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INTRODUCTION
This essay will demonstrate the importance of leadership in an organisation. It will look to define what emergent leadership is, and the benefit it has to an organisation.  The essay will establish what defines you as a leader or a follower.  It will examine different leadership styles and theories and what best suits your organisation, including the impact.

This essay will look at the various levels of leadership and asks the question of what is level 5 leadership? and the expectations of the employees.  The leadership model that reflects the organisation, as a whole and the personal leadership style one has implemented in the customer services department.
What are the key competencies and skills that make a great leader, and not just a good one?  Can you be trained to be a leader or is it a built-in component from birth?

What are organisational leadership networks, and do we have a social responsibility, is social awareness necessary, to reflect organisational culture? 

Within the case study, it will assess the leadership style that has worked best for the customer services department, at The View from The Shard.  The case study will also analyse the leadership style of Alison Brittain, Whitbread PLC, in comparison to a leadership style that best reflects the style that one has adopted and whom one aspires to.  




WHAT IS EMERGENT LEADERSHIP? 

According to (Dent, 2012, p. 13) Emergent leadership defines someone that has emerged from a group of people and taken on the role and responsibility of a leader.
Leadership is important if a business or organisation is to succeed at the highest levels.  (Goffee & Jones, 2006, pp. 2-11) ask the very important question ‘why should anyone be led by you? through extensive research, the focus has been centered around leaders who surpass at inspiring people and apprehending the eagerness of a mind, heart, and soul.  They, (Goffee & Jones, 2006) were fascinated by Max Weber, looking back at that point of view is charismatic and anti-bureaucratic. Possessing these qualities was not all it took to create a great leader, but it was worth a significant amount. 
(Goffee & Jones, 2006) go on to say…. There is an indication that authenticity is desirable, and it is a culture that is popular, through social media and reality shows.  There is also the profound accomplishment of individualism.  In the era of modernism, the characteristic that stands out is the personal freedom from which individualism is shaped.  At the centre, being authentic rests upon the logic of morals.  We are unable to be ourselves freely, without a true set of values and morality, in the absence of these we grow narcissistic leaders and not authentic ones.
This leads onto the question, Is it possible for leaders to be developed, or are they born that way? 
Most people in a supervisory role, head teacher or the nursing profession to name a few, would like to become better leaders, but when asked which of their competencies they would most like to develop, they seem to have a common response in which their answer is to be a more effective leader. It is commonly recognised and acknowledged that to become an effective leader requires specific skill sets.  It is imperative that we are aware of our strengths and weaknesses by performing a SWOT Analysis, to enable us to improve our leadership skills and improve areas of weakness.  According to (Covey, 1989, p. 18)  a vast amount the literature studied focused on what could be called the Character Ethic as a basis for success, things such as humility, integrity, abstinence, justice, patience, modesty and simplicity.  The Character Ethic showed there are fundamental ideologies of living effectively in addition, people can only experience the reality of success and everlasting happiness as they integrate such principles into their fundamental character.  In the early part of 1914, there was a shift in the way the Character Ethic was viewed and personality seemed to be indicative of what produced success.  It appears to suggest that personality is separated into two parts, one can be labelled as human and public relation techniques, and the other, positive mental attitude, (PMA). (Covey, 1989, p. 19) It has been found that this philosophy expresses inspiration and occasionally effective proverbs for example ‘Your attitude determines your altitude’ and ‘Whatever the mind of man can conceive and believe it can achieve’.  
  


How Do We Become More Effective As A Leader and In Developing  Leaders?

According to (Goffee & Jones, 2006, pp. 11-15) it is believed the answer rests in the clear acknowledgment of three essential maxims about leadership. 
Leadership is determined by the situation.  Whatever is requisite of the leader will continually be determined by the circumstances.  This is common but factual.  Historically there are so many specimens of leaders, they had their place and time in history but times have changed with the growth of society and these leaders are less appealing. Observing and understanding certain situations is crucial to leadership a combination of cognitive and sensory capabilities. Active leaders are able to spot imminent underlying situations.  These skills are micro and macro evident in day to day routines.  Helping to shape a situation leads to a positive impact and thus re-shape inside the situation of which leaders govern.  Leaders frame situations for the benefit of the organisation and not for self-gain, true leadership benefits the followers and fundamentally relations are created

