







*** Improving the Satisfaction of Guests through Staff Engagement, and Motivation at The Yarrow Hotel in Kent ***
[bookmark: _Hlk212412829]Student name: Badea Alexandru
Student ID: 2208275
Module name: Placement Project
Module code: (BMIH6006, BMIH6008)
Module Lecturer: Katrhryn Flynn
University name: University of Wales Trinity Saint David
Word count: 7815
[image: ]

Abstract 
Purpose:
The purpose of this study is to find out the connection between the three factors: employee engagement, their motivation and customer satisfaction. In this regard, the UK-based Yarrow hotel has been selected for this study. 
Method:   
This research uses a case study methodology based on the Yarrow Hotel in the UK. It understands how customer satisfaction, employee engagement and employee motivation are related to each other. This study found a limited scope to obtain data from primary sources and thus used secondary, authentic sources to carry out this study. Information was used from Hotel Data, academic sources and reviews of guests that were available online. This study used the netnographic approach of the qualitative study method. This approach helps to understand the feedback collected online from different social media accounts. It helps to understand customer satisfaction and themes of services. The study has also used descriptive analysis for this study as it suited it better than other forms. Furthermore, it also used a thematic approach as it helps to understand the patterns related to customer experience and staff engagement. 
Findings and Discussions: 
The overall study findings have described that satisfaction of guests accommodated at the Yarrow Hotel is highly impacted by Service quality, engagement of various historical and sustainability activities and personalised services offered by staff. While focusing on the hospitality environment, customer experience needs to be positively influenced so that the organisation can achieve success by maintaining a motivated as well as engaged workforce. There are different types of online review platforms used to collect information, where it has been described that Service excellence is mainly related to the cleanliness and the overall ambience, along with the inconsistencies observed in the responsiveness of workers. The existing literature reviews have helped in demonstrating that clear communication, active response and service consistency are essential factors which impact the customer experience. The theoretical understanding has also helped in describing the contribution of workforce engagement for the improvement of operational efficiency, productivity and so on. The use of a reward system, training and development and a Career progression path can strengthen the engagement of the workforce. Various feedback from employees has highlighted that engagement and motivation need to be included so that the service quality can be directly impacted. Also, the training and development opportunity is limited in the existing case, which leads to stress of the workload.
Recommendations:
The adoption of training and development is a crucial factor which helps in driving technological focus and enhanced handling of customers. The research has identified that there is a significant lack of training and development in The Yarrow Hotel. This has led to poor services and significantly low employee engagement with the employees. Thus, to enhance the competitive position of the organisation in the hospitality sector, it is necessary to adopt motivation and training, which are crucial for overall development.
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Chapter 1.0 The Introduction.
[bookmark: _Toc213086726]1.1.0 Background
The hospitality sector is a service-based industry and thus relies on the quality of services to sustain. Services offered by employees in this industry play a very important role as they improve the experience of guests (Ali et al., 2021). It directly influences customer satisfaction and helps to create loyalty in customers. It also helps to improve the hotel’s reputation and, as a result, increases its revenue. This study is based on a boutique hotel, The Yarrow, located close to the seafront in Broadstairs, Kent, UK and is popular for serving British cuisine (The Yarrow hotel, n.d.). The hotel is currently facing issues with guest satisfaction. The main cause behind this has been identified to be a shortage of workforce. Furthermore, students and part-time employees form the majority of the workers in the hospitality sector. They have a high turnover rate, which impacts the productivity of the hotels. This impacts the guest experience and overall performance of the hotel. The study mainly focuses on the link between employee motivation, their engagement and how it impacts the satisfaction of guests. 
[bookmark: _Toc213086727]1.2.0 Case study overview
The Yarrow Hotel is housed in a historic, Jacobean-style building originally built as a children's convalescent home (Le Breton, 2025). Furthermore, it is part of EKC Group's Broadstairs College (Visit Thanet, n.d.), and it offers a learning school for college students as they carry out their placement work here (EKC Group, n.d.). The hotel has several departments, such as the main reception to receive guests and the restaurants where people come to eat. It also has a housekeeping department. A ten-week placement highlighted that there were staff engagement issues in the hotel. This was mainly due to the student workforce working in this hotel. It has been observed that the hotel employees ignore their work during rush hours. They are less motivated to work and show inconsistent performance. This impacts the quality of services of the hotel (Oztel et al., 2022). Employee engagement and highly motivated staff improve productivity levels. They improve customer relationships by improving the offered services of the hotels. However, a disengaged and less motivated employee brings down the reputation of the hotels through lower service quality. 
The hotel mainly hires students who do not have the necessary experience or knowledge in this industry. As a result, it lowers the services offered by the Yarrow hotel and impacts customer satisfaction in a significant way. Guests who were unsatisfied with the services left negative reviews on their online platforms. This impacted their reputation and also reduced the number of visitors. Thus, this hotel is a suitable case to understand the relation between employee motivation and customer satisfaction. It will help the hotel to improve its reputation by working on its services. 
