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The Service operations team at Mercure Nottingham City Centre is a historic hotel, which is 203 years old, and the oldest in Nottingham and thus it is vital in helping to facilitate the smooth guest experiences across the entire property (Yasin, Czuchry and Dorsch, 2021). The department, being one of the key areas in the day-to-day running of the hotel, has the responsibility of orchestrating and ensuring the level of service in food and beverage, public and event setups. It mainly aims at providing efficient and professional service that is in line with the high standards of hospitality provided by the brand (Christina Marianan Mantolas et al., 2023). This is a blend of both front desk guest handling and back of the house support which makes sure that all service areas are functioning efficiently as well as they are always on par with the expectations of their guests.
The Service Operations department at Mercure Nottingham City centre provides various services both in ensuring quality comfort to the guest and satisfaction. This involves taking care of breakfast and meals services, keeping service areas clean and tidy and making sure that all tables, machines and cutlery are ready to utilise (Mok, 2021). The team in collaboration with other departments like the Housekeeping and Food and Beverage departments, provide synergy in operations and ensure the provision of fast services. Additionally, the department is instrumental in maintaining the hotel image of quality and efficiency, which corresponds to the brand attitude of forming a memorable experience of guests in a historic building.
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The analysis through Gibbs reflective cycle involves:
“Description”- I noticed during my internship at Mercure Nottingham City Centre that the Service Operations department was generally working well, and one of the most prominent problems was the poor guest service due to the varied leadership styles of the supervisors (Huertas-Valdivia, Gallego-Burín and Lloréns-Montes, 2019). There were also team leaders, who exercised a more autocratic approach and issued orders, without much discussion on the matter, and those, who applied democratic approach, allowing contributions and input. Such a lack of consistency was a source of confusions and around-and-about shifts in morale and motivation rates among employees, especially when in high-traffic situations involving breakfast services where efficiency and clarity were of the essence (The University of Edinburgh, 2024). I realised that the working environment was better when the democratic leader was at hand, teamwork was enhanced, and jobs easily accomplished. Further, when the autocratic leader was in charge, the staff appeared to feel pressured and inattentive, and such negligence would sometimes occur as misses in making timely services or messy tables.
“Feelings”- At first, I was confused and did not know what to do to adjust to the new managerial approaches. I was more valuable and confident when I collaborated with the democratic supervisor, as communication was free, and I could ask questions or make suggestions. This brought the feeling of belonging and being motivated to perform (Kristin Severinsen Spieler, 2024). Conversely, with the autocratic supervisor, I was motivated by being pushed to do what was expected without necessarily getting to know the rationale behind it. This was occasionally followed by anxiety and low job satisfaction because mistakes were punished but not criticised. Other team members also exhibited the same reactions. 
“Evaluation”- Assessing the scenario, I identified the positive and negative sides. The democratic style of leadership also contributed positively to the communication and collaboration with peers, as there was a less-complicated flow of the operations and a higher percentage of guest satisfaction (Herzberg, 2024). The employees were motivated and empowered, and this followed the Herzberg Motivation-Hygiene Theory in 1959, where recognition and responsibility are noted to be the motivational elements that promote job performance. On the other hand, the autocratic style, as effective in making short-term decisions, impacted badly on the staff morale and creativity. This strict setting suppressed initiative, leading to small aspects of waste such as delay when switching setting tables or failing to be proactive in service (Hamze and Sadiq, 2025). Nevertheless, it also kept order even at high rush hours making sure that tasks were being done at a speed. This was most important in realising that there is no management style that works out to be universally effective.
“Analysis”- Relating this experience to the theories of Management and Organisational Behaviour, the variance in the performance of the team can be described in terms of Theory X and Theory Y which were presented by McGregor in 1960 (Sorensen and Yaeger, 2021). The autocratic leader was based on a Theory X mentality, he believed employees require strict direction and they are not ambitious which can de-motivate workers. The democratic leader on the other hand was working in Theory Y assumptions that employees are self-motivated and assumes that they seek responsibility leading to increased morale and improved performance. Further, in support of the observation, the Leadership Framework by Lewin in 1939 presented two styles of leadership, namely autocratic and democratic, and evaluated their output differently (Hikmat and Ghorbandi, 2024). Organisational behaviour, the lack of coherence between these strategies created role ambiguity since the staff was not sure what to expect based on the supervisor.
“Conclusion”- I have examined that leadership fidelity and emotional intelligence are also critical to ensure high-quality of service in hospitality operations. There are advantages in both autocratic and democratic styles of leadership, depending on the situation, however, it is unacceptable to change the type of leadership every time without explaining to the employees what exactly is going on and what to expect (Rabiul and Yean, 2021). Best leaders consider the control and empowerment and modify their strategy with respect to team relationships and operation requirements. Using the Transformational Leadership Theory in Bass, in 1985, I got to understand that employees should be inspired and motivated by a collective vision and reward to enhance their interest and service delivery. Personally, this experience helped me to reaffirm the skills of personal insight, compassionate listening, and responsiveness in leadership.
“Action Plan”- I will also enhance my leadership and communication skills in the future to help me better handle diverse teams. To begin with, I will require further emotional intelligence and team management training that will involve how to implement the Situational Leadership Theory to change my leadership style based on the ability of staff and the urgency of the task at hand. Secondly, I will be observing the examples of leaders who can combine authority and empathy to succeed (Mujtaba and Sungkhawan, 2023). In future placements, supervisors and other peers will be proactively sought to provide feedback on how to improve my leadership approach. Moreover, to promote productivity and morale, I shall use motivational methods like setting of goals and recognition, which was inspired by the Goal-Setting Theory advanced by Locke in 1968. Further, I would like to achieve an inclusive, friendly workplace that will encourage and make staff members feel appreciated.
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In conclusion, the study indicates that the style of leadership has a significant impact on staff motivation, productivity, and overall guest satisfaction at the Service Operations department at Mercure Nottingham City Centre. The comparison of the autocratic and democratic wants made it clear that rigid supervision on busy days can deal with task performance but will also have a disheartening effect and communication. Democratic leadership in contrast encourages interaction, cooperation, and consistency of service which results in a more favourable guest experience. In improving the operational performance, the management is advised to employ more transformational and situational leadership styles as a combination of order and compassion, as well as flexibility. The motivation can be boosted by consistent communication, appreciation of efforts of staff members, and continuous training of leadership, which will minimise the stress levels on the operation.
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	Learning Objectives.
	Status

	Finding out the way effective leadership influences team performance and the satisfaction of the guest in Service Operations.
	I attained and witnessed how the various management styles worked and affected teamwork and quality of service, and realised first-hand the effectiveness of management.

	Learning to work as a team and to communicate effectively in a high-paced hospitality setting.
	Working increased my ability to coordinate tasks efficiently and under pressure, improved my communication as well as helped me to strengthen and enhance my ability to handle the pressure.

	Making attention to details and efficiency in the maintenance of service standards better.
	I discovered in the field of providing service to guests the requirement of accuracy and consistency in clearing and setting up service areas, which I gained through practical knowledge.
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