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Abstract
This research study is an investigation to establish the importance of employee satisfaction in determining operational performance in ibis Nottingham. This research was carried out in reaction to the current labour shortages, increase in turnover and mounting pressure on service in ibis Nottingham. The understanding that hotel activities are very reliant on human capital is what informed the study to critically analyse the role of employee satisfaction on the fundamental operational performance measures and to determine the viable options of improving workforce stability and service delivery.
The main aims of the study were to find the most significant factors affecting employee satisfaction in the placement hotel, to test the correlation between employee satisfaction and the measures of operational performance including service quality, efficiency, staff retention, and financial measures, and to provide the evidence-based management practices that may be applied to reinforce and enhance the level of employee satisfaction and operational performance. It was based on a qualitative case study approach, which relied on secondary data, such as the results of employee engagement surveys, HR turnover statistics, departmental KPI dashboards, and guest satisfaction metrics. They were analysed with the help of thematic analysis to determine common trends and correlations between the aspects of satisfaction and operational outcomes.
The results of the survey indicate that the level of satisfaction among employees in the placement hotel is largely influenced by five factors that interconnect with each other, namely, leadership and managerial support, workload and staffing levels, quality of internal communication, career development opportunities, and recognition and reward systems. Departments with greater perceived managerial support and clarity on communication showed lesser turnover rates, lesser absenteeism rates as well as greater guest satisfaction ratings. On the other hand, the high workload at the time of high occupancy rates was linked with high rate of complaints, low service efficiency and high rate of attrition. Structured training and development programmes were discovered to lead to better retention and revenue performance and transparency in recognition practices to better engagement and productivity.
The study establishes that employee satisfaction is a strategic operation lever and not just an HR issue. Satisfied staff members were more committed, regular in providing services and enduring during the times of high demand and this affected customer experience and financial sustainability positively.

According to these results, the research suggests more robust workforce planning in season times, the improvement of internal promotion processes, the organisation of wellbeing programs, and the establishment of clear policies of performance-based recognition. All these measures will likely enhance staff retention, service quality, and long-term operational stability in the placement hotel.
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[bookmark: _Toc223007436]CHAPTER 1: INTRODUCTION
The hotel industry is a major contributor to the national economy as the UK hotel industry has to face considerable operational and labour constraints, which directly impact organisational performance (IHGPLC, 2025). This is because in 2025, there were 107,000 job openings in the sector, or a vacancy rate of 5.1% per 100 employees; this is significantly greater than the overall rate of 3.2% in the nation as per the year 2025 (Bald Consulting, 2025). This high vacancy rate points to the ongoing staffing shortages in the sector, which puts workforce stress on the existing staff, have the potential to lower job satisfaction, and eventually, performance of operations, quality of services and organization efficiency. Continued labour crises increase the amount of work done by the staff and contribute to higher staff turnover; 73 percent of hospitality managers reported work increasing load and 60 percent higher attrition rates through understaffing (Axonify, 2024). Employee satisfaction and morale are subjected to undue pressure that increases the level of errors, customer waiting time, and compromise the quality of service offered, thus highlighting the relevance of employee satisfaction as a key operation and human resource issue (Ngwa & Bayram, 2026).
The main issue discussed in this study is the clarification of the processes by which employee satisfaction can affect operational performance in hotels in the United Kingdom, especially in the post-pandemic period when the hotel business will have had to face chronic labour shortage, burnout, and pressure on productivity. The existing empirical evidence indicates that employees who are satisfied are more engaged, committed, and more likely to provide quality services, and dissatisfaction is associated with higher turnover intentions and lower performance outcomes (Stamolampros and Dousios, 2024). Various parameters contribute to job satisfaction, such as internal communication, psychological well-being, managerial support, and work-life balance, and all of them impact each other when it comes to employee retention and operational performance measures in service-intensive settings (Patrichi et al., 2025).
This study explored the correlation between operational performance and employee satisfaction in the UK hotel industry, specifically ibis Nottingham, critically to gain an in-depth understanding of the organisation under the case-study methodology to elicit subtle aspects of the organisation. To accomplish it, the research organises three purposes, namely: (1) to examine the main factors of employee satisfaction in ibis Nottingham; (2) to examine the correlation between employee satisfaction on operational performance variables, including service quality, efficiency, and staff retention; and (3) to identify viable ways how hotel can implement employee satisfaction and improve operational outcome. On this basis, a research question is developed: (1) What are the most important factors contributing to the employee satisfaction in ibis Nottingham? (2) What is the relationship between satisfaction and the operation performance metrics and (3) Which management practices are most effective to improve the level of employee satisfaction and operational performance?
The importance of this research is in the fact that the forthcoming operational success in the hotel industry relies more on human capital performance, as technological solutions are not enough to bear the cost of labour shortages without taking into consideration the issue of satisfaction. The practical implications of the satisfaction/performance relationship are a focus on HR strategy, customer satisfaction and financial resilience, especially where customer interactions rely more on employees, such as in a service-based organisation. This dissertation is divided into five chapters: Chapter 1 of the dissertation provides the background of the research context and questions; Chapter 2 is the literature review; Chapter 3 is the methodology; Chapter 4 will discuss findings and conclusions: Chapter 4 provides findings and discussion; and Chapter 5 gives a conclusion and recommendations.











