connect front lines teams with senior leaders for a two-way conversation to help understand the challenges from the team’s own viewpoint, and to ensure that the employee voices are heard and used to help to structure decisions that solve those challenges that they face. Whitbread also introduced the pulse survey during the pandemic to understand their team’s experience. The results from the autumn pulse survey showed that 87% of respondents felt COVID-19 safe at work, 86% of respondents reported fair treatment, 86% felt they could be themselves at work, and 85% reported being trained well to perform their role (AnnualReports.com, 2023). These results show that giving their employees ways to communicate are having a positive result with high percentages in all areas. It would seem logical to assume that emotional intelligence skills are required for a leader to communicate more effectively. If employees resist change, a leader with high emotional intelligence skills would be useful to identify the resistance and understand how to deal with each employee’s unique situation. Resistance to change in the hotel industry, will be discussed further in the next section.

The communication process in a 
company is therefore an essential 
management tool, a particular complexity 
of the management system. The role of 
communication as a management tool is to 
facilitate relationships between people, to 
establish an environment beneficial to the 
internal development of the organization
The communication process in a 
company is therefore an essential 
management tool, a particular complexity 
of the management system. The role of 
communication as a management tool is to 
facilitate relationships between people, to 
establish an environment beneficial to the 
internal development of the organization
The communication process in a 
company is therefore an essential 
management tool, a particular complexity 
of the management system. The role of 
communication as a management tool is to 
facilitate relationships between people, to 
establish an environment beneficial to the 
internal development of the organization
[bookmark: _Toc131108006]2.1.e Resistance to Change within the hotel industry.

The 3 Stage Model of Change, created by Kurt Lewin
[image: Diagram

Description automatically generated]
Sourced from (Raza, 2019)

The hospitality industry is ever changing due to many factors from either the micro or macro environment. Baquero, (2022) wrote that recently, numerous organizations have been downscaling, this can be considered a normal process, and yet it comes with unfavourable emotions from employees. Meaning due to unforeseen changes in the macro-environment, an organization will downsize their workforce to help save money, employees are aware of this but still react due to the uncertainties this brings. 
Change can come from either inside or outside of an organisation and include many factors. A few examples are.
	Micro-environment (Internal factors) 
	Macro-environment (External factors)

