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[bookmark: _Toc200556174]Abstract
This project examines the impact of leadership styles on staff motivation and daily operations in the hotel industry, drawing on a student’s placement experience at Novotel Southampton and Ibis Southampton Centre. The project draws on real-life observations of different management approaches across departments, supported by journal entries, weekly trackers, and direct interaction with supervisors and teams.
The goal was to identify the most common leadership styles during the placement, how they influenced employee motivation and department performance, and to suggest practical actions that support better management in the hospitality industry. The approach employed a single-case, multi-location design and utilised a thematic analysis of firsthand data collected over ten weeks. The research was aligned with several leadership theories, including transformational, transactional, situational, and autocratic models, as well as academic work in the field of hospitality management.
Results showed noticeable differences between departments. At Novotel Southampton’s Food and Beverage division, supervisors used an encouraging and team-focused approach. Employees were motivated, worked well together, and effectively managed guest expectations. At Ibis Southampton Centre, however, front desk areas led by passive or rigid supervisors had lower staff morale, unclear tasks, and inconsistent service. One ongoing problem was the lack of flexible leadership, especially when junior employees or interns received little support.
The findings also point to the connection between leadership and team coordination. More decisive leadership led to smoother communication, faster responses to guest issues, and improved service quality. Where management was unclear or absent, staff felt unsupported, and problems often went unresolved. In contrast, departments with present and supportive supervisors saw better motivation and stronger accountability. Simple actions, such as giving feedback, recognising effort, and checking in regularly, made a difference.
The study suggests a mixed leadership model is most useful. A combination of transformational, participative, and adaptive methods is more effective than a fixed approach. Suggestions include leadership workshops, improved training for new managers, and systems that reward staff contributions more often. Tools for faster communication could also help supervisors stay connected with their teams. Additionally, departments with high stress levels may benefit from emotional intelligence training and better mental health support.
This research fills a gap in the local literature by showing how placements offer practical insight into leadership. While the conclusions are based on a specific context, they can inform practices across other hotels. What stands out is that leadership is less about position and more about creating an environment where people feel heard, guided, and motivated to do their best.
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[bookmark: _Toc200556175]Chapter 1
[bookmark: _Toc200556176]Introduction
[bookmark: _Toc200556177]Project Aim
The primary objective of this project is to investigate the relationship between leadership styles, employee motivation, and operational performance within hotel settings.
[bookmark: _Toc200556178]Research Objectives
To reach the project’s aim, three objectives were defined:
To observe and categorise leadership styles at Novotel Southampton and Ibis Southampton Centre, based on daily managerial interactions observed during the placement.
To assess how these leadership styles influenced staff morale, cooperation, and efficiency through comparison with academic sources and reflective notes.
To suggest practical leadership approaches that could improve motivation and task performance, drawing from the hands-on experience from the placement and published research.
[bookmark: _Toc200556179]Justification
This topic emerged from a series of contrasting workplace experiences during the student placement. At Novotel Southampton, especially in the Food and Beverage department, supervisors showed traits typically associated with transformational leadership. There was open discussion, mutual respect, and shared accountability. Staff worked well under pressure and remained motivated.
The experience at Ibis Southampton Centre differed. In several departments, management was either passive or followed a rigid style. Instructions were unclear, task distribution was uneven, and staff morale suffered as a result. There were also fewer opportunities for employees to voice concerns or grow in their roles. These patterns highlighted the significant impact that leadership has on team energy, training, and the overall delivery of services.
The variation observed between departments and hotels provided not just a contrast but also a foundation for analysing what leadership methods produce better results in hospitality environments.
[bookmark: _Toc200556180]Dissertation Structure
The structure of this dissertation is arranged into seven chapters, as follows:
Chapter 1- Introduction
This chapter explains why the topic was chosen and what the research aimed to explore, drawing on real experiences from the placement.
Chapter 2- Literature Review
It examines leadership theories and studies on motivation and performance in the hospitality industry, providing a foundation for understanding the placement observations.
Chapter 3- Methodology
This section outlines the methodology used in conducting the research. It covers the case study approach, the sources of data, and how the findings were organised.
Chapter 4- Findings
Here, the focus is on what was observed during the placement. Leadership styles are grouped by theme to illustrate their impact on morale, teamwork, and task completion.
Discussion
The discussion connects the findings with the literature. It highlights where theory aligns with practice, and where it does not, especially in daily leadership behaviours.
Chapter 5- Conclusion
This section brings everything together. It reviews the research goals and reflects on what the placement revealed about the link between leadership, motivation, and performance.
 Recommendations
Based on the analysis of what was successful and what was not, this final section provides practical steps for improving leadership in hotel operations.


[bookmark: _Toc200556181]Chapter 2
[bookmark: _Toc200556182]Literature Review
[bookmark: _Toc200556183]Leadership Theories in Hospitality
In the hospitality industry, leadership plays a crucial role in daily operations and long-term performance. Because this industry relies heavily on human interaction and coordinated tasks, leadership style often shapes how employees behave, how they work together, and how services are delivered. Several leadership models are frequently discussed in the context of hotel operations, including transformational, transactional, situational, and classical styles, such as autocratic, democratic, and laissez-faire (Cinnioğlu, 2020).
Transformational leadership was introduced by Bass (1990). It encourages employees to think beyond routine, to trust their leaders, and to work with a sense of purpose. Leaders who apply this method tend to offer support and promote open communication. Studies, such as those by Huertas-Valdivia et al. (2019), have found that this style increases job involvement through psychological engagement. Alshamari et al. (2024) also observed that transformational leaders bring clarity and build trust, which improves motivation and task performance.
In contrast, transactional leadership focuses more on providing instructions, conducting performance checks, and implementing reward systems (Bass, 1985; Hamstra et al., 2014). It is often used where consistency is essential. According to Rothfelder et al. (2012), employees in structured roles tend to respond well to this approach because they are clear about what is expected of them. However, this model can limit creativity if used in situations that require flexibility or emotional involvement.
Hersey and Blanchard (1982) introduced the Situational Leadership Model. This concept supports the idea that leadership style should adapt based on staff experience and the task at hand. In hotels, where teams are mixed, comprising some long-time employees and others, such as interns or seasonal workers, this model provides more flexibility for adaptation. Abukalusa and Oostheuizen (2025) state that this method enables managers to meet staff needs according to their level of readiness. But as Kara et al. (2013) noted, when too much responsibility is given to people without enough preparation, mistakes and confusion can follow.
Classic leadership styles are still prevalent in the hospitality industry. Autocratic leadership relies on strong control and limited input from staff. While this can be useful in emergencies, it is often linked to dissatisfaction and high employee turnover (Fouad, 2019). Democratic leadership includes the team in decision-making and is seen as more collaborative (Akanpaadgi et al., 2014). It usually builds stronger working relationships. Laissez-faire leadership, which allows staff to manage tasks with minimal interference, may suit experienced teams but can lead to disorganisation if there is no clear direction (Huertas-Valdivia et al., 2019).
All these models suggest that flexibility matters. A manager who adjusts their approach based on context, team dynamics, and operational demands is likely to achieve better outcomes than one who uses a fixed method.
[bookmark: _Toc200556184]Leadership and Staff Motivation
Motivation has a direct impact on staff behaviour, especially in fields like hospitality, where pressure, shifts, and emotional labour are standard. In such environments, how a manager leads is often the difference between a motivated team and a disconnected one (Xiong and King, 2015).
According to Barbosa-McCoy (2016), leaders who motivate their teams can improve job satisfaction and workplace loyalty. A study conducted by Murasiranwa et al. (2010) with hotel staff in the UK found that those who felt encouraged by their supervisors were more focused and more aligned with the company's values. This had a visible effect on service delivery and day-to-day cooperation.
Another study by Ugaddan and Park (2017) examined the relationship between leadership and staff focus. They found that motivated employees performed better under active leadership. At the same time, strong leadership increased motivation levels. This two-way process demonstrated how motivation and leadership mutually reinforce each other, helping the team stay engaged.
Silva et al. (2013) highlighted that in hospitality, leaders must work with internal and external motivators. This includes factors such as recognition, team spirit, promotion opportunities, and compensation. They found that when employees feel truly recognised, not just formally evaluated, they tend to stay committed. People want to feel that their efforts are being noticed, especially in service roles where tasks can become repetitive.