[bookmark: _Toc223007437]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc223007438]2.1 Theoretical Foundations of Employee Satisfaction
Available literature on employee satisfaction in hospitality is largely based on the motivational theories to describe its role in performance. The Two-Factor Theory proposed by Herzberg differentiates between hygiene (e.g., pay, working conditions) and motivators (e.g., achievement, recognition) (Patrichi et al., 2025). A study of 445 hotel employees in Jordan suggests that motivation factors and hygiene factors affect job satisfaction, but employee empowerment mediates on performance results, which substantiates the applicability of Herzberg in the hospitality sector in which intrinsic job-related factors tend to outweigh salaries (Aluning and Malkawi, 2025). Herzberg, however, has been criticized methodologically (especially self-report bias), which can overrate the relationships between motivators and satisfaction.
According to Maslow’s hierarchy of needs, satisfaction arose to describe the fulfilment of the physiological needs, the safety needs, the belonging needs, the esteem needs, the self-actualisation needs and the self-self-actualization needs. Current studies in hospitality support this notion with the idea that employees can be more effective when they feel psychologically safe and they have chances of development (Patrichi et al., 2025). Nevertheless, the Maslow model does not have empirical evidence that supports rigid hierarchy, and Western, culturalized assumptions do not necessarily apply to all the hotels settings. Job Characteristics Model (JCM) states that skills variety, task identity, task significance, autonomy, and feedback lead to meaningful work, which increases the levels of satisfaction, performance, and reduces emotional exhaustion (Othman et al., 2025). However, employees in the less specialized hospitality professions, who in most cases do simple repetitive jobs, might not enjoy the full fruits of the elaborate job design in JCM.
According to social exchange theory (SET), employees are more committed to organisation support and give better services. It is proved that the perception of organisational support increases satisfaction and reduces turnover (Abdou et al., 2022). A more hybrid model of hospitality is proposed to address the gaps in the current models. This model incorporates Herzberg intrinsic motivators, extrinsic motivators and Maslow’s multi-level needs, job-design factors in JCM and reciprocity in SET, both intuitive to routine and complex hotel jobs. The outcome is a more detailed image of how satisfaction is one of the factors that stimulate performance in the modern hospitality sector (Patrichi et al., 2025; Duarte and Silva, 2023).
[bookmark: _Toc223007439]2.2 Employee Satisfaction in Hospitality Industry
The employees working in hospitality undergo a significant amount of stress due to work at an odd hour, less career advancement, management challenges, and the long-term consequences of COVID-19. Staff across the globe often have to work either overnights, during weekends or seasonal changes. Such patterns of work disturb work-life balance, increase emotional fatigue, and damage performance, in the cases where workers feel alone or devoid of the sense of purpose (Haldorai et al., 2020). The trend, in the UK, resembles it, although with Brexit, labour shortages have been observed that force the remaining employees to strain. The workloads and reduced opportunities in terms of hiring are a problem of increased stress and disaffiliation.
One of the factors that contribute to employee satisfaction is career development. Lack of clarity or fewer promotion opportunities results to the decrease in organisational commitment and an increased turnover intention of staff. According to meta-analysis, there is a medium negative correlation between satisfaction and turnover in hospitality (r -0.434), meaning of poor growth opportunities employees resign (Ersoy, 2024). This is exacerbated by the restrictions that face post-Brexit migration of EU workers into the UK, diminishing the number of skilled labour and compelling hotels to consider using more temporary workers instead.
The style of leadership is a significant contributor of satisfaction. Transformational, supportive and servant leaders increase engagement and reduce burnout. Moreover, unsupportive or autocratic managers make them more dissatisfied and increase turnover (Wiyono et al., 2024). The COVID-19 changed the image even in more ways: role ambiguity, ambiguous standing of managerial communication, and the overall organisational pressures became the major driver of dissatisfaction (Baquero, 2022). However, a good deal of the post-pandemic studies is based on self-report and cross-sectional surveys which may restrict its reliability and scope. Concisely, satisfaction of hospitality employees is rooted in the combination of workload, leadership, development opportunities, organisational crisis, and other socio-political elements such as Brexit. It demonstrates that staff can hardly be engaged or retained only by the salary.
[bookmark: _Toc223007440]2.3 Operational Performance in Hotels
The key performance indicators (KPIs) that are normally used to measure the performance of a hotel are efficiency and the quality of services, stability of the staff and finances. Job satisfaction and engagement increase labour productivity, and this is usually measured in terms of output per hour. Employees who are happy require less regulation, possess reduced absenteeism and have higher productivity, which enhances overall productivity (Patrichi et al., 21934). However, usual KPIs may overlook some significant aspects: the number of tasks and hours of output does not reveal quality of service, team spirit, and minor details of the experience of the guests.
One of the major issues is high turnover of staff. It disrupts the continuity of service, increases the costs of hiring and training, and destroys knowledge in an organisation. According to meta-analysis, there is a negative correlation between satisfaction and turnover intention (r -0.434), which implies that greater satisfaction will inhibit manpower instability (Ersoy, 2024). Employee turnover in front-line hotels is usually over 50 percent annually, and to maintain the service quality, employee satisfaction is the crucial aspect that must be increased (Ersoy, 2024).
The attitude and behaviours of the employees determine customer satisfaction and quality of service. Workers who feel respected and supported work hard, and they result in increased guest satisfaction and online reviews (Olawuyi and Kleynhans, 2025). Nevertheless, guest rating may be influenced by other irrelevant aspects such as the room cost, brand name, or expectations.