	  Suppliers
	  Political

	Customers
	     Environmental

	 Competition
	   Economic

	   Employees
	     Community



Chiang, (2010) research found that employees assisted their managers to embrace change beneficially and reduce the aversion to change. The main reason for these actions involve the leader managing training, communication methods and engagement to avert any resistance to change. This implies that leaders who communicate and involve their employees in decision making shows trust which can lead to support when change occurs. Ramos-Maçães & Román-Portas, (2022) paper found Leaders are firstly responsible for the full conception and implementation of the organizational change process, and for encouraging the involvement of employees in the change process. This shows effective leadership is important to help the process of change, employees will need to feel like they are being supported and involved in the process from start to finish with effective communication. 
The picture above is based on Lewin’s three-step model of change; the model involves three steps.
· Unfreezing - Create awareness for change, breaking down the current situation to make way for the new change.
· Change – Implement the change, allow for resistance and mistakes. People will start to believe and support the new change.
· Freezing – Change has been implemented and embraced the organisation can refreeze.
Islam, (2023) described each step as; Unfreezing is defined as adjusting the current situation and accepted stability, moving is defined as changing the existing circumstances based on present day knowledge and information and Refreezing, is defined as, settling the change. Hussain et al., (2018) study said employees must be spoken to about change, and the leaders should communicate, educate, engage, involve, Job support, emotional guidance and support, incentives, influence, co-operate and compel the employees about change. When implementing the three steps it is important for a leader to display all the behaviours at each point, employees will be looking for constant reassurance from their leaders during the change step. Ahmad Mukhtar & Yuen Fook, (2020) study to investigate the relationships of perceived leadership styles and emotional intelligence on attitude toward organizational change, using Lewin’s 3 step model. The results of this study showed the importance of leadership styles and emotional intelligence at the earlier stage change. The roles of these two individual variables in the change process at an earlier stage of change requires creating motivation which involves the modifying the attitude towards organizational change. Understanding the employee’s perspective is the first step in understanding human behaviours because when their outlook can be adjusted, then the behaviour can be influenced. This shows that leadership and emotional intelligence plays a key role in helping an organisation implement change successfully and motivate their employees to accept the change. Which brings us to the next part of the report, which will investigate motivation further.
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“The need for motivation stems from the need for survival and motivated employees help organizations survive.”
Sourced from (Kontodimopoulos et al., 2009)
A well-motivated workforce shows loyalty to their organisation, and being committed to the organisation and its goals can help lead to success. Scott, (2016) research found that one of the foundational signs of quality leaders is the competence, talent, and skill to motivate their followers to achieve wonderful things. Naile & Selesho, (2014) wrote Leadership permits managers to influence employee behaviour in the organisation. Therefore, motivated employees are one of the prime results of effective leadership in the workplace. Venus et al., (2013) research found that exceptional leadership is expressed in effective communication of vision, goals and in motivating their followers through messages instilled with the core values. This shows that leadership skills such as capability, trust, and communication are important in being able to motivate the workforce to succeed.
Motivational theories are ways of explaining what goes into decision-making and how it impacts our behaviours and how we act the way we do. Some examples of motivational theories are.
· Herzberg's Two-Factor Theory (Appendix H) - This model puts forward two factors that motivate employees, Job satisfaction and Job dissatisfaction. While these look-like opposites, they work together in a cycle that keeps rotating.
· Maslow's Hierarchy of Needs (Appendix I) -This model of motivation states that there are five categories of human needs that dictate an individual's behaviour. The model is rectangular and starts from the bottom up each step are each category.
· Theory X, Theory Y (Appendix J) - Theory X assumptions employees do not like their work, they lack responsibility and prefer to be led rather than leading others. Theory Y are the direct opposite and believe employees are enthusiastic about their work and also employees readily accept responsibility.
Lundberg et al., (2009) said Herzberg’s two-factor Theory, suggests that individuals have two different sets of needs and that the different elements of the work situation can either satisfy or dissatisfy these needs. Concluding that work motivation is based on the satisfaction of higher needs or self-fulfilment needs and not the more common needs such as wage levels. This could mean that employees have the need to feel a part of something, rather than the worry about wage, or working conditions for example. Asni & Sulong, (2018) study on motivation-hygiene theory, was to evaluate the relationship between employee turnover intention, job satisfaction, compensation, engagement, motivation, and work environment. The study used 156 hospitality employees from three different areas to complete a survey online. The findings from this study encircle the idea that workplace compensation, engagement, motivation, environment, and job satisfaction are crucial factors to employees that could affect customers and the community in which they work. Meaning leaders should have effective skills of leadership to maintain these areas and keep the employees happy in their jobs, this will ensure customers service is effective and keeps the customers coming back. Akaligang et al., (2014) research found that employees in the hospitality industry are viewed to be more motivated by the presence of hygiene factors more than the motivational factors. Hotel employees rely more on the hygiene factors to help their motivation. This implies that employees are more concerned with strong leadership, safe working conditions, salary, and safety and security in their job. The recent pandemic has affected organisations worldwide. For the purpose of this study, the following section will examine the effects of the pandemic in the hotel industry and focus some on Premier Inn Hotels.

[bookmark: _Toc131108008]2.2 Effects of Covid within the hotel industry and Premier Inn Hotel

“Workplace absences cost the UK economy a £18 billion a year through lost productivity, with this figure expected to get up to £21 billion in 2022, causing notable losses for the hospitality industry as a whole. On top of the dip in productivity, employees who are renowned for calling in sick can put extra strain on other staff members who have to pick up their workload as a result.” 
Sourced from (News, 2021) 
The UK hotel Industry took a huge hit during the Covid 19 Pandemic, with many businesses having to close their doors for good due to the economic effects. Many others were successful and manged to stay afloat with the extra financial help given by the UK government. According to Hutton & Foley (2021) the hospitality industry’s contribution to the UK economy dropped from 3% in 2019 to 2% in 2020 and 2021. The hospitality industry was also one of the most users of the furlough scheme that helped keep jobs safe during the pandemic with around 2.13 million jobs in the hospitality industry furloughed. In early 2022 restrictions were slowly lifted, and the industry began the slow recovery. Whitbread PLC have a huge share in helping the UK economy and Europe’s economy, with over 841 Premier Inns in the UK (Statista, 2022), over 40 Premier Inns in Germany (Whitbread PLC, 2022) and seven brands of restaurants spread around the UK. Whitbread PLC employs over 35,000 people and ensures diversity.