Tymchuck (2024) analysed how leadership influenced hotel staff in Ukraine during periods of high stress. Despite challenging working conditions, leaders who prioritised personal and professional needs experienced stronger staff engagement. Pay and career growth remained important, but team connection and a sense of purpose also helped staff remain committed.
Overall, these studies confirm that leadership is closely linked to how employees feel about their work. Motivational leadership helps staff manage pressure, stay productive, and feel a sense of connection to their tasks. Managers who are present, listen attentively, and provide both guidance and constructive feedback are more likely to build teams that perform well over time.
[bookmark: _Toc200556185]Leadership and Operational Efficiency
Leadership has a profound impact on how hotel departments operate daily. Efficiency is not just about speed. It is about how well tasks are organised, how staff understand their roles, and how resources are used. Testa and Sipe (2012) explained that hospitality managers must effectively manage both people and materials to ensure the service runs smoothly. Rabiul et al. (2023) also noted that a manager's leadership style affects staff performance. Their research revealed that task-focused and people-oriented leadership styles had a clear impact on productivity.
A study done in Nairobi by Nagele and Awuor (2018) focused on transformational leadership. They found that leaders who knew how to communicate effectively and gave attention to individuals helped their departments operate more smoothly. One of their findings showed that when leaders communicate clearly, teams are more effective at solving problems quickly. This reduces delays and guest complaints.
Transformational leadership also helps with task delegation. Abomeh (2013) observed that when staff feel appreciated, they take their roles more seriously. Loyalty grows, and fewer people miss work. Staff members start to take more initiative, which helps the department function with fewer disruptions. This type of leadership often yields better results without the need for constant supervision.
But when leadership is weak, things often break down. Ali (2018) wrote that unclear instructions and poor shift planning slow down operations. When friction exists between departments, service suffers. Whitelaw (2013) noticed that inconsistent leadership across departments created confusion for employees and guests. Most of these problems occurred when managers failed to adjust their approach according to the individuals with whom they were working.
Khairy et al. (2023) also discussed the need for flexible leadership. In hospitality, changes occur frequently: new guests, late check-ins, and staff shortages. Leaders who allow quick decisions at the departmental level often manage these changes more effectively. Their review showed that adaptability, shared decision-making, and basic communication are more useful than strict procedures when things do not go as planned.
In conclusion, leadership significantly impacts how effectively staff perform their duties, handle tasks, and treat guests. A manager who stays involved, communicates clearly, and adapts to the situation will likely have fewer problems and better service results.
[bookmark: _Toc200556186]Gaps in Literature
Although leadership in hospitality is a well-studied topic, many areas remain overlooked. A significant amount of research focuses on large hotel chains with established systems. These companies often have formal training and standard rules. However, this does not reflect what happens in small or mid-sized hotels, where management is usually more informal.
Elkhwesky et al. (2022) noted that, despite the development of hospitality research, it often overlooks the daily realities of smaller hotels. These hotels usually lack formal HR departments or clear leadership guidelines. Decisions are made based on the situation, rather than a fixed plan. This difference in setting creates a blind spot in current research. We know very little about how leadership works in these smaller teams where resources are limited and roles overlap.
Another issue is the lack of studies based on student placements. Most of the literature looks at full-time staff or senior managers. There is very little attention given to what trainees or interns experience during their time in hotels. González-Torres et al. (2023) also mention this gap. They argue that staff motivation is widely studied, but it is rarely heard from students who witness leadership while working front-line roles.
Yet these perspectives matter. Interns see how leadership looks in practice, during peak hours, when staff are short, or when a guest complains. These small moments reveal more than survey results or formal interviews. But they are missing from most studies.
As a result, our understanding of leadership remains incomplete. There is too much focus on theory and not enough on what really happens in daily hotel work. If researchers included more placement-based examples and focused more on smaller properties, the literature would reflect the full range of leadership in hospitality. This would provide a clearer picture of how leadership influences service, staff, and performance across various types of hotels.



















[bookmark: _Toc200556187]Chapter 3
[bookmark: _Toc200556188]Methodology
[bookmark: _Toc200556189]Research Design
This study followed a qualitative case study approach, based on my placement at Novotel Southampton and Ibis Southampton Centre. The reason for choosing this method was that it allowed direct observation of leadership as it occurred in a real setting. As Yin (2018) explains, case studies are helpful when the goal is to understand behaviour in context. Unlike surveys or statistical models, case-based research accommodates complexity, particularly when people, their reactions, and daily work are involved.
The project utilised a single case but included two sites; the hotels were located in the same city and were part of the same brand. This provided consistency in brand policy, while still allowing for comparison between how leadership worked in different locations and departments. The setting helped highlight contrasts in leadership behaviour under similar conditions.
[bookmark: _Toc200556190]Data Sources
Three types of data were collected during the placement:
· Weekly journal entries written between January and March 2025
· Progress trackers recording key events, actions, and staff reactions
· Informal notes from conversations with staff and supervisors
All reflections were written shortly after events occurred, so the information remained accurate and focused. Notes included details about how managers communicated, how they handled tasks, and how staff responded during day-to-day operations.
Although no formal interviews were conducted, daily interactions with colleagues and managers provided the experience with a clear view of leadership in action. The combination of regular writing, event logs, and informal observation helped build a detailed picture of how leadership influenced morale and efficiency.
This type of reflexive data fits well with qualitative research in hospitality. O’Gorman and MacIntosh (2015) argue that placements can be valid sources of evidence if observations are systematic and critically reviewed. In this case, the reflections were supported by structured tracking, which helped reduce bias and added depth to the findings.
[bookmark: _Toc200556191]Analytical Framework
The data was analysed using thematic analysis. Braun and Clarke (2006) describe this method as one that helps identify repeated patterns across qualitative data. The first step was to review the entries and trackers to identify key moments. These were then grouped by similarity, and larger themes were built around them.
The themes were selected in accordance with the research objectives. They included:
· Leadership behaviours observed in departments
· The effect on teamwork and morale
· The link between leadership and operational response
After forming these categories, the researcher compared the results with the leadership models introduced earlier in the literature review. This step helped check how the practical examples related to the theories, such as transformational, transactional, and situational leadership.
This comparison helped show where real-life leadership confirmed or challenged existing ideas. For example, some departments reflected characteristics of more than one model, or adapted them depending on the situation. This made it possible to link lived experience with academic theory, without forcing results to fit a fixed model.
[bookmark: _Toc200556192]Ethical Considerations
Throughout the study, the researcher maintained the confidentiality of all information. Names of individuals and job titles were removed or altered to protect their identities. No data was collected through recorded interviews. All observations were based on the researcher's own experience as a placement student working within the hotel teams.
Since the research involved direct participation, there was no need to obtain written consent from the participants. Still, the researcher avoided personal comments and made sure all notes focused on behaviour related to the study topic. If a situation felt too personal or sensitive, it was not included in the analysis.
The tone of the study was kept respectful and neutral. The goal was to understand how leadership works, not to criticise individuals. As the reflections are drawn from professional settings, there was minimal risk of ethical concerns. Care was taken to report only what was relevant and valuable for the research question.



















[bookmark: _Toc200556193]Chapter 4
[bookmark: _Toc200556194]Findings
[bookmark: _Toc200556195]Predominant Leadership Styles Observed
Throughout the placement at Novotel Southampton and Ibis Southampton Centre, different leadership approaches were noted across departments. These differences had a direct impact on how staff carried out their duties, how they communicated with managers, and their responses to pressure. Observations were gathered from daily shifts, supervisor interactions, team meetings, and personal involvement in hotel activities during the ten-week experience.
[bookmark: _Toc200556196]Supportive Leadership 
The Food and Beverage department at Novotel Southampton provided a clear example of what supportive leadership looks like in practice. The team leader in this department was regularly present, involved, and open to communication. Each shift began with a brief meeting where priorities were explained, questions were encouraged, and staff were informed about upcoming service expectations.
In one instance, the supervisor requested assistance in preparing a conference space. Instead of simply assigning the task, they explained what kind of event was taking place and what the guests were expected to do. This gave the student a sense of purpose, making it easier to perform the task well.
