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Leadership Styles in Hospitality: Their Role in Team Effectiveness and Employee Morale, with a Focus on Laissez-Faire
Leadership is a fundamental success factor in hospitality, determining team functioning, employee engagement, and service delivery quality. Laissez-faire leadership is one of the leadership styles that influence hospitality management, as it is one of the unique ways where employees operate without much managerial intervention (Mullins & Dosser, 2013). Laissez-faire leadership has a specific role to play in hotel management in companies that value employee autonomy and personalised guest experiences. The effectiveness of this strategy is contingent on the level of organizational structure and support provided to its employees.
When it comes to creativity and employee autonomy in hospitality, such as luxury hotels and boutique accommodations and their personalised service, this leadership style is most appropriate. It encourages innovation and employee satisfaction, but at the same time, it can lead to inconsistent service standards and no accountability. The approach leads to creativity and satisfied staff while improving adjustment capabilities but creates dilemmas regarding supervision quality and services, standard consistency, and possible employee detachment (Boddy, 2017). The evaluation in this essay discusses laissez-faire leadership styles that affect the performance of the team and staff satisfaction in hospitality organisations in the United Kingdom. Craig Poole's and Ritz-Carlton’s leadership styles are explored in the UK hotel organisations to determine the impact of laissez-faire management on current hotel management.
Leadership acts as the essential force that determines both team efficiency and worker spirit in the hospitality industry. Leadership can be deemed as the driving force that affects both the productivity of particular teams in the hospitality industry and the workers’ enthusiasm. Various leadership theories act as the foundation for analysing how leadership approaches influence employees’ behaviours, decisions, and service delivery quality (Raj & Dixit, 2017). In the trait theory, leadership comprises natural attributes such as confidence coupled with decisiveness as well as a vision that will help in directing the team. According to behavioural theories, leadership development happens through learning so leaders gain skills that help them address organisational requirements (Chiang et al., 2021).
The hospitality industry has recognised transformational leadership because it activates employee dedication with visionary leadership that promotes innovative practices. Leadership transformation creates an environment for continuous improvement and high-performance standards, especially crucial for The Ritz-Carlton luxury hotels, which rely on personalised service with meticulous attention to detail. The increase in operational effectiveness through reward-and-punishment systems that transactional leadership employs leads to diminished employee motivation and reduced levels of innovation (Huczynski & Buchanan, 2019). Standardised chain hotels apply this operational method in their practices.
The democratic leadership model frequently appears in hospitality to involve staff members in organisational decisions, which improves teamwork together with job satisfaction (Ntalakos et al., 2022). Employee engagement together with customer-orientated service makes this style an effective choice for hotels. The strict control and top-down decision-making style of autocratic leadership find application in high-pressure operations such as large-scale catering because efficiency with precision becomes essential.
Under laissez-faire leadership, managers provide minimal oversight and offer maximum freedom to their employees. The lack of intervention from managers shows benefits when staff members demonstrate their self-motivation yet provides challenges to maintain uniformity and evaluation standards (Ahsan & Khalid, 2023). The dynamic character of hospitality requires knowledge of these leadership theories to identify the optimal managerial method for staff management and sustaining high employee spirit and guest fulfilment (Elkhwesky et al., 2022). The leadership style succeeds best in organisational settings that bring together well-competent staff who work independently to solve problems.
The UK branch of CitizenM Hotels implements a flat organisational structure where their staff members, known as "ambassadors," fulfil diverse roles without requiring executive supervision (Verawati & Hartono, 2020). Staff members have the authority to make instant decisions about services that enable them to create unique guest interactions that increase customer satisfaction. The initiative at CitizenM allows staff to feel trusted in delivering excellent service, creating high employee morale and team effectiveness.
Another notable example of Ritz-Carlton London represents an important endorsement of empowerment culture. Staff members at Ritz-Carlton London receive authority to spend up to £2,000 on guest needs without needing managerial oversight. Frontline employees receive the freedom to solve guest concerns under Laissez-faire principles because they do not need to wait for decisions from higher levels within the organisation (Sergeevna, 2024). Ritz-Carlton boosts both customer loyalty and employee job satisfaction through employee trust that enables staff members to gain a sense of value and capability to create substantial impacts.