[bookmark: _Toc213086728]1.3.0 Aims & Objectives
Aims
This study aims to understand how staff engagement and motivation can improve customer satisfaction at a small boutique hotel named The Yarrow, from Broadstairs, UK.
Objectives
· Identifying the most important elements that improve guest satisfaction.
· To understand how staff engagement and encouragement improve service quality.
· To analyse data-based strategies to improve employee morale and engagement.
· To follow the positive impact of employee engagement on improving customer satisfaction.
[bookmark: _Toc213086729]1.4.0 Rationale
Yarrow Hotel faces significant operational issues related to its employee engagement and drive. These factors directly impact the productivity and delivery of services offered by this hotel. Employees at this hotel are not motivated to work and offer their services to the hotel. Thus, this low motivation towards their work impacts their performance. This loss of motivation was observed more during peak seasons, such as the Holidays during Christmas. High work pressure impacts their delivery of services and also creates instability between the managers and the workers. Such performance issues also have a huge impact on customers as they receive low service quality, which impacts their satisfaction. The issue of loss of motivation is most observed in the housekeeping department (Hou et al., 2024). This department has a very important role in the hospitality sector as it helps to offer a clean and hygienic experience to the customers. During peak seasons, the housekeeping sector faces issues as there are shortages of staff. Thus, maintaining the quality of services becomes difficult during these times. Lack of proper housing services creates bad experiences with customers as the rooms are not cleaned regularly (Chela-Álvarez et al., 2021). Another major issue faced by the hospitality sector is the lack of clear communication. It has been observed that there is an absence of an effective communication channel between managers and employees (Cardoso et al., 2023). As a result, employees find it difficult to share their issues and get them resolved on time. This creates significant challenges in the future as the unresolved issues lead to the loss of trust in the leaders as well as the management of the hotels. In addition to this, the Yarrow hotel also faces issues related to employment structure. Furthermore, it also does not offer employee training opportunities to the employees. As a result, employees find it difficult to see their future growth in this industry. Employee training is an important approach to providing learning opportunities to the workers. It helps new workers to gain skills related to the hospitality sector and get employment opportunities. However, it also causes added pressure on employees. The demand to complete training creates significant pressure on the hospitality employees as they are already overburdened from work (Duarte and Silva, 2023). This extreme work pressure often increases employee turnover in the industry. Employees find it difficult to consider working in this sector as it can create mental as well as physical health issues. Thus, it becomes a temporary place of employment for employees who do not offer any future reward. 
Lack of leadership also plays an important role in impacting employees. In this sector, leadership plays an important role as it helps to motivate employees and keep them within the industry. Leaders can keep the employees motivated by appreciating their efforts and rewarding them sufficiently. When employees do not feel appreciated, they start to feel disinterested about their tasks, and this decreases the quality of their work (Petitta and Ghezzi, 2022). Thus, it can be understood that the lack of motivation and employee engagement at the Yarrow Hotel is due to a lack of proper leadership and the absence of motivational factors. 
[bookmark: _Toc213086730]Chapter 2.0 The Literature Review.
[bookmark: _Toc213086731]2.1.0 Introduction
Current studies will be reviewed here to find key data and meet research objectives. Employee motivation and engagement are two primary drivers of service quality and client satisfaction in the hotel industry. This section will also discuss about supporting theories relevant to key research subject. Additionally, gaps in literature works will be specified in this part.
[bookmark: _Toc213086732]2.2.0 Review of literature 
[bookmark: _Toc213086733]2.2.1.0 Analysis of factors impacting customer satisfaction
Advancements in ICT (Information and communication technologies), like mobile technologies, AI, and IoT, have led to a notable increase in people engaging with online (digital) services (Alahi et al., 2023). In the opinion of Li et al. (2025), in the hospital sector, this trend has extended, where different online services are provided. Therefore, nowadays, many clients are using online platforms (e-commerce) to make bookings and payments for their desired accommodation. One perfect example of an e-commerce platform is TripAdvisor. This is the world’s largest platform, which have 490 million users on a monthly basis. Around 95% of people make their decisions about bookings depending on client reviews and ratings. Ali et al. (2021) opined that service quality has remained as one of the significant determinants that directly impacts customer satisfaction. This is because it helps in shaping clients’ perceptions of comfort and value, as well as their trust in a hotel.
