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Reflective Report on Leadership and Management during Placement at Ibis Styles Crewe,front desk.
Introduction

 

Leadership is one of the most critical elements influencing employee performance, motivation, and guest satisfaction in hospitality operations (Yamak & Eyüpoğlu, 2018). Effective leadership helps ensure smooth coordination, service consistency, and positive employee morale (Hughes et al., 2018). Leadership theories show that managerial decision-making, whether formal or informal, can significantly affect subordinates’ performance and engagement (Elkhwesky, Salem, & Barakat, 2019).

 

During my 10-week placement at Ibis Styles Crewe, located at the Crewe Business Park, I worked in the Front Desk Administration Department, handling guest check-ins and check-outs, processing reservations, and resolving guest issues. This experience allowed me to observe first-hand the impact of leadership on staff motivation and operational efficiency.
 

In this reflection, I will critically examine my placement experience through the lens of leadership theories, linking practice with concepts such as transformational, servant, and laissez-faire leadership (Bass, 1990; Eva et al., 2019; Luo, Marnburg & Law, 2017).

 

Placement Experience and Leadership Observations

 My duties at the front desk included managing bookings through the Opera PMS system, addressing guest queries, and liaising with housekeeping and maintenance teams. However, I quickly noticed leadership challenges. For instance, bar staff and housekeepers were often reassigned to front desk duties, despite lacking the necessary training. This created frequent communication errors and delays.

 

Both the general manager and deputy manager displayed a laissez-faire leadership style, characterised by minimal guidance and limited involvement in daily operations. Staff were often left to make decisions without support or feedback. For example, when a guest complaint required a refund, I had to wait for managerial approval, but both managers were unavailable. This caused frustration for both the guest and the team.

 

Uniform inconsistency also confused. While I wore a formal shirt, other front desk staff wore casual attire, leading guests to misidentify roles and reflecting poor management of professional standards.

 
Initially, I was enthusiastic and motivated to apply my hospitality skills. However, as the placement progressed, I felt frustrated and demotivated due to the lack of direction and leadership engagement. The absence of structured guidance made me hesitant to take initiative, as I feared making unauthorised decisions.
At times, I felt uncomfortable when managers ignored operational challenges raised by the team. This diminished trust and made it difficult to maintain enthusiasm. Despite these challenges, I developed confidence in handling guest complaints and learned how to remain calm in high-pressure situations.
Evaluation
The placement offered valuable insights into how ineffective leadership directly affects team morale and service quality. The laissez-faire leadership style observed at Ibis Styles Crewe often led to disorganisation, task duplication, and employee dissatisfaction. This aligns with Luo, Marnburg and Law’s (2017) findings that passive leadership leads to reduced motivation and poor service performance.Conversely, I saw the benefits of empowering and transformational practices when staff collaborated informally to resolve guest issues. When colleagues supported each other, guest satisfaction improved. Such teamwork reflected traits of transformational and servant leadership, which are linked to innovation and morale (Bass, 1990; Eva et al., 2019).
Analysis
The management style at Ibis Styles Crewe closely reflected laissez-faire leadership, characterised by limited supervision, delayed decision-making, and avoidance of accountability (Luo, Marnburg & Law, 2017). This lack of structure lowered staff engagement and performance. In hospitality, where teamwork and responsiveness are crucial, such leadership is highly detrimental (Tromp & Blomme, 2014).
Research suggests that transformational and servant leadership create a more positive culture, encouraging initiative and shared responsibility (Ruiz-Palomino et al., 2019; Zoghbi-Manrique-de-Lara & Ruiz-Palomino, 2019). If Ibis Styles Crewe had adopted a more participative approach, staff could have been empowered to resolve issues independently, leading to higher guest satisfaction and reduced stress.
Furthermore, inconsistencies in staff uniforms and unclear communication channels reflected a lack of ethical and responsible leadership. Zhang et al. (2020) note that safety and consistency in visual identity are vital to building guest trust and employee confidence.
 Conclusion
My placement experience highlighted how leadership style directly influences operational efficiency, employee satisfaction, and guest experience. The laissez-faire leadership I observed led to confusion and low motivation, whereas brief moments of collaboration among staff demonstrated the potential benefits of transformational and servant leadership.

 

This experience has encouraged me to develop a more assertive and proactive leadership style in my future roles, focusing on communication, empowerment, and ethical responsibility. Effective leadership in hospitality requires balancing task orientation with people orientation, fostering both service quality and employee well-being (Rabiul & Yean, 2021).

 

Action Plan

Development Goal ,Strategy, Timeline

Improve assertiveness. Attend a leadership and communication workshop within 2 months.

Strengthen PMS/CRM proficiency, complete advanced training modules online ,Ongoing.

Develop leadership understanding. Read case studies on transformational and servant leadership before the subsequent placement.

Enhance ethical awareness. Participate in a short course on workplace ethics within 3 months.
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