The supervisor frequently checked in with the team during busy services and provided feedback at the end of the shift. After a particularly intense dinner service, they took time to thank individual staff members in front of the group. On quieter days, they would provide hands-on guidance on topics such as food safety or table setting, focusing on teaching rather than just task completion.
This approach to leadership created a calm and cooperative work environment. Staff often helped one another without being asked. There were no visible tensions, and newcomers felt included from the outset. The atmosphere suggested that employees respected the supervisor and each other, and this seemed to reflect how the team was managed.


[bookmark: _Toc200556197]Disengaged Leadership 
The situation at the Ibis Southampton Centre reception was different. Leadership was marked by distance and limited support. In several instances, no proper instructions were given, especially at the start of a shift. On one occasion, the student was asked to “just watch” the night audit process, without any explanation of what was being done or why. Staff working nights seemed unclear about the student’s role and offered no further direction.
Over several shifts, this lack of structure became a pattern. Supervisors mainly stayed in the back office and rarely followed up on tasks. When staff had questions, responses were often brief or delayed, with little to no further involvement. Without active supervision, staff members relied on one another to complete their tasks.
At one point, a miscommunication over shift responsibilities resulted in the lobby being left unattended. Two employees thought the other was covering the area. No one from management intervened, resulting in delays and confusion during guest check-ins.
[bookmark: _Toc200556198]Autocratic Leadership 
A clear pattern of autocratic leadership was observed in both hotels, although it appeared more frequently in departments such as maintenance and housekeeping. In these areas, students and junior staff were often given tasks without preparation, instructions, or a basic explanation of the work involved. Common phrases included “go help with laundry” or “cover maintenance,” with no context and no check on prior experience.
On one shift, the student was asked to assist with a maintenance issue involving a pipe, without any safety briefing or practical information. When clarification was requested, the answer was vague or redirected. This practice created operational risks and made the work feel disconnected from any learning purpose. It also suggested that the team’s time and development were not being considered.
This approach extended to how feedback was delivered. Mistakes were occasionally pointed out in front of others, without further explanation or correction. No follow-up or individual conversation took place. As a result, staff became less willing to speak up or ask for guidance. Instead of supporting learning, this led to frustration and silence during tasks.

[bookmark: _Toc200556199]Impact on Staff Morale and Team Dynamics
The way departments were managed had a visible effect on morale. Where leadership was consistent and staff felt supported, like in Novotel Southampton’s Food and Beverage team, colleagues worked with confidence. Roles were clearly defined, and even during fast-paced services, the team functioned with coordination. Staff often stepped in to help one another without being asked.
This attitude seemed to grow from daily leadership habits. The supervisor would thank team members at the end of each shift, give practical feedback, and stay present during peak times. These small interactions created a sense of inclusion, especially for new starters. Trainees and interns were given tasks they could handle and were shown how to improve rather than being criticised. The result was a team that worked well together and showed respect for the manager and one another.
By contrast, in places where leadership was absent or authoritarian, such as reception at Ibis Southampton Centre or technical roles at Novotel Southampton, team spirit was harder to find. Staff were unsure of who was responsible for what, and conflicts often went unresolved. One incident involved two receptionists disagreeing over who was assigned to a guest check-in, and without clear input from the manager, the issue escalated into visible tension. Service delays followed.
Favouritism also created problems. In one case, a supervisor repeatedly assigned easier or more visible tasks to certain staff while leaving physically demanding duties to others. No explanation was provided for this pattern, nor was there a rotation of responsibilities. The atmosphere in the team became less cooperative, with some staff showing signs of disengagement.
In general, strong morale seemed to depend on three elements: clear leadership presence, balanced task distribution, and ongoing recognition. When these were missing, motivation declined, and misunderstandings increased.
[bookmark: _Toc200556200]Impact on Operational Efficiency
Leadership also had a direct impact on how effectively departments managed their work. At Novotel Southampton, where guidance was clear and consistent, daily operations moved more smoothly. One strong example was during conference setups. The Food and Beverage supervisor planned task lists based on staff strengths and explained the order of service. Transitions between events went quickly, and guests appeared satisfied with the outcome.
On the other hand, at Ibis Southampton Centre, weak delegation and unclear instructions often slowed work down. A serious issue happened during a night shift when the internet system failed. The night supervisor was unavailable, and no written procedures were in place. Staff, including the student, had to handle guest concerns without access to booking information or payment systems. The lack of preparation led to long delays and made the situation more challenging for everyone involved.
Another ongoing issue was the repetitive use of students and junior staff for physical jobs with slight variation. Tasks such as garbage removal or laundry sorting were often assigned without linking them to any specific learning goal. This reduced the value of the placement and resulted in an inefficient use of staff time. Meanwhile, more relevant duties were either delayed or completed by already overworked team members.
Communication breakdowns also played a role. During one shift, coffee for a conference break was delayed because each team assumed the other was in charge. The mistake was not mentioned in the team debrief. The issue could have been avoided with more explicit instructions and better supervision.
[bookmark: _Toc200556201]Leadership Styles vs. Theory
The leadership styles observed during the placement at Novotel Southampton and Ibis Southampton Centre reflect patterns described in academic theory. Transformational leadership was evident in some departments through support and effective communication, whereas autocratic traits were visible in departments where staff were directed without input or training. Elements of. situational leadership were also noted, though not always applied appropriately. These differences helped highlight how theory connects with real operational behaviour, and how leadership choices influence team dynamics and service quality.


[bookmark: _Toc200556202]Discussion
[bookmark: _Toc200556203]Transformational Leadership in Practice
The events that occurred in Novotel Southampton’s Food and Beverage department reflected key aspects of transformational leadership, as described by Bass. The supervisor led with purpose. Briefings were used not only to assign duties but also to explain why those tasks mattered. Staff members were included in discussions, and feedback was consistently offered. The atmosphere felt clear and organised, even during high-pressure service.
This approach supports the view of Hinkin and Tracey (1994), who argued that transformational leaders boost team morale by providing direction and fostering a shared sense of mission. The observations made during the placement confirm this. Team members helped one another without being told, and the environment remained stable and productive.
Rothfelder et al. (2012) also noted that transformational leadership contributes more to job satisfaction than transactional or passive leadership styles, particularly in the hospitality industry. Herrmann and Felfe (2014) noted that this type of leadership fosters creativity and long-term commitment, particularly when staff feel involved in decision-making. These traits were clearly present in how the F&B supervisor interacted with the team.
[bookmark: _Toc200556204]Transactional and Autocratic Styles
By contrast, other departments showed signs of directive or command-based leadership. These tasks primarily involved maintenance and the front desk, where staff were given instructions without further explanation. On several occasions, tasks were provided without asking about the person's knowledge or preparation.
Feedback, when it came, was short or public, sometimes delivered during shifts without context. This aligns with the findings of Zopiatis and Constanti (2010), who linked autocratic management to lower levels of trust and higher levels of fatigue. Afshinpour (2014) also noted that autocratic leadership may be effective in following rules but often fails to support job satisfaction.
Bogdan and Riza (2024) found that in the hospitality industry, where flexibility and human interaction are crucial, rigid leadership can become a significant issue. It limits how teams work together, especially when people are not encouraged to ask questions or adjust tasks based on the situation.
[bookmark: _Toc200556205]Situational Leadership 
The placement also highlighted gaps between situational leadership theory and how work was led. Hersey and Blanchard’s model suggests that leaders should adapt their style depending on the person’s readiness. But in practice, this flexibility was rarely visible.
At Ibis Southampton Centre, for example, tasks were assigned without verifying whether the employee had the necessary experience. The student was sent to help with technical work without guidance or explanation. This contradicts the approach described by Abdullahi (2018), who suggested that leaders should first assess skills before assigning responsibility.
Matthews et al. (2018) support this view, noting that good results come when leaders match support with the employee’s level of competence. But across several shifts, this step was missing. Instructions were the same, no matter the role or situation.
Elkhwesky et al. (2022) suggested that hospitality needs leadership that can shift between support and structure. However, the placement revealed a fixed, top-down approach, particularly in cross-departmental tasks where staff development was not prioritised.