Some tangible and intangible factors also contribute to the improvement of customer satisfaction. Such intangible assets include response and empathy, and tangible factors include reliability, cleanliness, and ambience. Abdou et al. (2022) stated that the inclusion of sustainable operations and eco-friendly practices into existing operations may not be linked with the customers’ ethical values. The sustainability programs and sustainability activities are regarded as one of the key drivers in this instance. Makivić et al. (2024) have emphasized how AI can be used to enhance the experience of guests at a hotel. In the hotel sector, AI is bringing notable changes by optimising customer experiences and improving personalised services. Kaul (2023) stated that through the use of data analysis, AI helps in providing personalised recommendations, contributes to better operational management, and improves menu selection. The adoption of AI in different hotels helps the employees to improve client performance, which leads to an improvement in convenience and service accuracy.
[bookmark: _Toc213086734]2.2.2.0 Impacts of motivation and engagement of staff on service quality
Staff engagement and motivation play a vital role in identifying the overall service quality that is offered in hospitality. Furthermore, Grobelna and Wyszkowska-Wróbel (2023) stated how self-motivation needs to be considered to improve staff engagement and overall service quality. Motivation creates a sense of purpose that can help employees solve problems and develop a strong relationship with customers. Anabila et al. (2022), and Sibonde, and Dassah (2021) showed a strong relationship between the service quality and staff motivation, which emphasises asserting motivated staff to show their professionalism, efficiency, and commitment for clear communication with customers. In the hospitality and tourism sector, Arwab et al. (2023), and Ajirowo (2024) found staff engagement to be the mediating factor between task performance and training. Many existing research works have focused on highlighting how engaged staff can be supported by proper recognition and regular training sessions. Afterwards, motivated employees can offer better service outcomes to clients.
[bookmark: _Toc213086735]2.2.3.0 Strategies to improve staff engagement and morale
Flexible work hours (scheduling) can improve staff engagement and morale in the hospitality industry. Hassanein and Özgit (2022) believed that time and hours of work are very critical in increasing the levels of engagement among the staff in the business. Staffs may be allowed to balance their work and personal lives with flexibility in job schedules such as rotating schedules. This research work also showed that fair task distribution and clear, transparent communication contribute to the enhancement of productivity and staff engagement. According to Arwab et al. (2023) and Xu et al. (2022), staff training and development are also crucial for improving knowledge and work engagement. This research showed that proper training sessions can also help to improve the work performance of employees. As suggested by Barreto and Mayya (2023), and Obeng et al. (2021), training programs provide an opportunity for employees to improve their existing knowledge. Career progression is often linked with these development opportunities. Through training and development, staff can improve their creativity and critical thinking.
[bookmark: _Toc213086736]2.2.4.0 Impacts of improved employee engagement
Motivated and engaged staff can positively impact the performance of the hotel industry. Liu et al. (2022) and Bhardwaj and Kalia (2021) showed that positive workplace culture can improve staff performance. Motivated staff are the primary cause for developing a cohesive and collaborative workplace environment. Ajmal et al. (2025) and Suliman et al. (2023), explained that within an organisation, motivated staff are accountable for exploring and managing creative projects and ensuring organisational success. Many existing research works show that engaged staff are more likely to be attentive towards their job. They can be involved in their task emotionally, helping them to offer better performance and complete their task on time. This can also help to improve company’s operational efficacy. The above-mentioned two studies have revealed the impact of engaged staff on organisational performance. 
[bookmark: _Toc213086737]2.3.0 Theoretical frameworks
Herzberg’s two-factor theory explains that job satisfaction is influenced by two main things, basic working conditions, and motivational factors. This framework highlights that salary and work environment are the basic hygiene factors; however, career development can be considered a motivator (R et al., 2021; Rai, Thekkekara and Kanhare, 2021; Miah and Hasan, 2022). Hygiene factors help to reduce stress, but they cannot motivate an individual. This theory can be applied to understand that better salaries and growth opportunities can help employee engagement in the hotel industry. 
[image: ] 
Image 3:  Herzberg’s Two-Factor Theory
(Origin: Nickerson, 2025)
Another framework that explains how meeting the hierarchical needs helps to motivate employees is Maslow’s Hierarchy of Needs. This happens because employees feel motivated when their basic psychological and safety requirements are met (Shi and Lin, 2021; Dar and Sakthivel, 2022; Griffin et al., 2023). Furthermore, meeting their social and self-actualisation requirements motivates them to give more effort. 
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Image 4: Maslow’s Hierarchy of Needs
(Origin: Capes, 2024)
These two theories explain the importance of meeting the requirements of the employees, as it improves their motivation. It also improves their engagement and helps to improve the satisfaction of customers in the hospitality sector. 
[bookmark: _Toc213086738]2.4.0 Literature Gap 
Many existing research works have emphasised examining several factors that influence staff engagement and client satisfaction. Additionally, previous research works have emphasised assessing the impact of staff engagement on service quality. Limited studies have emphasised comprehending the connection between client satisfaction and employee motivation in a small-sized hotel, like the Yarrow Hotel. Besides, many research works have focused on large-sized luxury hotels or hotel chains, meaning that they avoided the unique business dynamics of small-sized firms. Along with this, limited evidence has been found, which explored how the client experience review and secondary data have reflected on the results for staff motivation. This research work has focused on addressing these methodological and conceptual gaps. 