Leadership is nonhierarchical.  While it is documented that there is a connection between the two, within the organisation they may play a  similar purpose, for instance investing the power of authority.  Specific job titles such as section head, vice president or team leader may convene a little hierarchical power, this in itself cannot make you a leader, it is much more than this.  It is possible to debate the abilities that drive you to the topmost of a large organisation are not the sort of abilities commonly associated with leadership.  Some people climb the ladder to the top for a number of reasons, such as the duration of time spent within an organisation, political expertise and possibly favouritism, none of which represent the superiority of true leadership.  

Leadership is relational.  To simplify this statement, you are unable to become a leader without followers.  Early characteristic theories ignored this, by refining a leaders character, it ignored the point that leadership is an active relationship by both sides.  Realistically leadership has always been seen as a societal concept that is reconstructed by relations amid leaders in addition to those they hope to lead.  Active leaders, basically are not amalgamations of wanted qualities, they are effectively and equally affiliated in a series of complex relations that need nurturing and cultivating.  Social formations alike the complex network of relations are delicate and need re-creating constantly.






Leaders and Followers
A leader is someone that is able to motivate you, inspire you and someone that you greatly admire.  
Motivation is something that encourages you and instills you to drive forward to seeing the end result, the reward.  According to (Armstrong, 2012) it encompasses the development, sharing a vision through communication for the imminent future, the motivation of people in which their commitment is tenable.  
Having the insight of what your followers need can be extracted with the specific key skills and qualities a leader possess.  As mentioned by (Dent, 2012, pp. 57,59,60,61) having passion, drive, judgment, vision, communication, influence, loyalty, fairness and patience in abundance.  These qualities Dent saw in someone she greatly admired.  
In most organisations and companies, the leaders are outnumbered by the followers.  If a leader is to be successful and effective, it will rest on the cemented relationship that has developed between the said parties.  It is imperative that leaders devote time and energy to improve and encourage the bond.  
Dent, goes on to say that, the expectations of followers are specific, and they drop into five groups.  According to (Dent, 2012) Enthusiasm – followers want leaders exhibit energy,  commitment, and more importantly be able to inspire. 
Valued – Followers want to have the sense of feeling that the job role they perform matters.  Followers need to have the feeling that they contribute to the end result.
Appreciated – In everyday life, we all want appreciation.  Followers would like to witness that the leader takes an individual interest and displays a sincere obligation to them.  
Belonging -  Followers want the feeling that they are a portion of the entire vision and not just a component of a wheel, but a vital element of the mechanism.
Authenticity – Followers need leaders that are direct, in addition, that possess consistency. 
Interpretations of leadership have altered over the years, there is no longer a solitary champion.  In today’s society, it is more imperative to distinguish those who labour for you or hold you in high regard.  Followers must have the ability to relate to you positively.  The evidence and benefits of this relationship will be witnessed in the determination, self-esteem and the set goals the followers achieve.
Effectively, leaders should be open, accessible.  To reassure your followers that this is the case within developing the relationships, it should comprise of:
The set up of an open door policy on a regular basis,  a time that suits the business and followers.
A leader should leave the confinement of their office and circulate and communicate with staff.
Cont:

Leaders and Followers 

Communication, keeping people updated regularly with information that is relevant and very important.
Celebrate accomplishment alongside your followers, display genuine appreciation.
Identifying when hard-hitting messages must be conveyed and communicating that effectively.
Try to remember what people do and who they are.  
 As stated by (Borg, 2007) Remembering peoples names in an organisation is one of the biggest problems, for most, particularly in the world of work.  In using the art of influencing people, the name is the most vital bit of data that we need to have about a person.  It may not seem apparent at the time, but you have lost valuable points straight away with a person.  It may not be voiced but it is now lodged subconsciously.  There are many reasons why a person’s name within the organisation does not register with you, but this is a strong social skill and linked to the art of persuasion to win followers. 
Motivation
According to (Ryan & Deci, 2000, p. 54) When you are motivated it is signified by being inspired to action something.  There are two types of motivation, extrinsic and intrinsic.  Intrinsic motivation will always be a vital theory, as it reflects peoples inclination to gather knowledge and adapt.  Nevertheless, extrinsic motivation debated differing significantly in its relation to self-government and therefore can either mirror external forces or real self directives.
Factors that affect levels of motivation are when something seems exciting and challenging, something that ignites your interest.  Cultural factors,  According to (dyne, et al., 2012) To date research determines that CQ, cultural intelligence foresees a variability of significant conclusions in intercultural settings, for example, cultural alteration, global leadership, intercultural compromise, and multicultural team methods.