[bookmark: _Toc200556206]Leadership, Motivation, and Team Dynamics
Throughout the placement, a clear link was observed between how managers led their teams and the motivation of staff to perform their work. This motivation, in turn, shaped how teams operated under pressure. In departments where supervisors gave feedback, stayed present, and treated staff with respect, the working environment felt more balanced and cooperative. Where leadership was absent or too rigid, morale declined, and minor issues escalated into larger problems.
Pizzolitto et al. (2023) support this connection, noting that leadership based on empathy, recognition, and honest communication leads to better teamwork. This pattern was especially visible at the Novotel Southampton in the Food and Beverage team. There, team members often helped each other without being asked. During busy periods, everyone had a clear idea of what needed to be done, and there was very little friction. These behaviours reflected a leadership style that allowed staff to act while still providing guidance.
Hoang et al. (2021) describe leaders in hospitality as emotional drivers who help give meaning to routine work. The student placement confirmed this. At Novotel Southampton, even small tasks were introduced with a purpose. Trainees were encouraged to see how their roles contributed to the guest experience. When efforts were recognised publicly, the team’s energy shifted. People paid more attention and worked more smoothly.
Jiang et al. (2017) suggest that leadership acts as a bridge between motivation and performance. Managers who explained tasks and recognised effort improved how their teams behaved. This was echoed in the placement, where supervisors who were consistent in communication and follow-up saw fewer problems and better team coordination.
In contrast, the situation at the Ibis Southampton Centre reception showed what happens when leadership is missing. Several incidents were marked by confusion, as staff did not always know their role during the shift. There was little feedback, and when questions were raised, answers were brief or delayed. This led to tension between colleagues and affected how guests were served. Chawla and Singla (2021) discuss how a lack of motivational leadership can make staff feel unsupported, which seemed to be the case here.
Kalargyrou et al. (2019) note that younger hospitality workers respond more positively to managers who offer clear recognition and reinforce team identity. This was particularly noticeable during the placement, especially when supervisors took the time to praise group efforts during challenging shifts. When this happened, the team dynamic improved immediately.
Digital tools also played a small but visible role in team motivation. In some departments, managers used messaging apps to stay in touch even outside formal hours. This created a sense of reliability, allowing staff to prepare more effectively for upcoming tasks. Kumari (2022) and Thisera (2018) have written about how digital communication and emotional intelligence work together to keep teams engaged, especially when demands shift quickly.
At Novotel Southampton, there were also examples of informal mentoring. Senior staff often guided trainees during tasks, without making it feel forced. This gave less experienced employees space to learn and lowered the pressure. Khuong et al. (2020) found that such practices reduce conflict and improve retention, even when formal HR systems are limited in scope.
In short, leadership that builds trust, supports team learning, and encourages individual responsibility has a substantial impact on motivation. The study revealed that connection, not control, is what helps teams perform better.
[bookmark: _Toc200556207]Leadership and Operational Outcomes
The placement experience demonstrated the significant impact of leadership on not only the work atmosphere but also on daily operations. In departments where supervisors were present, gave clear direction, and stayed involved, shifts ran more smoothly. Fewer mistakes were observed, and teams worked with better coordination. These outcomes support earlier research that links leadership with the consistency and quality of service in hospitality (Shamim et al., 2017).
Liu et al. (2020) argued that operational performance in hospitality businesses, especially smaller ones, is influenced by how managers lead their teams. This was reflected in Novotel Southampton, where structured delegation and feedback allowed the conference setup process to run without significant delays. Each team member had a defined task, and supervisors stayed available to adjust plans when needed.
Lin et al. (2021) also noted that frontline staff work more confidently when they are encouraged to take initiative. During the placement, this was seen in departments where supervisors checked in at key moments and gave space for decisions to be made independently. It helped avoid service gaps and built trust among team members, especially during high-volume hours.
Some leadership styles had a stronger link to service quality. Schwepker and Dimitriou (2021) found that ethical leadership, where fairness and transparency are prioritised, reduces stress and improves staff focus. This was not the case at the Ibis Southampton Centre reception. Repeated mistakes, unclear task distribution, and interpersonal tension marked several shifts. There was little guidance, and responsibilities were often duplicated or missed. These outcomes align with what Qiu et al. (2020) described: leadership that only directs without building staff confidence tends to erode service quality in the long run.
At Novotel Southampton, a different picture emerged. In departments led by supervisors who listened and supported their teams, staff managed service pressures with more control. Although the placement did not involve executive-level managers, it aligned with the findings of Huang et al. (2016), who linked high-level leadership to better team outcomes. Departmental leadership continued to shape the workplace climate and influence team performance across multiple shifts.
Transformational leadership also played a role. Helalat et al. (2024) wrote that employees are more productive when they understand the purpose of their work and feel part of the broader goal. This was evident in the Food and Beverage team, where staff showed consistency across multiple service periods. They took ownership of tasks, adapted to changes, and needed less supervision.
Following the pandemic, leaders in the hospitality industry have had to adjust their approach. Marinotti and Johnston (2024) reported that switching between directive and participative styles depending on the situation is now more common. This was relevant during an internet outage at Ibis Southampton Centre. Without a clear plan or a leader present, the staff were left guessing how to handle bookings and guest requests. The lack of direction caused delays and visible frustration.
Tran (2017) found that transformational leadership has a long-term impact on financial performance by building staff reliability and engagement. Although the placement did not track financial data, it was clear that departments with better leadership avoided errors and recovered more quickly from unexpected problems.
Supervisors who stayed focused on the guest experience also influenced how teams performed. Bovsh et al. (2020) described this as client-oriented leadership, where managers set the tone for service quality and excellence. This was seen at Novotel Southampton , where team leaders reminded staff of guest expectations before busy shifts. The result was faster service and fewer complaints.
Finally, the need for preparation was clear. Glover (1988) stated that effective managers act before problems arise, not just after. On placement, when leadership was reactive, delays and staff confusion followed. The internet failure at Ibis Southampton Centre was a prime example of how poor planning can impact both staff and guests.
In conclusion, leadership had a clear influence on operations. Where there was structure, support, and presence, services ran better. Where these were missing, teams struggled. Most operational breakdowns observed during the placement could be attributed to the department's leadership style.
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[bookmark: _Toc200556209] Conclusion
This research aimed to understand how leadership styles affect staff motivation and operational efficiency in the hospitality industry, based on real-world experiences at Novotel Southampton and Ibis Southampton Centre. The analysis was shaped by direct involvement in hotel tasks, conversations with team members, and regular reflection during a student placement. Academic theories helped support the observations; the project remained grounded in the experiences gained during day-to-day operations. The findings highlight that leadership is most effectively conveyed through small, daily interactions and that these have a direct impact on how teams function and services are delivered.
[bookmark: _Toc200556210]Summary of Findings
Three leadership patterns stood out: transformational (supportive), autocratic (directive), and disengaged (absent). These styles varied not only across hotels but also within departments within the same hotel. At Novotel Southampton, the Food and Beverage supervisor demonstrated consistency, provided constructive feedback, and remained visible throughout the shift. Staff members seemed more confident, better coordinated, and more likely to help one another without being prompted.
In contrast, the reception desk at Ibis Southampton Centre was marked by a lack of presence. Tasks were sometimes unclear. Managers were often out of sight or gave brief instructions without follow-up. This led to tension during busy periods, as staff were unsure of who was responsible for what. Some departments also employed a more top-down approach, assigning work without checking staff readiness or providing background information. This made mistakes more likely and seemed to lower trust.
These patterns reflect several known leadership models. When supervisors led with involvement and communication, morale improved, and tasks ran more smoothly. When leadership was rigid or passive, problems grew. This was especially true in high-pressure moments, where team coordination depended on clear roles and shared understanding.
Staff motivation followed the same trend. Teams that felt heard and respected stayed more engaged. They asked questions, took initiative, and helped each other out. Where leadership was lacking, staff showed signs of disconnection. Some kept to themselves. Others waited for orders rather than acting independently. These differences had a visible impact on service flow and guest experience.
In terms of performance, departments with supportive leadership had better response times and fewer task overlaps. Leaders who explained roles and adjusted based on the day’s needs helped prevent confusion. Where these practices were missing, staff were often overloaded with repetitive or unclear tasks. In one case, a lack of planning around a technical failure left staff unable to respond to guest needs in real time.