Fig. 1
	2022
	Women
	Men

	Hourly Paid Employees
	67%
	33%

	Salaried Employees
	49%
	41%

	Senior Leaders
	43%
	57%


[bookmark: _Toc456901517]Information sourced from (Whitbread PLC, 2022a)

Sickness and absenteeism rates within the labour sector has seen an increase in 2021 (Appendix I) compared to the year previous (Appendix J).
	 
	2020
	2021
	Increase

	Male
	1.5
	1.8
	3%

	Female
	2.3
	2.6
	3%

	Other
	1.8
	n/a
	n/a



These figures were produced by the’ Labour Force Survey’ relating to people from ages sixteen and over, and currently employed in the UK. The increase is due to Covid 19. The results show that women remain the highest of the genders when it comes to lost days due to sickness and absenteeism.
Whitbread PLC and the hotel industry has been affected by the pandemic with issues such as staff retention, staff shortages and recruitment. During the pandemic employees were supported financially, mentally, and physically by increasing communication with forums and surveys and manager capabilities. In regard to the pandemic risk management has been reviewed by many hotel organisations, Whitbread has put high importance on the risk management process and continue to develop and adapt, to ensure the ability to identify and analyse risks that could potentially affect the success of the business. The next section will examine the leadership styles used in the hospitality industry with the aim to identify recommendations of what works well and what do not, according to the research conducted in this report.

[bookmark: _Toc131108009]2.3 Leadership styles used in the hotel industry.


[image: An infographic comparing transactional and transformational leadership.]
Sourced from (Florida Tech, 2019)
Leadership styles are a leader's behaviour and approach to influencing, motivating, and managing others. Toh et al., (2019) paper said transformational leadership style is where leaders motivate their employees by generating and inspiring vision by appealing to their ideals and moral values. Patiar & Wang, (2016) research said that transformational leadership style is influential with leaders motivating people to exceed their own interests to work for the common good of the organisation, oftentimes with remarkable results. Brown & Arendt, (2010) defined transformational leadership as the leader’s skill to motivate followers to perform beyond what he/she would normally expect. Rothfelder et al., (2012) research referred to transformational leadership as the procedure of influencing significant changes in the attitudes and assumptions of the employee’s and improve commitment for the organisation’s objectives or goals. Transformational leadership style has the ability to change people for the good of themselves and the organisation, it is about effective communication skills, strong interpersonal skills, and trust. This will also create job satisfaction which can help improve employee well-being.
Sanda & Arthur, (2017) said that transactional leadership style highlights the communication that takes place with the leader and their employees, the leader communicates with their employees on what needs to be done and what rewards the employees will receive if the tasks are completed. Sarros & Santora, (2001) suggested transactional leaders follow a cost-benefit, economic exchange with their employees. In this relationship, employees' physical needs and psychic needs are satisfied in return for required work performance. Dai et al., (2013) research describes leaders who have transactional leadership as being focused on refining roles and steering employees to achieve pre-arranged goals based on rewards and may only offer employees limited or no involvement in the decision-making process. Transactional leadership style uses the wants and needs of their employees to successfully complete tasks and goals set by the organisation, it can suggest that employees are not motivated and require structure, instruction, and supervision to complete tasks correctly and on schedule. Handayani et al., (2022) study found that transactional leadership has a positive and significant effect on employee performance.
Other styles of leadership have been identified in the hotel industry. Megeirhi et al., (2018) suggested that the effects of Authentic Leadership on employee well-being, job satisfaction, and organisational commitment, have been seen and confirmed. This implies that the style of authentic leadership which involves a strong morale code, has been observed to make a difference in employees mental health, fulfilment, and commitment to their organisation. Huertas-Valdivia et al., (2019) said leadership styles therefore play a direct role in attaining employee empowerment and engagement among customer facing employees. This implies that all leadership styles are important in maintaining employee’s job satisfaction within most organisations. From the literature review examined form this report, the next part of the report will now look to investigate the leadership styles and the effect they may have on sickness and absenteeism within hotel industry.