The financial performance such as Revenue per Available Room (RevPAR) can also depend on employee satisfaction as it improves the quality of service and customer retention. Nonetheless, it is difficult to establish a direct cause since the RevPAR fluctuates within the market trends, seasons, and pricing strategies that do not concern the welfare of staff (Olawuyi and Kleynhans, 2025). Engagement mediates contentment with what is done, demonstrating that staff who are emotionally engaged add more value to the effect that contentment has on performance (Patrichi et al., 2025).
[bookmark: _Toc223007441]2.4 Relationship Between Satisfaction & Performance
The relationship between labour satisfaction and hotel performance is highly theorised and emerging research is mounting. According to the service-profit chain, the quality of internal services, as measured by the satisfaction of the staff, is the determinant of the happiness of the guests and the profit. The studies affirm increased turnover reduction and enhanced service outcomes with increased satisfaction (Duarte and Silva, 2023). High-Performance Work Systems (HPWS) are a set of all-encompassing HR practices that prioritize training, engagement, and support, which increase levels of satisfaction, engagement, and output, proving that intelligent HR practices could elevate the experience and performance of employees (Kloutsiniotis and Mihail, 2020).
Nonetheless, there is concern of reverse causality: satisfied hotels might cause good performance, rather than the other way round. In addition, self-report survey is extensively applied in many of the studies overstating relationships. More to the point, engagement frequently functions as an intermediary, transforming the level of satisfaction into additional effort, increased output, and improved service. Evidence based on cross country data indicates that satisfaction falls between organisational support and staff retention, which suggests that the level of engagement is the key bridging HR practices to visible performance results (Truța, 2024).
[bookmark: _Toc223007442]2.5 Research Gap
Despite increased research on hospitality satisfaction, limited research has been conducted in the UK particularly at the individual hotel localities. The instability of the post-pandemic workforce, which are related to labour gaps, high turnover rates, and evolving employee expectations, has yet to be adequately theorised and there is a black hole in the understanding of how it works in practice (Sanoria, 2025). Majority of the studies available are cross-sectional or not based on non-western settings, which restricts their applicability to UK hotels, particularly ibis Nottingham. In addition, not many studies have been conducted that are simultaneously using KPI data collections and qualitative information about the influence of good communication, leadership, and job design on outcomes. Therefore, UK case studies are required to enrich theory and guide effective and evidence-based management of the hotel (Sanoria, 2025).
[bookmark: _Toc223007443]2.6 Chapter Summary
Overall, the chapter has integrated the core theories of employee satisfaction and contextualised them through the realities of the hospitality industry, in such a way that the structural job characteristics, motivation needs and social exchange processes influence the level of satisfaction. It summarises industry-specific determinants of satisfaction, operational performance measures and empirical data concerning the relationship between satisfaction and performance, as well as the gaps, which reinforce the need to perform a specific UK-hotel case-study study.















[bookmark: _Toc223007444]CHAPTER 3: METHODOLOGY
[bookmark: _Toc223007445]3.1 Research Philosophy
The research follows an interpretivist philosophy, which tries to comprehend the subjective experiences of job satisfaction of the hotel employees and how the subjective experiences influence the performance of their operations. Interpretivism focuses on contextualised knowledge and focuses on the perceptions of the employees about the organisation and how their organisations respond to the organisational policies (Panya and Nyarwath, 2022). These subjective experiences are essential in the field of hospitality as it influences the quality of service, engagement, as well as turnover intention, which is not comprehensive enough when using objective measures (Stamolampros and Dousios, 2024). Interpretivist methods permit special attention to drivers of drivers including style of leadership, workload, and internal communication that help unearth operational efficiency which cannot be discerned through quantitative methods. As an illustration, the contribution of perceived managerial support to engagement scores is more than 40 percent among the UK hotels, which explains the significance of the subjective interpretation of organisational activities by the employees (Vargas-Calderon et al., 2021).
[bookmark: _Toc223007446]3.2 Research Approach
There is an inductive methodology of developing theory based on observed staff experiences. Hotels in the UK are experiencing new satisfaction dynamics following the pandemic, influenced by the stress factor, shameful working hours, and burnout (Al‑Badarneh and Malkawi, 2025; Patrichi et al., 2025). The absence of such patterns in current theories means that they warrant a non-deductive design since data-driven information is needed to elucidate the operational performance.
[bookmark: _Toc223007447]3.3 Research Strategy
A single-case study of one hotel in UK is taken. The justification by Yin (2018) shows that the deep context analysis sheds light on complicated phenomena. Single case logic would be appropriate in the investigation of post-pandemic unique dynamics; no multiple case study is required to build the theory in this case. The case is framed by a mid-sized and four stars hotel in a city in the UK, where the organisational culture, staffing, and management perception are the factors that bound the case. The validity will be increased with the involvement of triangulation of employee surveys and internal reports, and industry data (Grobelna and Tokarzacz, 2025; Stamolampros and Dousios, 2024).
[bookmark: _Toc223007448]3.4 Data Collection Methods
The secondary quantitative analysis of employee surveys based on satisfaction and internal reports and external data on hospitality are some of the sources used in this research. Using already existing data of surveys, patterns, trends, and correlations between workforce intervention-free satisfaction and workforce operational outcome can be determined (Vargas Calderon et al., 2021). A combination of several sources (such as organisational documents, industry standards, and academic literature) allows performing cross-validation, which contributes to greater reliability and reduces ethical, and resource limitations associated with the collection of primary data (Grobelna and Tokarz-Kocik, 2025). This powerful and replicable method gives evidence-based resources about how employee satisfaction influences operational performance of the hotels in the UK.