[bookmark: _Toc200556211]Research Objectives
1. Identify the leadership styles observed at Novotel Southampton and Ibis Southampton Centre
This was achieved through daily observation, task logging, and reflective writing. Three types of leadership behaviour were recorded: transformational, disengaged, and autocratic, each linked to specific departments and day-to-day habits.
2. Evaluate the impact of these leadership styles on staff morale, teamwork, and operational efficiency
Staff morale was stronger when leaders remained available and provided direction without micromanaging. Communication, fairness, and involvement were key factors. Where leadership was absent, staff coordination broke down, leading to delays and service gaps.
3. Recommend leadership strategies that improve motivation and performance
The research supports the use of flexible leadership, especially in fast-paced or unpredictable settings. Leaders who adapt to the situation, listen to staff concerns, and offer timely guidance are more likely to maintain performance. Training should focus on practical communication and recognising staff input. These habits help both morale and service quality.
[bookmark: _Toc200556212]Contribution to Knowledge
This research provides a ground-level perspective on how leadership is experienced by staff during actual hotel operations. Most leadership studies rely on structured interviews or surveys. This project offers a unique perspective: one based on the day-to-day experiences of someone working directly within the team. The findings highlight that leadership does not only exist in strategy meetings or training rooms. It is evident in how a manager gives feedback, how they respond when something goes wrong, or how they involve staff in decision-making.
The study also contributes to the limited body of literature focused on mid-scale hotel operations. Novotel Southampton and Ibis Southampton Centre are part of a larger brand, but they are run differently in practice. By comparing the two, the project gives insight into how brand consistency does not always translate into leadership consistency.
[bookmark: _Toc200556213]Limitations
As a placement-based study, the research reflects one person’s observations within a short time frame. Other perspectives might offer different insights. No formal interviews were conducted, and the setting was confined to two hotels in a single location. These limits make it harder to generalise results across the wider industry.
Future studies could involve multiple voices (team members, supervisors, or guests) and track leadership practices over more extended periods. Group interviews or shared reflection sessions could add depth and help validate findings across different roles.
[bookmark: _Toc200556214]Final Reflection
Leadership in hospitality is often discussed in terms of systems or outcomes. But this research showed that what matters more is presence. According to Book et al. (2019), leaders who provide space for staff while remaining involved create stronger teams. When people feel seen and supported, they work more effectively and stay longer.
Leadership is not just about who makes the decisions. It is about how those decisions are shared, how staff are guided through problems, and how daily work is shaped by respect. In service roles, where people are the leading resource, leadership built on empathy and trust makes all the difference (Jerab and Mabrouk, 2023).




[bookmark: _Toc200556215]Recommendations and Practical Strategies
Leadership had a direct impact during the placement, not just on how people felt at work, but also on how well things ran. Some supervisors provided clear instructions, checked in regularly, and assisted staff in learning on the job. Others stayed distant, gave orders without explaining much, or just were not around when needed. Based on these contrasts, and supported by current research, this chapter presents a set of strategies for improving leadership in hotels such as Novotel Southampton and Ibis Southampton Centre.
1. Use Supportive and Involving Leadership
Supervisors who involve their team in decisions, give feedback, and explain the “why” behind tasks tend to build stronger groups. This type of leadership matches the transformational model (Book et al., 2019). It showed precise results during the placement, especially in the F&B department at Novotel Southampton, where teamwork ran smoothly and stress levels stayed low.
Participative leadership also helped. Staff worked better when their opinions were heard and considered. It did not always mean changing decisions, but just asking and listening made people more committed to the outcome (Jerab and Mabrouk, 2023).
2. Train Leaders in Listening and Conflict Handling
Some problems during the placement had less to do with what was said and more with what was not. Staff members felt uncomfortable asking questions, and when things went wrong, feedback was either absent or overly harsh. According to Owen's handbook (2024), leaders require fundamental skills in active listening, conflict resolution, and providing calm, constructive feedback, particularly under pressure.
Training should include practice with real-life situations. Discussing examples such as shift tension, guest complaints, or staff disagreements can help leaders respond more effectively when these situations arise in real-life situations (Owen, 2024).
3. Make Leadership More Flexible
One of the main gaps observed was the tendency to use the same leadership style across all teams and situations. This was especially evident at Ibis Southampton Centre, where less experienced staff were treated with the same respect as senior colleagues. Some were assigned tasks they did not understand, with no training or follow-up.
Situational leadership training, where leaders are taught to adapt their approach based on skill level, time pressure, and emotional climate, can help reduce these differences. Knowing when to explain, when to delegate, and when to step back is a skill that can be learned (Mulyana et al., 2022).
4. Use Recognition and Visible Progress to Motivate
Staff morale increased when effort was acknowledged. Even a short “well done” during busy periods made a difference. Validation did not rely on structured feedback; instead, it was often spontaneous, focusing more on presence and tone of voice. This applied especially to younger team members and trainees, who looked for signs that their work mattered (Shiel, 2004).
Career visibility also came up. People worked harder when they saw a clear path to something more, whether that meant taking on more responsibility, having better shifts, or gaining access to training (Duarte and Silva, 2023)
5. Improve Onboarding for New Supervisors
Some supervisors were good at their tasks but struggled with managing others. New leaders need proper onboarding, not just a promotion and a shift schedule. This should include basic training on communication, feedback, and how to manage a team without micromanaging (Dimitrov, 2015).
Mentoring also helps. Pairing new supervisors with more experienced managers (ideally those with strong people skills) can reduce early mistakes and make transitions smoother for everyone involved (Lynn et al., 2023)
6. Connect Leadership Training to Daily Operations
During the placement, some issues arose due to a lack of task knowledge among supervisors. They were assigning duties they did not fully understand themselves. According to Duarte and Silve (2023), leadership training should include exposure to daily operations, either through shadowing, performing tasks directly, or rotating through various departments. This builds empathy and credibility.
Reflective tools, such as shift journals or team reviews, can also help leaders reflect on what was behind their successes or setbacks (Lynn et al., 2023).
7. Include Wellbeing in the Leadership Role
Burnout was evident, particularly during long shifts or after repeated instances of understaffing. Supervisors need to check in with their teams, not just on tasks, but also on how individuals are coping with their work. These do not have to be formal conversations. Regular, short check-ins can prevent minor problems from escalating (Hall, 2024).
Training leaders in basic emotional support, time management, and how to respond when someone presents signs of stress is increasingly essential, especially in the aftermath of COVID (Ramli et al., 2023).
8. Let Staff Give Feedback About Leadership
In some departments, poor leadership persisted simply because no one spoke up. Providing staff with a safe and anonymous way to speak up about their supervisors would be beneficial. This could be a short survey or a digital form linked to HR. What matters is that it leads to action and is part of regular review (Ehtiyar and Yanardağ, 2008).
A feedback culture can also improve trust. When staff see that their input is taken seriously, they are more likely to engage with the team and the job (Ehtiyar and Yanardağ, 2008).
9. Train Leaders to Work with Diverse Teams
Hotel teams are typically diverse in terms of age, culture, background, and contract type. Leaders need to understand this and treat everyone fairly and equitably. At Novotel Southampton, inclusiveness helped keep the F&B team stable. Staff helped one another, even when roles shifted, and no one felt overlooked due to their experience or background.
Training should include bias awareness and strategies for managing mixed teams without favouritism (Sousa, 2021).
10. Use Simple Tech to Support Leadership
Digital tools helped when used well. Team messaging apps and scheduling tools made it easier for staff to stay informed and plan their shifts. However, tech should support leadership, not replace it. Supervisors should still be present, answer questions, and make sure the system works for everyone. Training should show leaders how to utilise these tools to stay engaged, rather than disappear behind screens (Biemans, 2023).




