[bookmark: _Toc131108010]3.0 Methodology 

This study is to investigate leadership styles and the effects they have on sickness and absenteeism within the hotel industry. Using qualitive secondary research collected from journals and articles, to see if leadership has an influence on the sickness and absence rates of their employees. Dlamini et al., (2017) suggests leadership behaviours that embraces and ingrains enthusiasm, encouraging unification of the vision, support ways of succeeding organisational vision, while focusing on leading and recognising employee achievements, simply portrays their emotional attachment, as well as their desire and need to remain working within an organisation. Liang et al., (2017) said employees recognize that a hotel’s leadership affects many important organizational outcomes, these include effective leadership, employee behaviours and performance. However, Marianne Tromp & Jan Blomme, (2014) research found that some academics argue that in their efforts to affect others, leaders often decide for their employees' the work rate, work duty and workplace flexibility. Fouad, (2019) research suggested micromanagers are autocrats with a compelling need to control every task within their control. The opposite to autocrat is the leader who delegates all their tasks, these types of leaders tend to display a hands-off approach to their management style and assigns power, task, and responsibility to others. This suggests that assorted styles of leadership are not suitable for the hotel industry. Fouad, (2019) study reveals that monetary and reward systems, personal development and advancement, empowerment and recognition, and appraisal procedures are the key factors for employee job satisfaction in relation to leadership style. This suggests a mix of transformational and transactional leadership styles are what employees look for in their leaders to ensure they feel fulfilled in their jobs and careers, this in turn should create a culture where employees feel comfortable to be open and honest about anything that concerns them.

[bookmark: _Toc131108011]3.1 Analysis

Structuring your research on and relating it to previous knowledge is the key ingredient of all academic research pursuits, regardless of discipline (Snyder, 2019). To complete this investigation, I have used numerous studies that include leadership in hotels that range from budget hotels to five-star hotels. Identifying what leadership styles seems more suited to the hotel industry, based on the literature. From the information gathered it would seem that a mixture of Transformational and Transactional leadership would improve employee trust, communication, and commitment to the organisation. Ohunakin et al., (2019) suggests transformational leadership style is primary in enhancing employees’ satisfaction with life and job, and vital in decreasing the high rate of employee turnover. This implies that transformational leadership can impact all aspects of a person’s life, in and out of the workplace. Lumbantoruan et al., (2020) concluded employees have elevated levels of job satisfaction when leaders display transactional leadership style, these include giving monetary rewards if an employee completes a set goal, ensuring they are motivated to work at their best. Wage or advancements will also make employees feel satisfied working in an organization. Leaders who appreciate their employee performance, who supervise their employees to prevent mistakes that can happen, will make employees feel more taken care of. This implies that transactional leadership enables an employee to feel appreciated and supported for the work that they do by receiving extras on top of their normal wage.

[bookmark: _Toc131108012]4.0 Conclusion
[bookmark: _Toc456901523]
From the research conducted in this report, it was found that both Transformational and Transactional leadership is the best fit for leaders in the hotel industry. Chiang & Wang, (2012) study concluded transformational leadership must be used together with transactional leadership to successfully enhance trust and commitment towards management and the hotel. Sobaih et al., (2020) concluded employees are driven to stay with an organisation as long as the organisation returns with preferred means such as rewards and the gratification of training and development duty. This shows that both styles of leadership can help improve Job satisfaction and engagement with trust, communication, development, and productivity, using rewards and recognition to show appreciation and a job well done. This will help in decreasing sickness and absenteeism, by improving the environment and culture of a hotel.