[bookmark: _Toc213086739]2.5.0 Chapter conclusion 
This part has focused on identifying the effects of improved staff engagement, staff performance, organisational performance, on-call schedules, and split schedules. Innovation, quality services, and sustainability are also observed to have been crucial elements, which are associated with customer experience in the hotel industry.  Similarly, engagement and motivation are important factors that contribute to improving the overall staff performance and enhancing service consistency. Different approaches, like inclusion of training, clear communication, and flexible working hours, can motivate staff and improve their morale. Many existing research works have focused on showing that engaged staff can positively impact the business culture and operational efficacy. 
[bookmark: _Toc213086740]Chapter 3.0 The Methods. 
[bookmark: _Toc213086741]3.1.0 Introduction
This chapter mainly helps to understand all the methods that will be used in carrying out the research process. It will help to understand more about staff engagement and employee motivation at the said hotel. The chapter includes important methods and analyses that will help the research to develop its findings effectively. 
[bookmark: _Toc213086742]3.2.0 Case Study Approach
The main framework used in this study’s methodology is the case study of the Yarrow Hotel. The case study approach is essential as it helps to answer the important questions related to this study (Mbonigaba et al., 2024). It helps to analyse the current conditions related to the research questions and helps to understand the actual incidents impacting the said hotel. A case study is preferred over other methods as they are focused on the research topic and helps to meet the objective of the study. It helps to understand the analysis in greater depth and supports the researcher in fulfilling the research aims effectively. 
This study uses data from various online sources and literature. This helps to understand how staff motivation and engagement impact the hotel’s visitors and their satisfaction. It helps to carry out a deeper analysis that cannot be fulfilled by quantitative data (Naz et al., 2022). Thus, more than surveys and other forms, the case study approach is more suitable as it is focused and helps to meet the goals better. This approach mainly focuses on finding out the issues related to the study and how they impact the study that has been carried out (Cole, 2024). It helps to find out the issues related to the reliability and authenticity of the findings of the study. Incorrect labelling of case studies is very common in the hospitality sector. Thus, the study has applied, triangulation process so that it can collect better data and improve the analysis method. 
[bookmark: _Toc213086743]3.3.0 Data Collection Methods
This study could not use direct data from guests or employees of the Yarrow Hotel, as this would require formal consent from the University as well as the Hotel. Furthermore, it is uncommon for hotels to release their sensitive business data to external sources. Thus, the study has mainly used the available data on online sites such as TripAdvisor (TripAdvisor, n.d.). Online reviews have been considered as the major secondary resources to carry out this research. Online data can be extremely useful to carry out a study without involving any primary sources (Taherdoost, 2021). It helped to understand the actual scenario in the Yarrow Hotel related to their guest experience and service quality. The study also used authentic industry sources to carry out this research, as it helped to understand the hospitality sector better. 
This study applied netnography which uses ethnographic principles and helps to analyse online reviews, social media content and other online data (Delli Paoli and D’Auria, 2021). This approach is specifically applicable in this study as it will help to analyse a large set of data without interacting with individuals. Thus, it helps to maintain the ethics of the study by not interacting with the subjects directly. However, the use of this approach helps the author obtain the relevant data involved with these individuals. This approach is significantly important and applicable for this study as it provides cost-effectiveness to the researcher (Lobe et al., 2022). Furthermore, it also reduces the efforts of collecting data from direct sources, as researchers can directly obtain the data by starting relevant websites. However, this method also has one major challenge of data bias. Several websites offer users to provide their reviews on open platforms; however, the authenticity of the reviews cannot be analysed. Thus, this process has both positive impacts as well as shortcomings.  
[bookmark: _Toc213086744]3.4.0 Analytical Strategy
This study uses descriptive statistical analysis methods as well as thematic analysis. Descriptive analysis will help to represent the numerical data that has been collected from various online sources (Nadya and Pustika, 2021). By using this approach, the findings on the data can be evaluated easily. Furthermore, thematic analysis helps to find out common themes associated with this study (Braun and Clarke, 2022). This will help to understand the common occurrence related to this study and how it impacts the research topic. 
[bookmark: _Toc213086745]3.5.0 Summary
The placement project used case study analysis using the netnographic way and secondary data. It developed the conclusion after using triangulation and various analytic methods. These steps helped to understand how employee management and motivation can influence the satisfaction of customers. 