The Importance of Critical Self Evaluation
Recognising your strengths and weaknesses will determine what kind of leader you are, or aspire to be.  Developing key competencies and knowing what they are will make you a more effective leader.  
According to (Spencer & Spencer, 1993, pp. 8,9) competencies are defined as a fundamental characteristic of a person related to superior and effective job-related performances.  The approach known as competency offers a human resource method widely relevant to the process of selection, choosing a career path, appraisals, and development of the competitive tines in the future.  
According to (Mills, 2004) put in more simple terms, A competency can be described as the actions or behaviour that can be realized when a task is being performed well.
Based on ones personal experience within the customer services department of. The view from The Shard, see below SWOT analysis.  
Taking an honest view of self-reflection will enable you to decide what type of leader you are and the style that best suits you.  There may well be two leadership styles and you fit into a bit of both.  The more honest you are about your shortcomings will allow you to improve the areas of yourself that need work.  
According to (Walker, 2018) critical reflection is the system of questioning norms, suppositions and meaning viewpoints.  The most vital, thought-provoking, mystically valued and often avoided part of critical reflection is critical self-reflection  The system of questioning assumptions that focus personally on the question of norms, suppositions and meaning viewpoints. In the essay "How Critical Reflection Triggers Transformative Learning," Jack Mezirow writes:
"Critical reflection focuses on the justification for the very grounds on which complications are stood or defined in the first instance. We regularly reflect back to our previous knowledge to check that we have appropriately progressed to decipher difficulties, to become aware and more critical of our personal suppositions it entails challenges of our well known and characteristic forms of  expectancy, The meaning perspective is what we use to make logic out of the things we encounter in the world, in oneself and others.  
According to (Mezirow, 2019) To make „meaning‟ means to make sense of experiences, we make a clarification of them.  We then use this clarification to steer the decisions we action or make, then making, meaning now becomes, learning. We all have different ways in which we absorb knowledge while we learn to heighten our performance rather than when we are in the midst of learning to comprehend things that are being expressed to us.  When we reflect it helps us to mark the distortions in our errors and beliefs and in our ability in solving problems.   In order to critically reflect it contains an analysis of the theories on which our philosophies have been made. It is possible to define learning as the method of creating a fresh or reviewed analysis of the meaning of an experience, which steers the following action, appreciation, and understanding.  What we recognise and at times fail to recognise, and things that we think about and at times things that we fail to think about are strongly influenced by behaviours of expectancy that create our structure of orientation, that is, a set 

of expectations that frame the way, we deduce life experiences.  It is not feasible to comprehend the nature of education or adult learning the key role played out by these habits in making meaning must be taken into account. 
Transformative learning is a theory of adult learning that uses perplexing dilemmas to test students’ thought process. Students are then persuaded to use critical thinking and to question and deliberate if their fundamental beliefs and assumptions are accurate about the world.
 According to (Smith, 2017) Transformative learning theory was developed by Jack Mezirow in the late 1900s. Jack Mezirow used this theory He used this theory to define how people progress and critically self-reflect to reflect their experiences and beliefs, and over a period of time, alter impractical means of viewing the world. Mezirow was extremely interested in the way others viewed the world and what it is that leads them to change their viewpoint.  
Mezirow describes transformative learning as learning that changes structures of reference that are problematic to allow them to be more all-encompassing, able to change on an emotional level, philosophical, openness and discriminating.
What must occur for a person to alter their outlook of the world? Mezirow thought that this happened when people have to face perplexing dilemmas.  Perplexing dilemmas experiences that do not fit the mold of the persons existing beliefs of the world.  When you come face to face with a perplexing dilemma, people are pushed to re-examine their beliefs in that way it will be more appropriate for the fresh experience in their view of the world.  This generally occurs through critical thinking by way of verbal communication with people.