[bookmark: _Toc223007449]3.5 Data Analysis
The thematic analysis as the qualitative method was used to analyse data as it is suitable to identify, interpret and organize recurring patterns in a textual material. The reason behind the selection of this method is that the investigation conformed to an interpretivist paradigm and the purpose was to explain how employees get satisfaction as well as how this feeling relates to organisational performance. The thematic analysis enabled a rigorous examination of the comments of the survey of employees, their reports to the human resource and internal documentation to identify common themes in terms of satisfaction drivers and performance results. The filling in process followed a systematic process. Firstly, open coding was conducted to determine salient units among the data e.g. references to workload pressure, leadership support, clarity of communication, recognition and career progression. These initial codes were then combined into larger groups using the axial coding that allowed the patterns and interrelations to form. Selective coding in the last stage made easier the refinement of the core themes that were relevant to the research objectives.
[bookmark: _Toc223007450]3.6 Ethical Considerations
The research was in line with the University of Western Tasmanian School of design Ethics policy. Since the study involved the use of secondary organisational data as its main source, strict measures were taken to maintain confidentiality and anonymity. No personal identifiers were included in the analysis, and data of different departments were reported in the form of aggregates to avoid individual identification. Data protection principles were followed in the course of the research. All the documents were locked up in password-protected computing devices, and only the researcher accessed them. In the situations where secondary survey data were used, they had earlier been collected by the organisation, and their consent procedures were in place.
[bookmark: _Toc223007451]3.7 Limitations
The research has a number of limitations. To begin with, the fact that a single case study is used makes the results less generalisable to the exact hotel setting under study. Secondly, there is a risk of bias when using secondary data as organisational reports can be biased depending on their managers. Lastly, thematic analysis can have an interpretive quality, despite attempts to be analytically rigorous.


[bookmark: _Toc223007452]CHAPTER 4: FINDINGS AND DISCUSSIONS
[bookmark: _Toc223007453]4.1 Introduction
The findings of this chapter are the results of a secondary qualitative content analysis of internal employee satisfaction surveys between 2023 and 2025, HR turnover records, departmental performance dashboard, guest satisfaction index, and relevant UK hospitality benchmarking reports. The results are structured based on the research objectives mentioned above: the identification of the main factors of employee satisfaction in ibis Nottingham, the investigation of the connection between the variables of employee satisfaction and operational performance, and the evaluation of the managerial activity, which influence the morale of workers and the performance of the organisation. The analysis has determined five dominant themes that determine employee satisfaction: leadership and managerial support, workload and staffing pressure, communication practices, career development opportunities, and recognition structures. These themes are evidently connected with such operational measures as staff turnover, service quality rating, productivity indicator, and revenue performance.
[bookmark: _Toc223007454]4.2 Leadership and Managerial Support
The leadership became the most dominant predictor of employee satisfaction in the hotel setting. The departments who reported higher levels of perceived managerial support were characterized by higher scores of engagements and more operational outcomes which were more stable (Belias et al., 2025). The value of friendly bosses, technical instruction in high-stress shifts, and clear performance standards was often mentioned by the employees. Those situations when managers organized regular briefings and were present on-site during the times of operations were linked with the staff reporting higher confidence and increased value.
This trend is supported by operational data, departments that scored more in terms of engagement to managerial support registered less voluntary turnover and absenteeism compared to the hotel average (PwC, 2022). The level of satisfaction amongst the guests in these departments was also slightly greater indicating that the quality of leadership not only adds to the internal morale of the organization, but also to the external service delivery. On the other hand, departments that employees complained of the low feedback and inconsistent supervisory communication had higher levels of stress and increased turnover levels (Drouvelis & Paiardini, 2021). The results are conducive to the opinion that leadership can be regarded as a key mediating variable between employee satisfaction and operational stability.

[bookmark: _Toc223007455]4.3 Workload and Staffing Pressures
The levels of workload and staffing shortages were also established as the defining factors in employee dissatisfaction. According to the research by Hidaja and Mansur (2024), average working hours were also high in operational departments especially in the housekeeping and front-office sectors during peak occupancy times. Employees explained feelings of fatigue, emotional distress and limited after-shift television time. These views were accompanied by actual decreases in certain performance indicators of operation.
Guest complaint rates were also increased, and time of service delivery was increased particularly, in high-pressure months during check-in and room-turnover processes (Mohd Shahril and Abdul Aziz, 2022). Internal quality audits also indicated slight drops in consistency especially in activities that need attention to detail within tight time limits. All these results indicate that work overload does not only lead to loss of employee satisfaction but also affects their efficiency and service standards. Besides, the departments that had a history of persistent understaffing showed bigger rates of turnover, which supports a cyclical nature of the process, according to which the lack of labour increases discontent, thus, breeding further leaflessness. This trend depicts the operational risk of not aligning workforce planning and occupancy demand.
[bookmark: _Toc223007456]4.4 Communication Practices
It was found that internal communication had a great contribution towards employee satisfaction. When employees were informed about their expectations regularly by way of structured briefing and available digital platforms, they said they felt more confident and understood their expectations better (Sulaiman et al., 2023). Departments that established daily operational meetings and performance updates had higher scores on engagement and had reduced operational errors. The common theme was that effective communication helped reduce uncertainty in time of peak service, which helped to coordinate better between teams. 