[bookmark: _Toc213086746]Chapter 4.0 The Findings and Discussion 
[bookmark: _Toc213086747]4.1.0 Introduction 
The development of this chapter mainly provides a detailed representation of the overall findings of the placement project. The findings are mainly organised by establishing relevant themes based on the research objectives developed in this study. It is not only collecting secondary information of the study topic but also interpreting the distinct areas, including factors and strategies by which guest satisfaction can be enhanced while simultaneously improving employee motivation and engagement. This chapter also consists of a discussion where the critical analysis of the research findings will be offered, by which the research questions will be addressed, along with exploring the practical implications and addressing limitations of the study.
[bookmark: _Toc213086748]4.2.0 Findings
[bookmark: _Toc213086749]4.2.1.0 Theme 1: Key factors improving guest satisfaction
While analysing the essential factors that influence the level of guest satisfaction at Yarrow Hotel, the customer reviews and feedback submitted across different online portals are mainly used. As per TripAdvisor (n.d.), the overall ambience of the hotel and its service quality are the core parts of customer satisfaction, while the historical values of this hotel have enhanced the enthusiasm among visitors. The majority of travellers and guests are showing appreciation for the behaviour and friendliness of the employees working at the Yarrow Hotel, which illustrates the overall role of workers in terms of offering personalised services, along with providing attention to essential details. The positive reviews are mainly received due to its exceptional quality of rooms for the accommodation of guests, along with maintaining the quality of breakfast offered during the day. On the other hand, Jiwnani and Chemmanur (2025) and Bardukova (2023) argued that the changing expectations and demographics of customers have highlighted the need for the hospitality sector to perceive the requirements of future travellers. It would not only help the organisation to receive better reviews, but also improve the satisfaction of its guests.
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Figure 4.2.1: Guest review of the Yarrow Hotel 
(Source: TripAdvisor, n.d.)
The overall results identified from the online Hotel review portals are properly aligned with the SERVQUAL model (Yörük et al., 2024), as it prioritises the aspect of service quality along with generating a direct impact on the satisfaction of travellers. It also illustrates the employee behaviour and the ambience, placing Yarrow Hotel to maintain the highest standard in the hospitality field of the United Kingdom. In this context, Dixon (2016) illustrated that the natural air flow of the accommodation and good quality of food have helped this heritage hotel to tick all the essential boxes. It implies that the architecture's exclusivity has not only integrated emotional values but also strengthened their loyalty towards the hotel. Additionally, Thais (2025) explained that personalisation is the key to offering a memorable experience to guests. Therefore, the organisation as well as the industry needs to improve the features of personalisation to make improvement in guest satisfaction.
[bookmark: _Toc213086750]4.2.2.0 Theme 2: Staff engagement and encouragement improve service quality
The evaluation of the secondary data retrieved from the EKC Group, the Yarrow Hotel and the PESTLE (Appendix 1), as well as the SWOT analysis (Appendix 2), has helped in highlighting the involvement of employees in developing the motivation within the organisational culture. The functions of this Hotel include one of the essential parts as training that is mainly organised by the EKC group, along with providing some practical experiences to hospitality students for the professional atmosphere (EKC, n.d.). The inclusion of the educational model has not only ensured continuous learning but also provided a scope to enhance the service quality through performance improvement. On the other hand, Marmara (2019) highlighted the apprenticeship programme for the east of Kent, where 12 categories are included to praise the achievement of the young generation in the business. The inclusion of this activity has not only improved the engagement of employees at the highest level, but also maintained their motivation to strengthen the service quality. The PESTLE analysis reveals that factors such as labour shortages, increasing operational costs, and the growing demand for sustainable practices have created. challenges for the hotel. However, these can also drive the need for stronger staff development, eco-friendly initiatives, and better workforce planning. Additionally, from the SWOT analysis, it was found that the hotel’s close partnership with educational institutions ensures a steady flow of staff, which supports its operations and service delivery. Yet, the high dependence on inexperienced student workers and the lack of structured recognition and training programmes have limited overall performance. Opportunities exist to strengthen staff engagement and personalise guest experiences, which could lead to higher satisfaction and better online reviews. At the same time, competition from larger hotels with more experienced employees and better service quality remains a major threat. 
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Figure 4.2.2: Apprenticeship award offered by EKC Group 
(Source: Marmara, 2019)
The ethos of the Yarrow Hotel has directly contributed to the significant engagement of employees while heightening the morale, by which positive interaction between guests and employees can be fostered. In this context, Bailes (2018) highlighted that the hospitality business has gained a four-star rating for its philosophy centred on customer inclusivity and the professional training structure by which the motivation of workers can be translated into the improved quality standard in Service. Therefore, the EKC group has not only helped in reinforcing the continuous development of professional behaviour, but also strengthened their motivation to sustain this process in the long run. Also, the social media reviews have also illustrated mixed experiences of employees due to excessive pressure of workload and the unavailability of incentive systems. Moreover, Berwick (2022) argued that employee engagement can be strengthened by developing a retention culture within the organisation, along with maintaining transparency in communication. The Yarrow Hotel already contributes to the trending and development of workers; it needs to ensure rewards and incentives for the structured training to achieve the goal by using supportive leadership.