[bookmark: _Toc200556216]Reference List
1. Abdullahi, M.S., 2018. The nexus between leadership style and employee performance in the office of the secretary to the state government, Jigawa state, Nigeria. Asian People Journal (APJ), 1(1), pp.190-213. https://journal.unisza.edu.my/apj/index.php/apj/article/download/29/7 
2. Abomeh, O.S., 2013. Assessment of leadership style among hospitality business in Abuja. Arabian Journal of Business and Management Review (Oman Chapter), 2(6), p.43. https://citeseerx.ist.psu.edu/document?repid=rep1&type=pdf&doi=ff1d59856cb3b2b32c122a30a7fbcd4536650087 
3. Abukalusa, K. and Oosthuizen, R., 2025. An adaptive organisational leadership framework through systems thinking. International Journal of Organizational Analysis. https://www.proquest.com/scholarly-journals/organisational-adaptive-leadership-framework/docview/2894466720/se-2?accountid=130472 
4. Afshinpour, S., 2014. Leadership styles and employee satisfaction: A correlation study. International letters of social and Humanistic Sciences, (16), pp.156-169. https://www.learntechlib.org/p/177098/article_177098.pdf 
5. Akanpaadgi, E., Valogo, M. and Akaligang, C., 2014. An assessment of the effects of leadership on the motivation of employees towards the achievement of organizational goals: A case study of the hospitality industry in the Bolgatanga municipality. European Journal of Business and Management, 6(24), pp.32-39. https://www.academia.edu/download/101489085/15296.pdf 
6. Al Dhaheri, D.A., 2024. The Role of Effective Leadership Strategy in Enhancing Employee Performance: Analysing the Hospitality Sector for Economic Growth in UAE. Journal of Hospitality and Tourism. https://doi.org/10.47672/jht.1883 
7. Ali, A., Ali, S.M. and Xue, X., 2022. Motivational approach to team service performance: Role of participative leadership and team-inclusive climate. Journal of hospitality and tourism management, 52, pp.75-85. https://doi.org/10.1016/j.jhtm.2022.06.005 
8. Ali, R.R., 2018. A Case Study of Management Failure in Mitigating Employee Turnover in the Hotel Industry (Doctoral dissertation, SIAM UNIVERSITY, BANGKOK, THAILAND). https://e-research.siam.edu/wp-content/uploads/2019/09/IMBA-2018-IS-A-Case-Study-of-Management-Failure-in-Mitigating-Employee-Turnover-in-the-Hotel-Industry-compress.pdf 
9. Al-Rawashdeh, O.M., Al Mahasneh, M.F. and Al Najdawi, B.M., 2024. Dark Triad Personality Traits and Workplace Outcomes: Evidence from the Hospitality Industry. Journal of Environmental Management and Tourism, 15(2), pp.357-372. https://www.proquest.com/scholarly-journals/dark-triad-personality-traits-workplace-outcomes/docview/3086984220/se-2?accountid=130472 
10. Alshamari, S., Aldaaja, Y. and Hadi, N.U., 2024, November. Impact of Transformational and Transactional Leadership Styles on Affective Organizational Commitment: Analyzing the Conditional Role of Organizational Mission-driven Culture in Qatari Primary Health Care Corporation. In Proceedings of The 19th European Conference on Management, Leadership and Governance. Academic Conferences International. https://www.proquest.com/conference-papers-proceedings/impact-transformational-transactional-leadership/docview/3164432974/se-2?accountid=130472 
11. Barbosa-McCoy, V., 2016. Hotel managers' motivational strategies for enhancing employee performance. https://www.proquest.com/dissertations-theses/hotel-managers-motivational-strategies-enhancing/docview/1767384200/se-2?accountid=130472 
12. Bass, B.M., 1985. Leadership and performance beyond expectations. New York: Free Press.
13. Bass, B.M., 1990. From transactional to transformational leadership: Learning to share the vision. Organizational Dynamics, 18(3), pp.19–31. https://librarysearch.uwtsd.ac.uk/permalink/44WHELF_UWTSD/igoone/cdi_proquest_journals_210585020 
14. Bavik, A., 2023. What we know about transformational leadership in tourism and hospitality: A systematic review and future agenda. The Service Industries Journal, 44, pp.105–147. https://doi.org/10.1080/02642069.2023.2250302 
15. Bogdan, A. and Riza, I., 2024. Balancing Leadership Styles for Sustainable Public Sector Efficiency. Journal of Global Sustainability and Development, 1(1), pp.81-93. https://doi.org/10.57017/jgsd.v1.i1.05 
16. Bovsh, L., Hopkalo, L. and Komarnitskyi, I., 2020. Leadership in the client-centred service of hospitality. https://doi.org/10.2991/assehr.k.200526.019 
17. Braun, V. and Clarke, V., 2006. Using thematic analysis in psychology. Qualitative Research in Psychology, 3(2), pp.77–101. https://doi.org/10.1191/1478088706qp063oa 
18. Chawla, S. and Singla, J., 2021. Factors affecting employee retention strategies hospitality sector. Turkish Journal of Computer and Mathematics Education, 12(10), pp.1861-1872. https://www.proquest.com/scholarly-journals/factors-affecting-employee-retention-strategies/docview/2623612095/se-2?accountid=130472 
19. Cinnioğlu, H., 2020. A Review of Modern Leadership Styles in Perspective of Industry 4.01. Agile Business Leadership, Methods for Industry 4.0, Emerald Publishing Limited, Leeds, pp. 1-23. https://doi-org.ezproxy.uwtsd.ac.uk/10.1108/978-1-80043-380-920201002 
20. Conţiu, L.C., Gabor, M.R. and Oltean, F.D., 2012. Employee's motivation from a cultural perspective–A key element of the hospitality industry competitiveness. Procedia economics and finance, 3, pp.981-986. https://doi.org/10.1016/S2212-5671(12)00261-4  
21. D O'Gorman, K. and MacIntosh, R., 2015. Research methods for business and management: A guide to writing your dissertation. Goodfellow Publishers Ltd. https://ebookcentral.proquest.com/lib/trinity/detail.action?docID=4531612 
22. Dangalla, D.K.T., Prabuddha, C. and Amarasinghe, T.W.G.M.R., 2025. Enhancing Employee Performance in Sri Lanka's Hospitality Industry: The Roles of Organizational Culture, Autonomy, and Counselling. Kelaniya Journal of Human Resource Management, 19(2). https://doi.org/10.4038/kjhrm.v19i2.155 
23. Egan, J.D., 2024. Situational leadership role-play and debrief: An exploration of useful components and limitations. Management Teaching Review, 9(2), pp.129-146. https://doi.org/10.1177/23792981231199695 
24. Elkhwesky, Z., Salem, I.E., Ramkissoon, H. and Castañeda-García, J.A., 2022. A systematic and critical review of leadership styles in contemporary hospitality: a roadmap and a call for future research. International Journal of Contemporary Hospitality Management, 34(5), pp.1925-1958. https://www.proquest.com/scholarly-journals/systematic-critical-review-leadership-styles/docview/2646667413/se-2?accountid=130472 
25. Elkhwesky, Z., Salem, I.E., Ramkissoon, H. and Castañeda-García, J.A., 2022. A systematic and critical review of leadership styles in contemporary hospitality: a roadmap and a call for future research. International Journal of Contemporary Hospitality Management, 34(5), pp.1925-1958. https://www.proquest.com/scholarly-journals/systematic-critical-review-leadership-styles/docview/2646667413/se-2?accountid=130472 
26. Fouad, M., 2019. Impact of leadership style on employee job satisfaction in the hospitality industry. International Journal of Heritage, Tourism and Hospitality, 13(1), pp.1-12. https://ijhth.journals.ekb.eg/article_35101_72fbca9644e592b3472ca5e50c6cd106.pdf 
27. Glover, W., 1988. Managing quality in the hospitality industry. Hospitality Review, 6, pp.1–12. https://digitalcommons.fiu.edu/cgi/viewcontent.cgi?article=1113&context=hospitalityreview 
28. González-Torres, T., Nájera-Sánchez, J.J., Huertas-Valdivia, I. and Pérez-Pérez, C., 2023. Understanding leadership styles and effects in hospitality: A co-word analysis. Tourism and Hospitality Research, p.14673584231215731. https://doi.org/10.1177/14673584231215731  
29. Hamstra, M.R., Van Yperen, N.W., Wisse, B. and Sassenberg, K., 2014. Transformational and transactional leadership and followers’ achievement goals. Journal of Business and Psychology, 29, pp.413-425. https://doi.org/10.1007/s10869-013-9322-9 
30. Harbera, O., 2025. Transformational Leadership and the Paths of Evolutionary Development of New Time Leaders. Available at SSRN 5207182. https://papers.ssrn.com/sol3/Delivery.cfm?abstractid=5207182 
31. Helalat, A., Sharari, F., Alhawamdeh, H. and Alamro, S., 2024. Transformational leadership and employee performance: A further insight using work engagement. ECONOMICS. https://doi.org/10.2478/eoik-2025-0015 
32. Herrmann, D. and Felfe, J., 2014. Effects of leadership style, creativity technique and personal initiative on employee creativity. British Journal of Management, 25(2), pp.209-227. https://doi.org//10.1111/j.1467-8551.2012.00849.x 
33. Hersey, P. and Blanchard, K.H., 1982. Management of Organizational Behavior: Utilizing Human Resources. 4th ed. Englewood Cliffs, NJ: Prentice Hall.