On the other hand, when the organisational changes were brought on board without adequate explanation the level of dissatisfaction rose. In one of the periods that shifted restructuring, the scores of engagements dropped a bit, and the number of submissions of HR grievances increased (Khaw et al., 2022). These advances imply that the quality of communication can impact not just on the morale but also organisational trust. In terms of operational aspects, departments that were characterised by good communication levels also had more stable service measures and were also more resilient during times of operational disturbance. Therefore, clarity of communication boosts the satisfaction of the psyche as well as functioning.
[bookmark: _Toc223007457]4.5 Career Development and Training
Career advancement came out as another relevant factor of satisfaction, the percentage of employees complaining of poor promotion avenues and being favoured by external recruitment to supervisory positions was high (Peiris, 2024). Workers who felt limited chances of promotion had lesser organisational commitment and intention to exit.
This displeasure was seen to be alleviated by participation in organized training programs. Workers that undertook cross-training or professional development programmes showed increased retention rates and performance ratings (Shiri et al., 2023). In a department like the front office that revenues are generated, the employees who underwent sales and service training made contributions to significant gains in performance of upselling and average daily rate. These results show that employee development is an investment that promotes psychological satisfaction and financial accomplishment. The expectation of the long-term growth in the organisation seems to increase the organisational commitment thus lowering the disruption caused by turnover and the costs incurred during the hiring process.
[bookmark: _Toc223007458]4.6 Recognition and Reward Structures
There were close correlations between recognition practices and levels of satisfaction. Informal recognition programs such as employee-of-the-month and acknowledgment on the part of the employees in the team briefings were reported to have positive responses among the employees (Johnivan, 2024). When recognition programmes were actively implemented in departments, the turnover and engagement scores were higher. Rewards seemed to build belonging and appreciation which led to discretion in busy times.
However, there was a question of competitiveness of pay in comparison to the industry. Recognition programs helped boost morale, but the financial reward systems were found to be limited by economic and legal pressures and the minimum wage (Figueiredo et al., 2025). Incentive schemes whose outcomes were related to performance clearly, like in the case of upselling goals, were noticed to show measurable gains in revenue measures. This indicates that reward systems when viewed as just and based on performance can have a positive effect on their satisfaction and work output.
[bookmark: _Toc223007459]4.7 Relationship Between Satisfaction and Operational Performance
A common trend is born out of the results, and it points out that increased employee satisfaction level relates to greater indicators of operational performance. Departments that had a high level of satisfaction had low levels of turnover, low levels of absenteeism, higher guest ratings, and low levels of productivity (Rusi and Viollet, 2024). Conversely, customer dissatisfaction was linked with higher complaints, inefficiencies in the services, and higher recruitment expenses.
The data indicate that employee satisfaction is a mediator variable that affects the quality of services and financial sustainability. Employees will be more committed and consistent in-service delivery when they feel that they are supported by their managers, have manageable workloads, have open lines of communication, development opportunities, and are adequately recognized (Hamilton, 2025). These behavioural results have a direct positive effect on the guest experiences and a slight indirect positive effect on the financial resilience through repeat businesses and reputation building.
[bookmark: _Toc223007460]4.8 External Influences: PESTEL Context
The factual evidence also shows that the satisfaction of the employees depends on the macro-environmental conditions (Wu, 2024). The payroll structures and organisational pliability are changed through legislative and regulatory changes that modify employment legislation and compensation systems. The macroeconomic situation, especially the long-term inflation and increasing cost of living, increase the focus of the employees on the question of the appropriateness of compensation (OECD, 2024). The sociocultural changes of the post-pandemic period made the work-life balance expectations and the wellbeing of employees much more pressing, which in turn preconditioned the rise of the need to provide the flexible organization of time and favourable working environments.
Technology (e.g., automation of some front-office operations) has also led to a decrease in the number of tasks performed by the administration but has also brought new issues related to job security to some employees (Subramaniam, 2024). The green programs have brought about additional operation costs; however, most employees stated that they felt a sense of pride to be involved in the environmental responsible activities. All these external factors show that not only internal management practices define the level of employee satisfaction, but also the broader structural context in which the UK hospitality industry exists.
[bookmark: _Toc223007461]4.9 Internal Strategic Position: SWOT Insights
The findings are further contextualised through analysis of internal strengths and weaknesses of the organisation. The hotel has strengths regarding the leadership quality of departments and organized training programmes, which positively affect the engagement of employees. Nevertheless, there are still weaknesses in workforce planning at peak periods and transparency of the promotion pathways. There are possibilities of improving organized wellbeing programs and internal talent development programs. The continued labour crunches and the competitive labour base are external threats that can increase turnover pressure in case the satisfaction levels are reduced. This internal and external analysis further confirms the strategic significance of employee satisfaction as an operating determinant, to be no longer a human resource variable.
[bookmark: _Toc223007462]4.10 Discussion
[bookmark: _Toc223007463]4.10.1 Objective 1: Identification of Key Aspects of Employee Satisfaction in Post-Pandemic UK Hotels
The initial objective was to determine the key aspects of employee satisfaction in the post-pandemic hotel environment in the UK, particularly ibis Nottingham including pay, workload, wellbeing, leadership, and work-life balance. Thematic results of this research show that the strongest determinant of the satisfaction was the leadership and managerial support. Functions of department that were characterised by observable management, uniform feedback, and formal briefings were characterised by increased engagement and reduced voluntary turnover (Stamolampros and Dousios, 2023). This is in line with UK hospitality research indicating that transformational and supportive leadership styles have an excellent correlation with employee engagement and low turnover intention in high-service-intensive work settings.