[bookmark: _Toc213086751]4.2.3.0 Theme 3: Strategies to improve employee morale and engagement
While evaluating the database strategies by which employee engagement and morale can be improved, it has been recognised that learning and development programmes generate a positive influence on the morale and engagement of workers. Employee reviews collected from Glassdoor (n.d.) have described that the organisation is experiencing staff shortages and is not properly organised, which is creating challenges for workers to maintain their motivation and engagement in a consistent manner. Therefore, the excessive work pressure in the hospitality industry needs to be managed by providing opportunities for up-skilling of staff to offer high-quality services to customers. On the other hand, Gibson (2025) argued that well-being initiatives within the hospitality companies have reduced more than 30% of short-term leaves of workers, which not only increased the service standards but also enhanced the strength of teamwork. Therefore, this data directly indicates that the Yarrow Hotel needs to focus on implementing some well-being initiatives so that the overburdened job roles of workers can be managed, along with reducing the turnover risk.
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Figure 4.2.3: Employee review for the Yarrow Hotel 
(Source: Glassdoor, n.d.)
The reviews and feedback offered from both customers and employees have helped in identifying the shortage of employees and the poor approach towards training and development (Glassdoor, n.d.). It is important to develop a reward-based employee recognition program. Axonify (2024) highlighted that the hospitality sector across the United Kingdom has encountered significant challenges due to labour shortages, while 53% of managers in the hospitality believe that employees are suffering from excessive work pressure. It directly contributes to burnout, which can damage the morale of workers to a greater extent. On the other hand, the organisational environment plays a crucial role in the development of satisfaction of staff. Therefore, the hospitality environment needs to identify areas through which employee satisfaction can be generated. Moreover, McCarthy (2024) and Abolnasser et al. (2023) illustrated that flexible working patterns need to be integrated within the hospitality setting, by which complexities of scheduling can be addressed while enhancing the engagement of the workforce. Therefore, these strategies not only support Yarrow Hotel in revising its existing policies and frameworks but also empower leadership by embracing technologies for workforce management.
[bookmark: _Toc213086752]4.2.4.0 Theme 4: Impact of employee engagement on improving customer satisfaction
The improvement of employee engagement not only influences customer satisfaction but also generates higher motivation to maintain the high-quality of service. According to Hospitality Insights (2025), 18% of employees are more likely to make mistakes due to their disengagement and reduced productivity, which influences the annual salary of the organisation. Therefore, employee engagement and motivation are simultaneously crucial to ensure a productive environment. From the SWOT, it has been observed that employee engagement helped in reducing challenges in terms of guest experience due to the active involvement of hotel staff (Refer to Appendix 2).  On the other hand, UK Hospitality (2025) indicated that the government of the United Kingdom has introduced a package of skill reforms to develop more opportunities, where £3 billion is invested in apprenticeships. Therefore, it contributes to the improvement of productivity and engagement of employees, which leads to the satisfaction of customers. The majority of employee behaviours are shaped by the working activities and organisational culture.
It is essential to reduce turnover by consistently maintaining the motivation of workers while significantly offering personalisation to customers for the delivery of services. In this regard, Coulstock (2025) discussed that the priorities of skills have highlighted that different types of development and learning programmes can allow workers to be more inclusive in the organisational environment. It can be considered by using a shorter duration of apprenticeship or organising a departmental managerial programme, which will also help the Yarrow Hotel to ensure that customers are satisfied with the behaviour and communication of employees. The strategies need to be integrated to improve the work-life balance, by which the stress management of workers can be developed, which directly contributes to the satisfaction level and engagement. Managers of the Yarrow Hotel can also conduct regular feedback sessions so that employees can participate in the decision-making. Krupa (2022) identifies that succession planning is another essential perspective to strengthen the engagement of workers. Employees need to offer valuable training throughout the professional development (Barreto and Mayya, 2023). It will help them to contribute to the betterment of service quality, along with strengthening the reputation of the hotel by generating the highest level of customer satisfaction. 
