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Introduction
My Level 6 placement at the Holiday Inn Manchester City Centre was in the Meetings and Events department and included management of nine modular meeting rooms and a large ballroom that can be used as a conference space (up to 300 delegates), regional corporate events and private events (Central Hotel: Holiday inn Manchestercity center n.d.). My job title was Events Assistant, which included pre-event site checks, client and kitchen interactions, overseeing room set ups, service on the day and post-event feedback compilation. This log examines one of the operational problems that I regularly saw, inconsistent management style between supervisors and the way this disparity was impacting staff motivation, operational consistency and the guest experience. I associate these observations with certain findings of my Level 5 Management and Organisational Behaviour course (of comparing transformational, transactional and situational leadership) and Personnel Resourcing and Development studies of organisational culture and employee engagement. The Level 4 learning (Marketing Essentials / Hospitality and Guest Services) is also reflected on to determine how the meeting positioning of the hotel fits in with frontline service delivery.
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[bookmark: _Toc213204148]Reflection in the department and identification of the problem.
The Meetings and Events business of the Holiday Inn Manchester need accurate cross-functional integration AV, banqueting, housekeeping, and front desk should be playing in harmony. On a series of occasions, I observed leaders employing very different leadership styles by their supervisors. The style of the Events Manager was usually transformational/democratic: the goals were clear, delegation was present, and the suggestions were encouraged. Conversely, in some of the shifts, the supervisors who were on duty, changed back to transactional or autocratic behaviour giving direct orders without explanations, or two-way communication (Kristian, n.d.).An actual example can be given of the effect: at one such regional sales conference, a two-day event, conflicting instructions by two supervisors regarding seating layout and coffee break windows resulted in reconfigurations happening several times. There was confusion among volunteers of the hourly-paid staff who did not know whom to listen to; production time was prolonged and employees were clearly demoralized. Visitors did not openly scold, but there were minor time wastes in planned discussions and a hasty coffee service, which do not augur well with the marketing message that the hotel offers to its customers of a hustle free, business-like events in venue listings and business-to-business promotions. This inconsistency is important as my Level 5 assignment comparing the leadership styles came to the conclusion that transformational leadership with the greatest consistency results in more discretionary effort, solves the problem better and team more resilient - exactly what is required in an events setting where change is a constant.
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Leadership theory applied. Level 5 I made an analysis of the categories of leadership as outlined by Lewin and more modern differences (transformational vs transactional) (Khan, 2023). The Events Manager was transformational in nature: she had a clear purpose of the event, consulted the team and complimented initiative. This strategy was in line with my assignment results which showed that transformational leaders boost intrinsic motivation (Cheng, 2023). On the other hand, the transactional/authoritarian supervisory behaviour that I observed reflected the contingent reward and the directive component of the transactional theory; it provided immediate compliance at the expense of problem-solving (Harris, 2025).
Personnel Resourcing- Development connects. In the coursework of Level 5 PRD, I re-examined organisational culture models (Schein) and drivers of employee engagement (recognition, development pathways, psychological safety). When leaders led shifts democratically, casual employees stated that they felt heard and provided small functional suggestions (e.g., the break-station trays), which were moved to speed service (Yang, 2025). Workers under autocratic managers went back to minimal-task behaviour an influence that Herzberg defined in his motivator / hygiene differentiation: the leadership style was a hygiene (quality of supervision) as well as a motivating variable (recognition, autonomy) (Matters, n.d.). The correlation was proved by mini-action research that I conducted myself in the course of week five (informal notes and brief staff discussions): positive leadership - higher proactive behaviour.
Level 4 service and marketing intelligence. I applied the concepts of expectancy-disconfirmation and service blueprinting to assess the guest impact as applied in Marketing Essentials and Hospitality and Guest Services (Rachman, 2024). The ease and reliability are promised in the marketing of venue-finder listings of Holiday Inn and LinkedIn (LinkedIn sponsored posts targeted at SMEs, and a claim of a meetings package). However, the internal inconsistency that I have noticed predisposes process variability that heightens the chances of disconfirmation - service provided below expectation. The learning log on Level 4 told me that service recovery protocols and frontline empowerment are central in making marketing claims fulfilled (Ong, 2025); this was not consistent throughout the shifts.
Individual introspection and definite training. At first, I was accustomed to any kind of leadership that was in place. As time went on, I would independently keep a record of common areas of friction (when, point of decision making, point of single contact, etc.) and brought it up individually with the Events Manager. This was a Level 5 understanding: good leaders develop upward feedback systems (Huebner, 2021). The Events Manager implemented that feedback by experimenting with five-minute pre-shift briefs and one delegated decision-owner per event a change which made ambiguity immediately less. It is on this position that I have decided to use a situational leadership style in my future position, by combining both transformational direction with transactional clarity where timescales are critical.
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Step 1: Operational change: Forced pre-event alignment huddles:
Provide a 10-minute structured pre-event huddle of all the supervisors and key team members. Agenda: brief of the event, a one-on-one confirmation, contingencies, and expectations of guests. Conforms to industry convention (Marriott/Hilton "stand-up huddles") and Level 4 service blueprint guideline - making the process the guest is promised to be meet the marketing promises. Early results: less conflict between instructions, increased reaction to alterations, enhanced staff faithfulness.
Step 2: Supervisor Leadership calibration workshops (culture change):
Training every quarter that will involve short theory (transformational vs transactional) training and role-plays based on actual event scenarios that happen in the field. Workshops are informed by my Level 5 research of management that indicated that transformational behaviours (vision communication, recognition) increased discretionary effort. Anticipated effects: increased leadership behaviour consistency, increased staff engagement, improved cross shift continuity.
Step 3: employee involvement and Rapid feedback.
Institute an anonymous and brief post-shift feedback survey and monthly recognition spotlight of those supervisors who exhibit a steady team-based leadership. The latter is closely connected to Personnel Resourcing and Development results of psychological safety and recognition as the drivers of engagement. Anticipated outcome: more improvement ideas will be reported, casual staff will not leave, and the warmth of the services will be perceived by the guests.
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The positioning at Holiday Inn Manchester City Centre strengthened the argument that leadership consistency is no longer a marginal HR issue, but a fundamental working tool in Meetings & Events. Using certain Level 5 knowledge (transformational leadership, situational adaptation) and Personnel Resourcing theory (organisational culture, recognition), I was able to determine specific, realistic interventions, which are congruent with Level 4 service and marketing theory on expectation management. Having a firsthand experience in the documentation of issues, creating pre-shift briefs and assisting the pilots in their flights turned the theory into practice and enhanced the flow of one event within several days. The experience has helped me understand what my leadership style is, which is the situational- transformational providing vision and autonomy where feasible and in situations where it is necessary, offering transactional direction. The three-step plan is expected to yield quantifiable results in terms of motivating staff, operational consistency and capacity of the hotel to perform according to what it promises to in the market, i.e. professional and seamless events.
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