Leadership Styles 
According to (Eagly & Johannesen-Schmidt, 2001) As females progressively enter into roles of leadership that have customarily been filled primarily by men, the likelihood that the styles of leadership differ between that of men and women continues to draw attention. The centre of these discussions on uniformity versus the differences that may hide the range of underlying aspects that produce similarities and differences. Accepting the standpoint of social role theory offers an outline that incorporates many of the difficulties of the pragmatic literature on the styles of leadership of men and women. Complementing Eagly and Johnson's (1990) analysis of the relationship, the job at hand, democratic and autocratic, styles of men and women, the analysis presents fresh data regarding the transactional, transformational,  and laissez‐faire leadership styles.
There are various leadership styles that people adopt in leadership roles within their specific organisations.  
Responsive leadership according to (Pless & Maak, 2011) is a vast array of things. The variety of social and environmental forces have prompted interest in exploration and the practices of responsible leadership.  They suggest speciﬁcally, that responsibility is absent from recognised leadership descriptors.  Responsive is essentially the component that is at the core of what is deemed as effective leadership.  To put it briefly, to not be accountable is not to be an effective leader (Waldman & Galvin, 2008). 
Responsive leadership is recognising that a more profound obligation to all stakeholders.  Responsive endeavors to poise the attention of the frontward rights of hypothesis, and links to ethical leadership and transformational leadership.  (Voegtlin, 2011)
Authentic Leadership according to (George, 2003, p. 11) authentic leaders understand their resolution, they practice firm ethics. Authentic leaders lead with their hearts.  Creating relationships with people so that you have a connection.  Self-discipline, demonstrating this shows you are not easily swayed.  (George, 2003) goes on to say, being authentic is not a style, but it is about being your true self.  The majority of the literature does not say this, and lists are developed with the characteristics that one should match, in addition, embrace a style.  This is most definitely the reverse of authenticity.
(Goffee & Jones, 2006, p. 16) view authentic leaders as consistent amid the words they speak and the deeds they perform.  Leaders who do what they said they will do and adhere to what they preach are seen as genuine.  
Politically Astute Leadership according to (Hartley, 2015) political astuteness is an essential workplace skill.  Increasingly leaders need to deal with and manage a range of stakeholders with diverse goals, values, and priorities; political astuteness, aka understanding the lay of the land and using it to your advantage, is a valuable tool in influencing and engaging stakeholders. It also helps leaders to understand others and achieve organisational outcomes.


PERSONAL LEADERSHIP STYLE – Strengths and Weaknesses
Based on ones personal experience within the customer services department of. The View from The Shard, see below SWOT analysis.  Appendix 1 By  Student 

	STRENGTHS
	WEAKNESSES

	Believing the customer comes first
	Excel skills

	Empathetic
	Time Management

	Effective at solving customer complaints
	Setting too many daily tasks

	Excellent at communicating Information
	Self Doubt in personal abilities

	Team player
	 

	Good verbal skills
	 

	Good listener
	 

	Trustworthy
	 

	Taking ownership
	 

	OPPORTUNITIES
	THREATS

	Excel training
	Brexit

	Prioritising workload
	Balancing work and home life

	Making use of external call centre employees
	Colleagues in the department not getting along

	Able to work on different projects to improve the department
	Visitor attraction so need to create competitive entry price

	 
	 

	 
	 


