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AI-generated content may be incorrect.]During my ten weeks placement at Novotel Cardiff Centre Hotel, I was assigned to Meetings and Events department, a customer orientated and dynamic area of the hotel. This department plays a crucial role in business and leisure companies. Novotel offers nine fully equipped rooms with the capacity of up to two hundred delegates, featuring natural daylight, due the immense glass windows in conferences rooms, air conditioning, and contemporary AV equipment (MeetingsBooker.com, 2025). 

These spaces are used for corporate conferences, training sessions, private functions, and hybrid events, supported by the brand’s Meeting @ Novotel 8 Point Promise, which ensure tailored setups, timely response, and personalised services (Novotel.Accor.com, 2025). 
The department operates in a rapidly changing environment where customer satisfaction is depending on operational precision, initiative-taking service, and teamwork. I was expected to assist with the setup, communicate with the guests, and support the coordination of planning. Being present to all these events and meetings helped me gain valuable insights into operational challenges and strategic decisions that shape the guest experience in this department. I will reflect on a key issue encountered during my placement time in this business sector, about management style and its impact on staff motivation, and apply theoretical frameworks learned in “Management and Organisational Behaviour” module to propose improvements. 
Main body
Department reflection
One of the most significant challenges I observed in Meetings and Events department was the inconsistent leadership style adopted by the manager department. While the manager demonstrated strong organisational skills and a commitment to guest satisfaction, their leadership approach often leaned towards Transactional management (Sobaih et al., 2022), focusing on task completion and short-term goals rather than staff development and morale. Given this, some of the staff members feel undervalued, with reduced motivation and occasional lapses in service quality due the created reactive environment. 
Self-reflection 
As a placement student, I was directly affected by this leadership style. Guidance was often issued without sufficient context, explanations, and encouragement. On one occasion, during a high-profile corporate event, I was requested to rearrange seating without being specific on the customer’s preferences. Me and Anthony moved chairs and tables from one conference room to another and rearranged the setup prepared a night before by the night shift colleagues. After two hours of heavy lifting to prepare a new setup for this meeting, the customer was not happy with, because was not done in accordance with their expectations. The lack of communication led to a confusion and a delay in setup, which impacted the client’s perception of our readiness. I felt disempowered and hesitant to take initiative, feeling reprimand rather than being encouraged on problem-solving. 
This situation reminded me to reflect on the leadership theories I studies in “Management and Organisational Behaviour” (Mullins & Rees, 2023). Particularly, I revisited “Transformational Leadership” (Buchanan & Huczynski, 2023) which underlines inspiration, vision, and individual consideration (Baytok et al., 2023). With a more transformational approach adopted by the manager, by motivating staff through shared goals and recognising individual efforts and contributions, the team morale and performance could have been improved. 

Theoretical application
From my experiences there, I realised that transactional leadership while effective in routine operations, often fail to foster long-term engagement (Nguyen et al., 2022). On the other hand, transformational leaders inspire exceeding expectations by aligning personal values with organisational goals (Md Karim Rabiul et al., 2023).
Moreover, Herzberg’s Two-Factor Theory (Mullins & Dossor, 2013), suggest that motivation arises from deep-rooted factors such as recognition and responsibility (Parra, 2021). In Meetings and Events department, I observed the absence of these motivators, and the work culture seems mechanical. The staff were rarely praised for successful events, their work was taken for granted and the feedback was limited to operational errors. This undermines the potential for continuous improvement, commitment, and innovation. 
Justification of significance
In my opinion, the issue of leadership style is critical in hospitality, especial in Meeting and Events department, where the service delivery depends on motivated and engaged staff. According to Goleman (2000), emotional intelligence in leadership is essential for managing teams in high-pressure workplaces (Adair, 2022). Having last-minute changes and excellence customer expectations this department with an emotionally intelligent leadership style can make the difference between success and failure. 
Academic literature supports the connection between leadership and employee and guest satisfaction. A study by Marneros et al. (2022), found that hotels and businesses with transformational leaders have better guests reviews and higher employee satisfaction, creates loyalty and employee commitment. From my perspective, and the information I got from my time on placement in this department, addressing this issue is not only relevant to internal operations also impacts the hotel’s reputation and repeat business. 
Three step improvement plan 
After the experience in Meeting and Events I critically analysed the key issue that I identified and created these three steps of improvement for this department, that in my opinion are important for their development. First, implementing monthly training sessions for the department managers focused on transformational leadership, emotional intelligence, and communication. This will align Novotel’s Meeting and Events with industry best practice in leadership development and will promote a culture of uninterrupted learning. Second, introducing employee recognition scheme where team members are acknowledged for exceptional service, creativity, or teamwork during events. This will promote permanent motivation and aligns with Herzberg’s theory (Wall & Stephenson,1970) of job enrichment. Finaly, standardising pre-event briefings to clarify roles, guest expectations, and contingency plans. Follow up to accumulate feedback to be able to celebrate once they are positive improvements. This will bring solidarity in the workplace and provides consistency in guest delivery, ensuring excellence in operational efficiency. 
My experience in this department was both eye-opening and formative. I witnessed firsthand how leadership styles directly affect team morale. At the same time, I noticed how relying on transactional leadership for a short-term effective task execution often leaves the employees feeling unevaluated and disengaged. Also, it reshaped my perspective on what effective leadership should look like. It has reinforced my commitment to pursuing roles that prioritise people centred strategies. Moving forward I aim to contribute to the hospitality industry not just by delivering excellent service, but by fostering inclusive, motivated teams that thrive under thoughtful and transformational guidance. This experience has become the foundation in shaping my future aspirations as a leader who values both operational excellence and human connections. 
Conclusion
My ten-week placement at Novotel Cardiff Centre’s Meeting and Events department offered me a valuable opportunity to observe the complex relationship between leadership style and operational effectiveness in a challenging hospitality environment. While the department excelled in delivering tailored services to diverse customers, the reliance on transactional leadership revealed significant gaps in staff motivation and communication. These challenges not only affected team morale but also had a direct impact on service quality, time delivery, and guest satisfaction. 
By applying concepts from the “Management and Organisational Behaviour” module, focused on transformational leadership and Hersberg’s Two-Factor Theory, I was able to critically evaluate the leadership dynamics and propose actionable improvements. The recommended three-step plan, with the accent on leadership development, more structured communication, better employee recognition schemes, aims for the department to foster a higher level of engagement, empowering and a cohesive team culture. 
Ultimately, enhancing leadership practices in Meetings and Events is not just a matter of internal efficiency it is also a crucial strategy that influences the guest experience, employee retention, and the brand image preservation. I realised how essential the emotional intelligence is and its application in the hotel operations, and how a visionary leadership can drive sustainable success in events coordination and accommodations services. 
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