34. Hinkin, T.R. and Tracey, J.B., 1994. Transformational leadership in the hospitality industry. Journal of Hospitality and Tourism Research, 18(1), pp.49–63. https://doi.org/10.1177/109634809401800105 
35. Hoang, G., Wilson-Evered, E., Lockstone-Binney, L. and Luu, T.T., 2021. Empowering leadership in hospitality and tourism management: a systematic literature review. International Journal of Contemporary Hospitality Management, 33(12), pp.4182-4214. https://www.proquest.com/scholarly-journals/empowering-leadership-hospitality-tourism/docview/2596292241/se-2?accountid=130472 
36. Hu, M.L.M., Horng, J.S. and Sun, Y.H.C., 2009. Hospitality teams: Knowledge sharing and service innovation performance. Tourism management, 30(1), pp.41-50. https://doi.org/10.1016/j.tourman.2008.04.009 
37. Huang, J., Li, Y., Li, Y. and Zhang, Y., 2016. The impact of CEO servant leadership on firm performance in the hospitality industry. International Journal of Contemporary Hospitality Management, 28(5), pp.945–968. https://www.proquest.com/scholarly-journals/impact-ceo-servant-leadership-on-firm-performance/docview/1826443112/se-2?accountid=130472 
38. Huertas-Valdivia, I., Gallego-Burín, A.R. and Lloréns-Montes, F.J., 2019. Effects of different leadership styles on hospitality workers. Tourism management, 71, pp.402-420. https://doi.org/10.1016/j.tourman.2018.10.027  
39. Jacobs, M., 2021. The Influence of Leadership Development and Psychological Capital on Burnout and Turnover. Liberty University. https://www.proquest.com/scholarly-journals/65-influence-leadership-development-psychological/docview/2589745750/se-2?accountid=130472 
40. Jiang, W., Zhao, X. and Ni, J., 2017. The impact of transformational leadership on employee sustainable performance: The mediating role of organizational citizenship behavior. Sustainability, 9(9), p.1567. https://doi.org/10.3390/su9091567 
41. Kalargyrou, V., Kalargiros, E. and Harvey, P., 2019. Managing entitled employees in the hospitality industry: an exploratory study. In Advances in Hospitality and Leisure (pp. 23-42). https://www.researchgate.net/publication/336531269_Managing_Entitled_Employees_in_the_Hospitality_Industry_An_Exploratory_Study 
42. Kara, D., Uysal, M., Sirgy, M.J. and Lee, G., 2013. The effects of leadership style on employee well-being in hospitality. International Journal of Hospitality Management, 34, pp.9–18. https://doi.org/10.1016/j.ijhm.2013.02.001 
43. Khairy, H.A., Baquero, A. and Al-Romeedy, B.S., 2023. The effect of transactional leadership on organizational agility in tourism and hospitality businesses: The mediating roles of Organizational Trust and Ambidexterity. Sustainability, 15(19), p.14337. https://doi.org/10.3390/su151914337 
44. Khuong, M., Mai, T. and Phuong, N., 2020. The impacts of human resource management practices on employees’ motivation and loyalty. Management Science Letters, 10(11), pp.2673-2682. https://pdfs.semanticscholar.org/a51e/bef83e3f4dc8ba6e0a2aeb654b13ebbbde38.pdf 
45. Kiersch, C. and Gullekson, N., 2021. Developing character-based leadership through guided self-reflection. The International Journal of Management Education, 19(3), p.100573. https://doi.org/10.1016/j.ijme.2021.100573 
46. Kumari, C., 2022. Mediating effect of e-leadership in improving employee productivity and motivation. International Journal of Science and Resarch (IJSR), Vol. 11, No. 2022, pp. (455-458). https://pdfs.semanticscholar.org/a51e/bef83e3f4dc8ba6e0a2aeb654b13ebbbde38.pdf 
47. Lin, M., Ling, Q., Liu, Y. and Hu, R., 2021. The effects of service climate and internal service quality on frontline hotel employees’ service-oriented behaviors. International Journal of Hospitality Management, 97, p.102995. https://doi.org/10.1016/j.ijhm.2021.102995 
48. Liu, J.M., Borazon, E.Q. and Santamaria, J.G.O., 2021. Antecedents of quality performance in the Philippine micro, small, and medium hospitality sector. Asia Pacific Business Review, 27(4), pp.559-582. https://doi.org/10.1080/13602381.2021.1851514 
49. Maier, T.A., 2011. Evaluating the alignment of academic research and industry leadership best practices. Journal of Hospitality and Tourism Education, 23(4), pp.46-51. https://doi.org/10.1080/10963758.2011.10697019 
50. Marinotti, G. and Johnston, A., 2024. Leader ‘leadership’perceptions within a luxury hotel environment. Human Resource Management and Services, 6(2), pp.1-17. https://doi.org/10.18282/hrms.v6i1.3483 
51. Matthews, B., Daigle, J. and Houston, M., 2018. A dyadic of employee readiness and job satisfaction: does there exist a theoretical precursor to the satisfaction-performance paradigm?. International Journal of Organizational Analysis, 26(5), pp.842-857. https://www.proquest.com/scholarly-journals/dyadic-employee-readiness-job-satisfaction/docview/2137875026/se-2?accountid=130472  
52. Murasiranwa, E.T., Nield, K. and Ball, S., 2010. Hotel service quality and business performance in five hotels belonging to a UK hotel chain. https://www.academia.edu/825977/Hotel_Service_Quality_and_Business_Performance_in_five_hotels_belonging_to_a_UK_Hotel_Chain 
53. Nagele, D.A. and Awuor, E., 2018. Relationship between Transformational Leadership Style and Operational Performance of Hospitality Industry in Kenya: A Case Study of Star Rated Hotels in Nairobi County. https://www.researchgate.net/publication/363255899_Relationship_between_Transformational_Leadership_Style_and_Operational_Performance_of_Hospitality_Industry_in_Kenya_A_Case_Study_of_Star_Rated_Hotels_in_Nairobi_County 
54. Pizzolitto, E., Verna, I. and Venditti, M., 2023. Authoritarian leadership styles and performance: a systematic literature review and research agenda. Management Review Quarterly, 73(2), pp.841-871. https://doi.org/10.1007/s11301-022-00263-y  
55. Qiu, S., Dooley, L. and Xie, L., 2020. How servant leadership and self-efficacy interact to affect service quality in the hospitality industry. Tourism Management, 78, p.104051. https://doi.org/10.1016/j.tourman.2019.104051 
56. Rabiul, M.K., Shamsudin, F.M., Yean, T.F. and Patwary, A.K., 2023. Linking leadership styles to communication competency and work engagement: evidence from the hotel industry. Journal of Hospitality and Tourism Insights, 6(2), pp.425-446. https://www.proquest.com/scholarly-journals/linking-leadership-styles-communication/docview/2794437425/se-2?accountid=130472 
57. Rothfelder, K., Ottenbacher, M.C. and Harrington, R.J., 2012. The impact of transformational, transactional and non-leadership styles on employee job satisfaction in the German hospitality industry. Tourism and Hospitality Research, 12(4), pp.201-214. https://doi.org/10.1177/1467358413493636 
58. Schwepker, C.H. and Dimitriou, C.K., 2021. Using ethical leadership to reduce job stress and improve performance quality in the hospitality industry. International Journal of Hospitality Management, 94, p.102860. https://doi.org/10.1016/j.ijhm.2021.102860 
59. Shamim, S., Cang, S., Yu, H. and Li, Y., 2017. Examining the feasibilities of Industry 4.0 for the hospitality sector with the lens of management practice. Energies, 10(4), p.499. https://doi.org/10.3390/en10040499  
60. Silva, M.D.C., Nascimento, C. and Galvão, A., 2013. Management Leadership Styles and their impact on the motivation of staff of the third sector. https://repositorio.ismt.pt/bitstream/123456789/355/1/Artigo%205.pdf 
61. Smith, H.K., 2025. The Impact of Inclusive Leadership Training on Gender Equality: Lessons from Global Organizations. https://www.researchgate.net/publication/387602617_The_Impact_of_Inclusive_Leadership_Training_on_Gender_Equality_Lessons_from_Global_Organizations 
62. Solihah, R., Intan, A.J.M. and Hodijah, C., 2023. Recruitment, Selection, and Motivation: Driving Employee Performance AKPAR NHI Bandung. Jurnal Informatika Ekonomi Bisnis, pp.737-743. https://doi.org/10.37034/infeb.v5i3.636 