The Authentic leadership style reflects ones personal style of leadership.  Combined with the Influencing Process Model, best emulates the skills used to run the customer services department.  Customers want to feel they are speaking to someone real.  According to (Goffee & Jones, 2006) authentic leaders display reliability and a fundamental consistency no matter who the target audience is in any situation.
Under the heading of authentic leadership, understanding The View’s purpose in the customer services department is to, meet the aims and objectives for customers needs in maintaining a smooth transition from inquiry to ticket purchase.  According to (Covey, 1989) starting with the end first and foremost in your mind, as all things are created twice.  First is the mental creation and secondly the physical creation. 
Practicing solid values, the customer service department values the customer, each email from a customer was dealt with on a personal basis and the email templates were rarely used.  Customer complaints received an email followed up by a phone call, and progress updates until the complaint was rectified.  Competency is a value that is highlighted in the day to day activities of the department, as this was a strength that was needed when one was dealing with very difficult customers. As stated by (Byham, et al., 2000) specified opportunities and 
Cont:
expectations, of all involved, means that it is vital that internal forces and politics interrupt the development,  therefore offering assistance regarding implementation in the department is valuable.
Leading with the heart, having empathy in situations when The View had to cancel planned bookings in time slots that were booked months ahead.  Finding a solution that satisfies the customer, and the department, as some of these visits were extremely sentimental, was a strong interpersonal skill.  According to (Rittenhouse, 2001, p. 83) is this an excellence that is needed in business, to which the answer is possibly negative.  This is where the importance of leading with authenticity within oneself takes courage.
Establishing connected relationships, The customer services department, although the department specifically dealt with queries and complaints about The View, the department would receive queries and complaints about The Shard restaurants, the security department, photography department, and the hotel.  Working so closely alongside these businesses meant that one had a positive raport and an enjoyable working relationship.  As stated by (Brittain, 2018) Human Resources Director, Louise Smalley, Remaining fixated on improving the core people strategies with constant listening in conversations that work both ways.
To demonstrate self-discipline comes as second nature, as one prides themselves by work conduct, and working within a small team enables people who do not pull their weight in the department to be transparent, and work on those areas effectively.  (Brittain, 2018, p. 3) states, support by robust risk management and governance framework and an approach that is disciplined and improves capital management.
 
One's weaknesses prevent reaching the next step in leadership.  The element of self-doubt surfaces when learning new skills.  Time management, learning to delegate and utilise the call centre to the full capacity.  Aiming to complete too many daily tasks. Utilising excel for data purposes, as more time needed for training, and the internal customer services team is small.  








Whitbread Report
This is a critical analysis of the Whitbread Annual Report 2018.  The chief executive Alison Brittain shares the vision.  This report focuses on their vision of maintaining a well-known brand.  At the heart of the brand is the customer, and this is evident throughout the report.   The report shows the invested learning and training time available for employees, in both Premier Inn and Costa Coffee.  Revenue growth is part of everyday competence, being a strength in the community helps everyone have the opportunity to work and live well collectively.  Sustainability plays a major role in the company’s growth and world growth. The report also highlights the three main key performance indicators, which is the core part of innovation for growth in the businesses.  To remain focused on the business strengths, and lastly to build capabilities for growth over a long term period.  
Alison Brittain represents Responsive Leadership.  As chief executive, she states throughout the report, she has the interests of all stakeholders, and shareholders, to maximise the value of the business to deliver the plan.  Transformational leadership developing internal talent, Alison and her team want to ‘Grow Their Own Leaders, according to this book (Byham, et al., 2000) states that if you grow and develop your own leaders by giving people with great potential the opportunity to gain fresh skills and understanding to tackle new responsibilities. The report adds the essence of connecting with staff and staff retention, this comes under the banner of Authentic leadership, which is also clearly visible in Alison’s leadership style.
The report incorporates touches on coaching, according to (Dent, 2012, p. 63) the coaching skills equip staff with a deeper recognition of success for self-development.  A soft skill also highlighted in the report is, consistent listening, according to (Borg, 2007, p. 13) of the many facets of communication to be able to listen is vital, The art of persuasion is powerful if you have the capability to hear what other people have to say.
The report also has an element of emotional intelligence is also visible, developing a fullness in work relationships. Giving back to the community overseas and showing empathy through diversity. 
From a personal perspective,  it would be beneficial to read an in-depth paragraph on the coffee bean workers overseas, how has their community benefited from community involvement, in addition how sustainable is life for the growers and their families.  The vision is truly mesmerising and seemingly flawless.  This report shows strength in abundance, yet the weaknesses are not highlighted as a true measure of growth.  The emphasis of the customer is at the core of the business, Premier Inn, the is reflected in the positive feedback from customers on Trip Advisor.  The investment in training staff which puts the customer first in Costa Coffee is not evident in the Trip Advisor Feedback, as overall the feedback is seemingly negative. 
 