[bookmark: _Toc213086753]4.3.0 Discussion 
[bookmark: _Toc213086754]4.3.1.0 Critical interpretation of research findings
The overall result retrieved through the analysis of official websites, industry publications, PESTLE analysis and SWOT framework has helped in demonstrating the customer satisfaction noticed at The Yarrow Hotel. Ali et al. (2021) discussed that service quality is one of the crucial determinants which influences the satisfaction level of guests in the hospitality business. It has also been supported by the thematic analysis, where the Customer review portal has highlighted that the ambience and Service quality are enhancing customer satisfaction, while the integration of historical values is increasing the enthusiasm of guests (TripAdvisor, n.d.). Therefore, the overall analysis has helped in discussing critical factors which determine customer satisfaction. On the other hand, Makivić et al. (2024) noted that AI can be integrated into the hospitality environment to optimise customer experience and improve the personalisation of guest services. However, the Yarrow Hotel has already gained the four-star rating due to its operational philosophy of customer inclusivity. It can also be argued that the organisation has improved its professional training structure so that employee motivation can be maintained and contribute to the enhanced service quality (Bailes, 2018). Therefore, it is important to discuss that staff motivation has emerged as an essential component which is also integrated with the engagement of workers so that the service quality can be maintained at a high standard.
The majority of training is conducted by the EKC group, which mainly focuses on the significance of skill development among employees, along with embedding intrinsic motivation. Anabila et al. (2022) highlighted that a strong relationship is developed between employee motivation and service quality by illustrating the necessity of using motivated workers to show high efficiency, commitment and professionalism for the hospitality sector while maintaining clear communication with guests. Although the review of literature pieces has highlighted this, the analysis of thematic works has helped in determining the overall improvement in employee morale and engagement, where the majority of staff shortages have damaged the normal operation of the Hotel (Glassdoor, n.d.). The review offered by employees has also introduced another major challenge of disorganised operation, which is creating issues for the workers to maintain engagement and motivation. The final theme of the study has also highlighted the essential strategies by which the influence of employee engagement can enhance the satisfaction of customers. Hassanein and Özgit (2022) expressed that the work schedule is a critical indicator of showing the engagement level among employees, as the majority of workers are not capable of maintaining their work-life balance due to a lack of flexibility. It has also been supported by the statistical analysis conducted by Hospitality Insights (2025), which has reflected that nearly 18% of workers are making mistakes due to minimal productivity and a lack of engagement in the team, and its influence is directly observed in the annual revenue generation of the organisation. Therefore, all four themes have critically evaluated the relevant strategy approaches so that the current level of guest satisfaction can be improved through the increased motivation and engagement of workers at The Yarrow Hotel. 
[bookmark: _Toc213086755]4.3.2.0 Alignment with objectives
Linking with RO 1
The overall findings of the study have highlighted that at the Yarrow, the satisfaction of the guests mainly depends on how good the service is. Additionally, the comfort and look of the hotel’s interior, and the personal and respectful way the staff interact with guests is a must. Abdou et al. (2022) described that the inclusivity offered in the environment of the hotel has not only gained the attention of customers but also drives satisfaction to generate positive reviews across various media sources. The majority of Customer reviews are collected from Glassdoor, TripAdvisor and other sources, which reflect on the value of comfort facilities, historic characteristics and friendliness of staff. They are all used to develop loyalty and emotional engagement of customers. However, some negative feedback is also received related to the unavailability of menu options. Therefore, the overall findings have properly justified the first research objective of the study.
Linking with RO 2
The perception regarding the service quality improvement through the engagement and encouragement of the staff has been developed by presenting information regarding the inclusion of service quality, employee engagement and motivation. The majority of information is mainly retrieved from the official website and the training-based strategies used by the hotel. They are not only beneficial for skill development but also improve the speed of team members, which directly contributes to the improvement of customer service. Moreover, Grobelna and Wyszkowska-Wróbel (2023) elaborated on the consistency of employee performance to ensure that customers are satisfied with the quality of service received.
Linking with RO 3
While analysing the strategies for the improvement of employee engagement and morale, the information offered through the review of literature pieces has highlighted necessary improvements in the service delivery so that the engagement of workers can be increased at the Yarrow Hotel. It also highlighted that the current training initiatives are limited and there is a lack of organised structure. It directly contributes to the minimum motivation of workers and inconsistencies observed in the quality of Services. Arwab et al. (2023) explained that employee engagement is the mediating factor between training and the performance of workers. Therefore, the overall findings have helped in revealing the absence of a feedback mechanism. Also, the lack of inclusivity within the internal team management has adversely impacted the morale of employees. Therefore, the third research objective has been justified through the interpretation of findings.
Linking with RO 4
The final research objective of the study has mainly reflected on the development of perception regarding the positive impact generated by employee engagement on the customer satisfaction improvement. The study has highlighted the decision-making process within the organisation where a lack of inclusion of workers has generated disengagement. However, Liu et al. (2022) argued that employees need to be encouraged to participate in making essential decisions for the hotel operation, by which the intrinsic motivation will be strengthened. Also, the transparency needs to be increased in the operational processes so that the considered hotel can decrease its turnover rate, along with developing a positive organisational culture. Therefore, the overall findings have helped in justifying the final objective through the development of an in-depth perception of employee engagement on customer satisfaction.