63. Stake, R.E., 1995. The Art of Case Study Research. Thousand Oaks, CA: Sage Publications.
64. Testa, M.R. and Sipe, L., 2012. Service-leadership competencies for hospitality and tourism management. International journal of hospitality management, 31(3), pp.648-658. https://doi.org/10.1016/j.ijhm.2011.08.009 
65. Thisera, T.J.R. and Sewwandi, E.P.I., 2018. Transformational leadership and employee engagement in hospitality sector in Sri Lanka. Global journal of management and business research, 18(12), pp.27-33. https://www.researchgate.net/publication/330184916_Transformational_Leadership_and_Employee_Engagement_in_Hospitality_Sector_in_Sri_Lanka 
66. Tran, X., 2017. Effects of leadership styles on hotel financial performance. Tourism Hospitality Management, 23(2), pp.163–183. https://hrcak.srce.hr/file/278693 
67. Tymchuk, S., 2024. INNOVATIVE APPROACHES TO THE DEVELOPMENT OF THE HOSPITALITY SECTOR AND MANAGEMENT IN THE CONTEXT OF THE REGIONAL ECONOMY OF UKRAINE. Publishing House “Baltija Publishing”. https://doi.org/10.30525/978-9934-26-407-8-23  
68. Ugaddan, R.G. and Park, S.M., 2017. Quality of leadership and public service motivation: A social exchange perspective on employee engagement. International Journal of Public Sector Management, 30(3), pp.270-285. https://www.proquest.com/scholarly-journals/quality-leadership-public-service-motivation/docview/1881428769/se-2?accountid=130472 
69. Venkatesh, U. and Kulkarni, A., 2002. Employee motivation and empowerment in hospitality, rhetoric or reality: Some observations from India. Journal of Services Research, 2(1), pp.31-53. https://www.academia.edu/download/31105945/Empowerment_JSR.pdf 
70. Wahid, A. and Afifah, V., 2022. Mediating of organizational commitment in improving employee performance. https://doi.org/10.38035/ijam.v1i3.204 
71. Whitelaw, P.A., 2013. Leadership up the ladder: The construction of leadership styles in the hospitality industry. TheJournal of Contemporary Issues in Business and Government, 19(1), pp.65-79. https://web.archive.org.au/awa/20170215082715mp_/http://dx.doi.org/10.7790/cibg.v19i1.9 
72. Xiong, L. and King, C., 2015. Motivational drivers that fuel employees to champion the hospitality brand. International Journal of Hospitality Management, 44, pp.58-69. https://doi.org/10.1016/j.ijhm.2014.10.009 
73. Yee, R.W., Lee, P.K., Yeung, A.C. and Cheng, T.E., 2013. The relationships among leadership, goal orientation, and service quality in high-contact service industries: An empirical study. International Journal of Production Economics, 141(2), pp.452-464. https://doi.org/10.1016/j.ijpe.2011.12.012 
74. Yin, R.K., 2018. Case Study Research and Applications: Design and Methods. 6th ed. Los Angeles: Sage Publications.
75. You-De, D., You-Yu, D., Kuan-Yang, C. and Hui-Chun, W., 2013. Transformational vs transactional leadership: which is better? International Journal of Contemporary Hospitality Management, 25(5), pp.760–778. https://www.proquest.com/scholarly-journals/transformational-vs-transactional-leadership/docview/1398041966/se-2?accountid=130472 
76. Ypapanti, A. and Constantoglou, M., 2021. The Impact of Leadership on the Motivation of Hotel Employees During the Pandemic Era: Evidence from Greece. Business Ethics and Leadership. https://doi.org/10.21272/bel.5(3).22-41.2021 
77. Zopiatis, A. and Constanti, P., 2010. Leadership styles and burnout: is there an association? International Journal of Contemporary Hospitality Management, 22(3), pp.300–320. https://www.proquest.com/scholarly-journals/leadership-styles-burnout-is-there-association/docview/228338484/se-2?accountid=130472 
78. Book, L., Gatling, A. and Kim, J., 2019. The effects of leadership satisfaction on employee engagement, loyalty, and retention in the hospitality industry. Journal of Human Resources in Hospitality & Tourism, 18(3), pp.368-393. https://doi.org/10.1080/15332845.2019.1599787 
79. Jerab, D. and Mabrouk, T., 2023. The role of leadership in changing organizational culture. https://www.researchgate.net/publication/374000466_The_Role_of_Leadership_in_Changing_Organizational_Culture 
80. Owen, J., 2024. The leadership skills handbook: 100 essential skills you need to be a leader. Kogan Page Publishers. https://ebookcentral.proquest.com/lib/trinity/detail.action?docID=6358504  
81. Mulyana, A., Ridaryanthi, M., Faridah, S., Umarella, F.H. and Endri, E., 2022. Socio-emotional leadership style as implementation of situational leadership communication in the face of radical change. management, 11(3), pp.150-161. https://www.researchgate.net/publication/360404776_Socio-Emotional_Leadership_Style_as_Implementation_of_Situational_Leadership_Communication_in_the_Face_of_Radical_Change 
82. Shiel, M., 2004.  Leadership. Cork: NuBooks. https://research-ebsco-com.ezproxy.uwtsd.ac.uk/linkprocessor/plink?id=86eeff07-bae6-3f89-bf8c-3b331c9ff54b 
83. Duarte, A.P. and Silva, V.H., 2023. Satisfaction with internal communication and hospitality employees’ turnover intention: Exploring the mediating role of organizational support and job satisfaction. Administrative Sciences, 13(10), p.216. https://www.proquest.com/scholarly-journals/satisfaction-with-internal-communication/docview/2882251373/se-2?accountid=130472  
84. Dimitrov, D., 2015. Leadership in a humane organization. European journal of training and development, 39(2), pp.122-142. https://www.proquest.com/scholarly-journals/leadership-humane-organization/docview/2085677611/se-2?accountid=130472 
85. Lynn, T., Rosati, P., Conway, E. and van der Werff, L., 2023. The Future of Work: Challenges and Prospects for Organisations, Jobs and Workers. https://www.researchgate.net/publication/372770182_The_Future_of_Work_Challenges_and_Prospects_for_Organisations_Jobs_and_Workers 
86. Hall, S.L., 2024. How to Maximize Impact With Manager One-on-One Meetings. https://lattice.com/articles/the-ultimate-guide-to-one-on-ones 
87. Ramli, K., Spigel, B., Williams, N., Mawson, S. and Jack, S., 2023. Managing through a crisis: emotional leadership strategies of high-growth entrepreneurs during the COVID-19 pandemic. Entrepreneurship & Regional Development, 35(1-2), pp.24-48. https://doi.org/10.1080/08985626.2022.2143905 
88. Ehtiyar, R. and Yanardağ, M., 2008. Organizational silence: A survey on employees working in a chain hotel. Tourism and Hospitality Management, 14(1), pp.51-68. https://hrcak.srce.hr/file/266809 
89. Sousa, M., 2021. Leadership Challenges in a Culturally Diverse Workforce: A Case Study Resarch. https://www.researchgate.net/publication/373975698_Leadership_Challenges_in_a_Culturally_Diverse_Workforce_A_Case_Study_Research 
90. Biemans, W., 2023. The impact of digital tools on sales-marketing interactions and perceptions. Industrial Marketing Management, 115, pp.395-407. https://doi.org/10.1016/j.indmarman.2023.10.015 