Compare and Contrast Leadership Styles
In comparison to Alison Brittain, the personal leadership style that one has adopted is the Authentic Leadership style, which touches on Responsive in regards to the stakeholders.  Referring to oneself as ‘leading with the heart’ is a profound statement, that reflects, whom one was born to be, on the other hand, Alison Brittain is an advocate for transformational and leadership, that does not encompass heartfelt decisions but strategic, Alison's leadership style also touches on the constraints of politically Astute Leadership, as she emphasises on long term goals and plans.  Where the two styles meet is believing the customer is the centre of the business and the belief that being efficient drives profitable growth.  Sustainability, The View incorporates ways to become more sustainable in a responsible fashion.  Both Responsive and Authentic Leadership agreeably understand their business purpose, Alison’s leadership style encourages Transformational leadership, as does the View from the Shard within the customer services department.  
According to (Bernstein, et al., 2016) The Holacracy Model substitutes conservative management pyramid.  The power is spread throughout the company teams and individuals the opportunity of freedom to manage themselves.
 If there is one thing one would adopt of Alison Brittain’s leadership style that would be to incorporate a longer-term growth plan.  From ones personal style of leadership style Alison should try in certain aspects to lead with the heart, it gives the business a more contemporary feel, that conforms to the ever-changing scope of the business world and to society.  One aspires to be a level 5 leader and the inspiration comes from Maya Angelou, a voice of reason.

















What is level 5 Leadership?

According to (Collins, 2001) Level five leadership refers to the maximum level of executive hierarchy capabilities.  There are levels one to four, the leaders at these particular levels do yield high levels of accomplishment but fall short of the height needed to raise organisations.   Level five leadership takes a company from commonplace to excellence that is sustainable.  Some of the characteristics of level five leaders that they possess naturally are; humble, an intellectual openness, modesty, and respect.  In addition to these characteristics level five leaders are ambitious, they believe in and are for the cause, they are for the work and the organisation and they are not for themselves.  A level five leader will do whatever is required to ensure the determination of the cause.  
A principal example of level five leadership according to (Collins, 2012, p. 27) is Darwin E. Smith who became chief executive of a paper company, Kimberley Clark. Darwin doubted he was the right choice for this job role.  Darwin continued in this position for twenty years, in that time he shaped a spectacular renovation in which turned Kimberley Clark into the foremost company of paper products.  Darwin was a combination of humility to the extreme and proficient will.  The mixture and blend of these characteristics define and describe the substance for the occasional experience of changing an organisation from good to great. 



CONCLUSION
The overall importance of this essay is discovering what is leadership?
Historically, management and society have structured leadership like a pyramid leading from the top down.  Times have changed and flatlined giving staff the opportunity to lead how they feel in a more confident and comfortable way.
Leadership is having a vision that is created and inspires people to deliver what does not exist at present.  It is possible for some leaders to grow and develop but seemingly does this mean they lead with fear and power with a degree of self-importance and not from the fundamental things that make good leaders.  The skills and competencies are important factors in leadership being confident, trust-worthy, adopting the art of persuasion, being able to deliver and taking ownership.  Motivation, to inspire followers you have to be able to transmit your vision and recognise hard work and reward accordingly.  
There are qualities that we have as children that highlight natural born leaders, however, there are processes that can be taught, a true leader will not let you fail, and the characteristic that gives a leader automatic trust will encourage followers to remain by your side.  According to (Blanchard, 2010) people from all professions have taken to a self-serving leadership style rather than leadership that serves others, they have been habituated to think about leadership in relation to control and power.  
Having a social responsibility as a leader to incorporate diversity within the organisation and promote organisational culture.  
Thus to be a leader, according to (Blanchard, 2010) you should be true to yourself.  Having confidence that allows you to express yourself, to gain trust supported by a leadership style.  
To aspire to be a level five leader, you have to have the ambition to drive the cause for the company with an intensity and determination of will to renovate a good company into a force of greatness.
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