The second significant finding was on workload and staffing pressures. The results show that staffing as a result of increased working hours during peak occupancy coupled with fatigue and emotional burdens caused a situation where inventories of absenteeism and turnover increased (Yikilmaz and Surucu, 2025). This aligns with the analysis of the UK hospitality sector of the post-pandemic labour market that is associated with ongoing recruitment issues and with the increased labour pressure after Brexit and the post-COVID-19 recovery. Studies like Piso (2021) and Jain (2024) indicate that overwork compromises the wellbeing of the staff members as well as reducing attentiveness of the service provision to customers especially in operational departments that are sensitive to time in their coordination.
Practise of communication also gave rise to a key area of satisfaction. Units that adopted organised daily briefings and a clear appearance of performance changes had more engagement and reduced operational mistakes. This supports by Leal, Ferreira and Carvalho (2022) that highlights internal communication as an indicator of organisational trust and psychological safety during hospitality environments. Organisational behaviour studies based in the UK indicate that open communication at times of restructuring will alleviate uncertainty and will also decrease grievance complaints. The short-term decrease in the engagement during the restructuring stages of the given research also confirms the argument made that the insufficient change communication causes a negative impact on morale.
Organisational commitment was closely related to career development and training opportunities. Establishing a low promotional opportunity was associated with the employees that showed more intentions of turnover, but with the structured training programmes, the employees showed better results of retention and performance (Giousmpasoglou and Pegler, 2023). This observation is consistent with human capital theory and UK hospitality studies that focus on internal asset pipelines as one of the strategic requirements in a constrained labour market. Industry benchmarking reports have provided evidence that hotels which were found to have an investment in structured development frameworks have recorded higher retention rates and increased consistency of their service.
Recognition and reward systems were determined to be powerful but limited by macroeconomic realities. The informal recognition programmes uplifted the morale and the sense of belonging and performance-based incentives were associated with the quantifiable increase in revenue (Ampofo et al., 2023). Nevertheless, issues relating to competitiveness of pay amongst the increasing standards of living were pronounced. Pay dissatisfaction during post pandemic studies in the UK have always been marked as a major factor in labour mobility where inflationary demands are predominant.
[bookmark: _Toc223007464]4.10.2 Objective 2: Relationship Between Employee Satisfaction and Operational Performance
The second objective referred to the relation of employee satisfaction with the operational outcomes such as the quality of the services offered, productivity, efficiency, and retention. The results demonstrate the same tendency: it turned out that the more the departments were satisfied, the lower was the turnover rate, the lower was the rate of absenteeism, the higher were the ratings of guest satisfaction, as well as the more reliable the indicators of productivity (Sarwar, Ishaq and Franzoni, 2022).
It was found out that the quality of leadership could act as an intervening variable between morale and a stable performance. The departments that were characterised by a helping management had slightly a better guest satisfaction indices and service delivery consistency. This observation is in line with service-profit chain theory that suggests that employee engagement is a direct influence on customer satisfaction and financial performance (Emam et al., 2025). This association is supported by empirical research conducted within the UK in the area of hospitality and as shown by empirical research, engaged employees have a higher probability of providing discretionary effort and emotional labour which is necessary to the experience of guests.
The pressures due to workload on the other hand were linked with inefficiencies in operations. Higher levels of complaints and reduced degree of service time were reported in high-pressure periods. This aligns with studies that show that cognitive overload demeans service attentiveness and the probability of error (Emam et al., 2025). Hotels in UK have demonstrated that understaffing during peak occupancy has a negative effect on room turnaround time and a negative effect on efficiency in terms of cheque-in, which translates into negative perceptions by the guests. The results of this research support the operational risk of the unmatched workforce planning.
There were operational advantages depicted in effectiveness in communication. The departments that engaged in systematic briefings had lower occurrence of coordination failures and resilience on disruptions. Evidence by organisational studies Juan et al. (2025) and Piso (2021) indicates that good communication leads to better role clarity and also reduces the variability of services especially in a complex hospitality operation where interdepartmental co-ordination is very important. These allegations are supported by positive correlation and correlation between the clarity of communication and the stable metrics of service in this study.
The operational effect in the career development was also visible. Through cross-training programmes, employees recorded increases in the upselling performance and the average daily rate of revenue in revenue generating departments which were quantifiable. This is in line with research results in the UK on development of skills in the hospitality industry that revealed that development of skills improves service confidence, sales capability and revenue maximisation. Moreover, low departmental turnover due to well established development courses would reduce the recruitment/onboarding expenses hence indirectly contributing to financial performance.
[bookmark: _Toc223007465]4.10.3 Objective 3: Evidence-Based Narrative and Practical Implications for Managers and Policymakers
The third objective was to create an evidence-based narrative through practical implications to hotel managers and policymakers. The thematic findings which are backed by broader literature in the UK imply that employee satisfaction needs to shift its position as a strategic factor in operations and not a peripheral human resource issue.
As a manager, leadership development is one of the priorities. Formal supervising training that is centred on communication, emotional intelligence and real-time assistance with operations is bound to enhance engagement as well as decrease instability (Volgger, Cheer and Pforr, 2025). UK based hospitality leadership programmes show that line-manager capability investment is an effective minimizer of turnover intention.