The unstructured nature of laissez-faire leadership exists only in limited degrees. Hospitality organisations that succeed with this approach start by training their staff and establishing a clear vision so their employees can function independently but maintain the organisation through periodic progress checks (Robbins & Judge, 2017). The proper application of laissez-faire leadership leads to innovative approaches and efficient operations together with high team morale, which creates the competitive advantages needed in contemporary hospitality operations (Liu et al., 2024). The practical use of laissez-faire leadership demonstrates its valuable features for maintaining operational success in evolving hospitality settings.
Having specified the basic features of Laissez-Faire leadership, it is necessary to consider its benefits, especially in the hospitality industry, where employee autonomy can lead to improved service quality. Laissez-faire leadership encourages creativity, improves employee satisfaction, and increases adaptability in hospitality, which are all important factors in exceptional service and operational efficiency (Xia, 2022). The leadership style empowers staff members to make workplace decisions, which leads to enhanced creativity and problem-solving abilities that this service industry requires for tailored, personalised guest service delivery in this industry. The leadership style boosts employee morale when employees experience trust and validation while raising their job satisfaction levels and motivation.
The main strength of laissez-faire leadership in hospitality exists in its power to stimulate employee creativity and service evolution (Liu et al., 2024). Workers who manage their own decisions at work tend to create personalised guest encounters, which results in better customer satisfaction. For instance, staff members at the Zetter Townhouse in London receive the freedom to develop guest-specific experiences because management avoids imposing strict rules. This aspect of freedom empowers the staff to come up with an individual service provision for each guest, thus offering customers remarkable experiences (Huczynski & Buchanan, 2019). This is because the more the employees are proud of the memorable experience they make, the more they enhance superior guest satisfaction.
Furthermore, this leadership approach provides higher morale to the employees due to its effectiveness in empowering the workers (Baytok et al., 2023). The study proves that employees with work independence levels are more satisfied and engaged in the workplace. The application of this leadership style can be observed at DoubleTree by Hilton in Reading by Craig Poole. Poole maintains high rates of job retention and improves the relations with the guests because he selects employees from different backgrounds and empowers them to do their work; he also encourages them to embrace diversity and inclusion in the workplace (Mullins, 2019). The case of leadership under Craig Poole shows that when one empowers his/her subordinates, they can deliver quality services to the employees.
In addition, laissez-faire leadership helps organisations improve their flexibility when working in high-speed environments of the hospitality sector. In times of a guest complaint or service failure, self-organising employees can address the situation without seeking approval from the management. Immediate service recovery plays a crucial role in luxury hotels because laissez-faire leadership enables fast action from employees who need to respond quickly to customer complaints (Mullins, 2023). The right balance of laissez-faire leadership results in superior team performance and enhanced workplace spirit in hospitality establishments.
Although Laissez-Faire leadership has many benefits, it does not work well in the hospitality industry, where customer expectations are high, and consistency of service quality, accountability, and guidance is necessary. When supervisors fail to monitor their teams directly, several problems arise, including deficient structure, unclear roles, poor performance accountability, and variable service levels, which degrade both operational performance and staff satisfaction (Yilmaz & Konaklioglu, 2022).
The main drawback of this method of leadership involves its unclear organisational structure that produces employee confusion, particularly among novices entering the industry (Baytok et al., 2023). Hospitality employees need regular instruction about service standards, company procedures, and correct guest relations protocols. The absence of proper oversight creates difficulties for employees to decide appropriately according to company standards, thus leading to inconsistent services. For instance, guest complaints occurred in independent boutique hotels throughout the UK because managers who kept no oversight faced service inconsistencies among staff members when employees applied their interpretations of company values independently (Liu et al., 2024).