[bookmark: _Toc131108013]5.0 Future Recommendations

It would be more useful to use qualitative data to enhance the results. Using questionnaires to gather information on individuals’ thoughts and feelings in regard to their managers or supervisors’ leadership styles within premier inn would be an advantage. 
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Leadership style questionnaire
What's Your Leadership Style?
Learn more about your strengths and weaknesses as a leader.
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Emotional Intelligence Questionnaire
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Shannon Weavers model of communication
[image: Diagram

Description automatically generated]
Sourced from (Communication Theory, 2014)















[bookmark: _Toc131108019]Appendix E

Schrams Model of communication
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Herzberg's Two-Factor Theory
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Maslows Hierarchy of Needs
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Theory X Theory Y model
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Sickness rates by gender for 2021
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Sickness rates by gender for 2020
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1. When it comes to decisions:

I have the final say over decisions made within my group.
I make the final decision, but I accept a lot of input from my team.

I let group members make their own decisions.

2. I consider suggestions made by others in the group.

Rarely. I'm the most knowledgeable member of the group.
All the time. Collaboration is the key to success.

Always. I rely on the group to decide our direction.
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3. When it comes to giving orders:

I tell group members what to do, how to do it, and when I want it
done.

I provide direction, but also offer support and accept feedback from
the team.

I don't really like to give orders. I just let people do their thing.

4. If a group member makes a mistake:
They need to be reprimanded and punished.

They need supportive feedback and additional guidance.

They can figure out how to resolve it on their own.
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5. How much do you monitor members of your group?

I carefully watch them to make sure they are performing tasks
properly.

I check in once in a while and let them know that I am available if
they need help.

I leave them alone. They know more about their job than I do.

6. Which best describes your approach to motivating
team members?

People are most motivated by clear rewards and punishments.
People are more motivated when they feel involved and valued.

Group members should motivate themselves.
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7. Group members are most motivated by:
A need for security A need for participation

A need for independence

8. Do you accept input from group members?

No. I don't have time to worry about other people’s ideas.
Sure, but I retain the final say over major decisions.

All the timel Group members make most of the decisions on their
own.
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9. When things go wrong, I tend to:

Figure things out on my own.
Ask others for ideas and solutions

Expect others to solve the problem.

10. I want the people in my group to feel:

Like they have a clear list of tasks that need to be accomplished.

Like they are involved in the process and can add something to the
group.

Like they are in control.
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11. Leaders can succeed by:

Giving clear orders
Helping people reach their potential

Leaving people alone to do their thing

12. The best decisions:

Are made by the leader Involve a group consensus

Come directly from the group
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13. When it comes to assigning duties:
I have very distinct expectations and a daily to-do list.

I let members of the team know what needs to be done.

I don't have a lot of expectations. Things will happen in their own
time.




image15.png
15 Statements to Answer

1.1 can recognize my emotions as |
experience them.

2. llose my temper when | feel
frustrated.

3. People have told me that I'm a
good listener.

4. 1know how to calm myself down
when | feel anxious or upset.

5. | enjoy organizing groups.

Not at
Al

O

Rarely

Sometimes

Often

Very
Often

O
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6.1find it hard to focus on
something over the long term.

7.1find it difficult to move on when
| feel frustrated or unhappy.

8. 1know my strengths and
weaknesses.

9. lavoid conflict and negotiations.

10. I feel that | don't enjoy my
work.

1. 1 ask people for feedback on
what | do well, and how | can
improve.
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1. 1 ask people for feedback on
what | do well, and how | can
improve.

12. I set long-term goals, and
review my progress regularly.

13. I find it difficult to read other
people's emotions.

14.1struggle to build rapport with
others.

15. l use active listening skills when
people speak to me.
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Self-actualization

desire to become the most that one can be

Esteem
respect, self-esteem, status, recognition, strength, freedom
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Figure 3: The sickness absence rate was higher for women in most
age groups
Sickness absence rate, by age group and sex, UK, 2021
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Figure 3: The sickness absence rate has generally been falling for

both men and women since 2010

Sickness absence rate? by sex, for all people in employment aged 16 and
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Berlo’s S-M-C-R Model

Summary: Sees communication as occurring in four steps. There are
several factors in each step that will impact the outcome of
communication.
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Transactional vs. Transformational Leadership
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