Another important intervention area is workforce planning. Establishing an appropriate staffing level in accordance with occupancy projections would help to address workload dissatisfaction and reduce service quality (Orbaningsih, Putri and Ahmad, 2022). The reason behind the significance of predictive scheduling and flexible personnel models on handling variations in demand can be seen through sectoral analyses of the UK hospitality labour shortage.
Investments in systemized career set-ups and in-house promotion systems are also important. The results also argue that overt advancement enhances devotion as well as lessen recruitment dependency. The policymakers can promote this by funding apprenticeships in the hotel sector, skills training incentives, and hotel-educational institution partnerships.
The findings from PESTEL indicate that employee satisfaction does not only depend on the practises of internal managing but also on the forces of economics, legislation, sociocultural, and technological influence. The post pandemic demands on wellbeing and work-life balance have escalated and have demanded flexible work schedules and favourable workplaces (Diwyarthi and Prawira, 2024). At the same time, technological automation should be sensitive to address the feeling of job insecurity.
The strategic element of satisfaction management is supported by the SWOT insights. Leadership and training strengths is a competitive advantage, and the lack of workforce planning and promotion transparency are weaknesses in the operations (Ampofo et al., 2023). Service excellence and financial sustainability in an environment that is characterised by shortages of labour and competitive markets of talents requires satisfaction to be maintained.
Hence, the discussion establishes that employee post-pandemic UK hotel satisfaction is multidimensional and strategically consequential. The level of leadership, management of workloads, clarity of communication, development prospects and recognition systems are all parameters that shape morale and have direct impact on the performance of operations. The results confirm the theoretically developed models of an interrelation between employee engagement and customer satisfaction and profitability, as well as capturing the UK-related labour market stresses today.
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The results prove that the key factors that influence the satisfaction of employees in the chosen hotel in the UK are the quality of the leadership, the management of the workload, the clarity of the communication, the possibilities of career advancement, and the recognition practices. These drivers can be measured to have significant correlations with operational performance measures such as quality of services, efficiency, retention, and revenue performance. The departments with greater levels of satisfaction had more stable operational outcomes and dissatisfaction (especially with workload pressures and the lack of visibility of further progress opportunities) were linked with the instability of performance. The fact shows that employee satisfaction acts as a vital strategic lever that determines service excellence as well as financial sustainability in the hotel environment.
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The present study aimed at analysing the most important determinants of employee satisfaction in a UK hotel scenario in the post-pandemic setting and testing the impact that the determinants in question have on the results of operational performance. Based on secondary qualitative material analysis of the internal employee satisfaction surveys, HR turnover records, departmental dashboards, and industry benchmarking data between 2023 and 2025, the results indicate that employee satisfaction is not only the multidimensional construct but also the operational strategic lever of the modern environment in the hospitality sector.
The themes that emerged to be prevalent and interacting with one another included leadership and managerial support, workload and staffing pressures, communication practises, career development and training opportunities, and recognition and reward structures which were identified as dominant themes. These themes, when put together, show intrinsic and extrinsic aspects of the employment experience. Leadership became the most powerful indicator, and visible, supportive, and communicative managers related to the increased engagement scores and reduced voluntary turnover and more stable operational results. This observation, once again, supports the claim that frontline supervisory behaviour has a pivotal facet in influencing morale, psychological safety and consistency of performance in service-based organisations.
The greatest source of dissatisfaction was identified to be workload and staffing pressures. Constant understaffing was experienced on the high occupancy days, and this resulted in fatigue, stress and lack of attentiveness in the service provision; an aspect that increased the rate of complaints and operational inefficiencies. Cyclical relationship identified, in that understaffing enhances dissatisfaction and precipitates turnover and another labour deficit, underscores the structural susceptibility to which UK hotels have become exposed to, within the tight labour market. These results support the fact that workforce planning is no longer a scheduling problem but a fundamental factor of service quality and organisational stability.
It was also indicated that there were psychological and operational implications of communication practises. Formal briefings, frequent updates, and effective expression of expectations helped to increase engagement and minimise coordination mistakes. On the other hand, organisational restructuring that lacked proper explanation resulted into low morale and higher grievance filing. This indicates the significance of open change management on preservation of trust and commitment in time of unknowledge.
The career development and training opportunities were also important to measure organisational commitment and retention. High exit intention was exhibited by employees who felt that career mobility was low, but engagement in formal training programmes enhanced performance measures, such as those that generate revenues, such as upselling. This indicates that there are two benefits in development initiatives that include developing psychological attachment and financial gains. Internal talent development in a high turnover industry is a strategic expenditure, as opposed to discretionary expenditure.
The recognition and reward systems also influenced the employee perception of equity and inclusion. Non-formal recognition programmes positively affected participation, whereas incentives based on performance related to the increase in revenues. But the issue about competitiveness of pay as a matter of increasing living costs demonstrates the relevance of overriding economic demands. Even though monetary incentives continue to be essential, the results prove that non-monetary reward and open incentive programmes may help to alleviate pay constraints on structures to some extent.
In all themes, there was a common ground that employee satisfaction was found to be higher according to the indicators of operational performance, which were lower turnover, less absenteeism, high scores of guest satisfaction, better stability of productivity and better revenues. Employee satisfaction can therefore perform the role of mediating variable between human resource practises and service excellence as well as financial sustainability. Departments that had supportive leadership, workloads that were manageable, communication that fared well, developing opportunities, and recognition that had some meanings were characterised by greater operational resilience and consistency.