Another crucial disadvantage of laissez-faire leadership involves decreased accountability measures. The absence of regular evaluation when granting employees complete autonomy may cause some workers to lose their dedication or fail to fulfil their responsibilities (Robbins & Judge, 2017). The problem of low accountability affects hotels with large chains because standardisation and uniform service play a vital role in such operations. Thomas Cook’s hospitality division suffered failure because its decentralised approach combined with inactive leadership created operational inefficiencies (Ubi, 2017). Lack of structured guidance at the company led to poor market adaptation, which negatively affected worker effectiveness and staff morale even though the situation did not fully match Laissez-faire leadership attributes.
Moreover, employees tend to lose interest when managers do not provide their support. Autonomy benefits skilled employees, but entry-level staff along with less confident workers will likely feel unsupported, which leads to dissatisfaction with their work (Rollinson et al., 2008). High employee turnover rates in UK hospitality post-pandemic hotels occurred because workers felt left without proper leadership support in times of uncertainty (Liu et al., 2024). Consequently, the application of laissez-faire leadership requires proper management to prevent successful service standards from declining and employees from disengaging and lacking accountability, especially within hospitality operations.
The effectiveness of laissez-faire leadership in hospitality depends on achieving proper harmony between structured guidance and strategic oversight. When implemented correctly, laissez-faire leadership produces excellent service results and employee empowerment along with creativity yet stands to lose effectiveness when it lacks support. Multiple hotels in the UK have integrated Laissez-faire principles together with structured leadership approaches to achieve the best possible team productivity as well as worker satisfaction (Vinod, 2022).
Another way of enhancing the benefits of laissez-faire leadership is when leaders use clear communication linked with structured operational frameworks. Staff members must receive the freedom to work independently with definite performance requirements and operational standards with regular assessment sessions. The Savoy Hotel in London applies blended leadership by giving their team members complete decision capabilities while conducting consistent coaching and professional learning sessions (Yates & Murray, 2024). Employees achieve both innovative thinking and high service standards because of this approach.
In addition, the organisation must establish ongoing programs to develop its employees. Employee training gives workers the essential competencies, self-assurance, and comprehension to execute independent choices that meet quality standards. The Ritz-Carlton Hotel Company maintains its renowned customer service through the laissez-faire leadership style and detailed training programs for employees (Chen et al., 2022). The company provides extensive onboarding and service training to employees that enables them to make independent guest-orientated decisions. Structured autonomy throughout the organisation leads to sustained high ratings from hotel guests.
The hybrid leadership model combining laissez-faire principles with democratic practices has become successful for UK hotels. Under this method, employees gain independence to act but can receive managerial support whenever needed. The UK hotels of CitizenM operate through a leadership model that provides staff members with free rein but keeps their doors open for mentoring services (Liu et al., 2024). With these contradictory results, laissez-faire leadership in the hospitality sector has the potential to be successful if it can balance autonomy with structured training, management, and clear communication, giving the employee empowerment and yet ensuring the service consistency. It indicates that all these elements can lead to the achievement of employee empowerment, accountability, consistent service delivery, and high morale among the employees within the hotel industry.
The laissez-faire leadership style in hospitality has a unique model that offers workers freedom, scope of creativity, and self-governance control. Lack of supervision enhances the generation of ideas that lead to high levels of employee job satisfaction and satisfaction from guests, as seen in The Ritz-Carlton’s empowerment system and CitizenM self-government. Decision-making and self-management empower employees and encourage them to work hard, thus enhancing the efficiency of the teams that are involved. However, this leadership style also has some disadvantages, which are role confusion, lack of responsibility, and possible variability of service delivery. As observed in the account of Thomas Cook’s operational woes and some of the inefficiencies in some boutique hotels, the overemphasis on this remote approach leads to a lack of engagement and, consequently, poor performance, especially under pressure. Laissez-faire leadership is effective in hospitality when there is a balance in the application of the style. Successful hotels are in direct correspondence with their employees, provide staff training and schedules, and conduct occasional manager check-ups while enabling the staff to be as autonomous as possible. Balancing the laissez-faire and structure policies is the best framework for rewarding the staff and, at the same time, ensuring order and guest satisfaction for the long-term success of the hotels in delivering services in the hospitality industry.
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