The larger macro-environmental influenced even more the dynamics of satisfaction. The reforms in legislation, inflation, the demand in light of post-pandemic wellbeing, and technological change contributed to the change in perceptions of fairness, security, and work-life balance among employees. These results reveal the fact that satisfaction cannot be defined by the practises of internal managers only but by the conditions of the structure that influences the UK hospitality industry. Therefore, there must be congruency between the organisational policies and realities of external environment to carry out strategic management of satisfaction.
Practically, the research highlights how hotel managers need to rebrand employee satisfaction as one of their strategic priorities. Measurable operational benefits can be created by investing in emerging leadership, predictive personnel planning, well-organized communication structures, and precise career advancement avenues. Another source of indirect but notable role is played by the policy makers through regulation of employment, funding of skills, and more general economy policies that have an impact on the wage competitiveness and supply of labour.
Hence, this study establishes that employee satisfaction in post-pandemic hotels in the UK is not an effecting human resource issue, but a paramount factor on the operational performance and long-term sustainability. Quality leadership, balance of work, clarity of communication, prospects of development and recognition systems altogether contribute to shaping employee attitudes and behaviours which consequently determine service delivery, productivity, retention and financial stability. Strategically managed hotels can better cope with labour shortage, competition, and changing employee expectations in an unstable hospitality industry.
[bookmark: _Toc223007469]5.2 Recommendations
It is recommended that the hotel should adopt the integrated workforce planning and leadership development strategy as the means to resolve workload stress and build managerial capacity at the same time. This must entail proactive staffing in tandem with occupancy projections, proactive supervisor education in service leadership and communication, and frequent workload surveys to eliminate burnout during high occupancy (Walker and Nickson, 2024). Through operational planning coupled with better managerial skills, the organisation will be in a position to lower turnover, boost the wellbeing of its employees, and even level their service delivery standards. This would positively impact the employee satisfaction directly and ensure the protection of the guest experience, productivity rates, and financial sustainability even in the competitive UK hospitality sphere in the post-pandemic period.
Based on the results, the hotel is advised to implement a systematic and multi-level employee satisfaction plan which incorporates leadership development, workforce planning, communication system, career progression models and recognition systems in the business model (Salama et al., 2022). The satisfaction of employees must be officially incorporated in the organisational performance strategy and not as a reactive human resource activity.
Further, there should be the development of leadership ability, and this is achieved by conducting compulsory supervisory development programmes. Formal coaching skills, emotional intelligence training, conflict management, and performance feedback training should be done to line managers and department heads. Introduction of regular leadership audits and 360-degree feedback systems could be provided to ensure all the managerial behaviours are consistent with engagement goals (Xu et al., 2024). Since the quality of leadership became the best pre-determiner of both satisfaction and operational stability, the investment into the managerial competence is probably going to yield some long-term benefits in terms of retention and service stability.
Also, there should be an improvement in the workforce planning systems whereby this is done using data-driven forecasting tools. By matching the quantity of staff to occupancy patterns through the past, seasonal fluctuations, and occasional event patterns, the hotel should reduce the imbalance in workload (Diwyarthi and Prawira, 2024). Peak periods can be increased by adding the flexibility of the staffing pool, resource banks (part-time only) as well as cross-trained employees. Surveys of workload frequent surveys can also be introduced to detect the presence of burnout at its initial stages and avoid cyclic turnover.
Moreover, the communication processes must be formalised at an interdepartmental level. Also, clear change management measures, and a convenient digital communication platform can be used to promote clarity and minimise operational errors (Atasoy, Türkay and Şengül, 2022). Elucidating performance expectations and strategic updates create trust and psychological safety, especially in the case of restructuring in the organisation.
Furthermore, the career development routes need to be opened up and exposed. The hotel must implement open internal promotion guidelines, institutionalised mentorship, and organisations accredited training blocks in line with levels of progression (Giousmpasoglou and Pegler, 2023). In addition to cutting costs of recruitment, internal talent pipes also increase organisational commitment.
Also, the recognition and reward systems must be realigned with consideration to the financial constraints and the motivational influence. Discretionary effort can be supported by use of performance-related reward, peer-nomination reward, and recognition systems. Clear reward policy improves the sense of fairness which has a direct impact on engagement.
The Placement Hotel should roll out a formalised, standardised onboarding programme that will deflate employee turnover at the early stages. There is empirical evidence to show that inadequate induction mechanisms and unclear role perceptions are contributory factors to early dropouts (Asma Khaleel Abdallah and Alkaabi, 2023). A well-designed onboarding program must also include the extensive orientation, clear spelling out of job roles, service standards training, and orientation to organisational values. Social integration and guidance are made easier, as the nascent employees are assigned mentors or a kind of a buddy staff during their first months of service (Süveges and Kurucz, 2024). Review meetings scheduled during the probationary period also enable the managerial intervention to take the concerns on board ahead of time. This progressive strategy is expected to increase the confidence, interest and commitment of the employees in the long run.
Professional development investments are unavoidable to the improvement of retention outcomes. Literature shows that any employee is more likely to stay in an organisation that is capable of reflecting practical growth and development prospects (Shiri et al., 2023). Based on this, Placement Hotel will be advised to incorporate regular training programs, interdepartmental learning exercises, and well-defined promotion channels. Clear internal hiring procedures and promotion policies act to strengthen the feeling of fairness and inspiration (Change Engine, 2025). Through the development of skills and improvement, the hotel will be in a position to nurture internal talents as well as reduce the costs of recruitment and turnover.
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