[bookmark: _Toc213086756]4.3.3.0 Limitations
Although this research has offered in-depth data regarding the internal relationship between employee engagement, satisfaction and motivation in the hospitality field, this work also causes multiple limitations which should be highlighted. The overall work mainly relies on secondary sources, which provide the generated and authentic perspectives. However, it does not properly represent the overall employee experience and guest satisfaction. The potential of bias in the secondary sources creates a limitation in a study (Burkholder and Phillips, 2022). On the other hand, another limitation is the consideration of a single organisation as the case study, which reduces the potential of generalisation of the overall findings. It implies that the findings might not be properly connected to the current situation of the industry as only a single case is considered for the work. The final limitation is the lack of quantitative information integrated in the study, which cannot be addressed because the entire work is developed with the qualitative methodology.
[bookmark: _Toc213086757]4.3.4.0 Practical implications
After completing the overall findings and discussion for this study, it is important to highlight the implications for the practical environment of this topic. It has been observed that the findings of the study are properly applicable to the Yarrow Hotel as well as hospitality management. It also revealed that the motivation and engagement of workers directly contribute to enhancing the efficiency of the operation in the hospitality sector. It has the potential to inspire the hospitality organisations, such as the Yarrow Hotel, to concentrate on the improvement of HRM so that an improved and organised cultural environment can be offered with hard work of employees can be recognised with rewards and incentives. The hospitality business can also reflect on the necessity of training and development to maintain the highest level of engagement from employees. The majority of employees experiencing challenges to meet the quality standard of services based on the industrial policies and frameworks are either demotivated or have a lack of engagement (de Jong-Fatal, 2025). These data will allow the development of practical implications by resolving the issue through the implementation of strict government regulations for ensuring employee management and well-being. For the future perspective, this study will provide essential guidance on using primary methodology to collect personal experiences of workers in the hospitality sector.
[bookmark: _Toc213086758]4.4.0 Chapter Conclusion
The development of this entire chapter has not only critically reviewed the overall secondary information collected for the study but also analysed its Impact on addressing the research topic. The development of the thematic analysis has highlighted that staff engagement at the Yarrow Hotel is reduced due to a disorganised cultural environment and a lack of training and development opportunities. On the other hand, the discussion has helped in critically interpreting the findings, along with providing a clear alignment with the research objectives. Finally, the practical implications are also discussed in terms of improving the HRM so that employee workload can be appreciated through rewards and incentives.
[bookmark: _Toc213086759]Chapter 5.0 The Conclusion and Recommendations
[bookmark: _Toc213086760]5.1.0. The Conclusion 
From this research, it’s clear that the engagement of employees and job satisfaction are closely connected to how well hotels perform. The main target of this study was to identify the level of employee satisfaction that can be enhanced for improving staff engagement as well as their motivation. The ultimate objectives were to identify the main factors which contributed to the satisfaction of guests. This can help to identify their effects on the quality of service provided to the guests. This also included approaches which were evidence-based, along with the assessment of the improved engagement of staff that could positively impact on improving the satisfaction of guests. Overall, the study helped to give a clear comprehension of why the satisfaction of employees matters in hospitality, especially when guest expectations and competition are constantly changing.
The study evaluated current research as well, which showed that motivated and engaged employees deliver better service and improve the guest experience, which then boosts business performance. Additionally, the following frameworks will help explain this. Herzberg’s theory says that things like bad job conditions and lack of recognition can cause unsatisfaction, which is something The Yarrow Hotel seems to face. These are some workplace demands which are noticed among the employees. Maslow's hierarchy of needs is highly relevant in this topic, which provides emphasis on job security, recognition of employees and safety. When these needs are met, staff are more engaged and less likely to leave. At the small boutique hotel from Kent, some of these needs are not present, leading to a diminished engagement, and members of the staff distancing themselves from their roles emotionally and spiritually.
From all the evidence gathered so far, the study clearly outlines how motivation of the staff and their level of engagement can severely affect the satisfaction of the guests at the Yarrow. In order to meet the research goals, a case study approach was initiated. In the first instance secondary data was gathered from different websites such as Tripadvisor.co.uk and Google.com, then followed uk.indeed.com and youtube.com. Secondly, the swot and pestle frameworks were initiated, and it was found that the satisfaction of guests in hotels depends on consistent service, good communication, responsiveness, empathy, and personalised attention. Employees who are enthusiastic and emotionally involved in their jobs tend to make the guests happier, which also improves customer ratings.
Furthermore, the motivation of employees and their engagement have a strong impact on the quality of service. At the Yarrow, it was found that many staff members seem tired and less motivated, which leads to mistakes and uneven service. Some employees also avoid taking responsibility or paying attention to small details, and this has negatively affected guest experiences and the hotel’s overall performance. Because of this, the study suggests that the hotel needs to take clear actions to improve staff engagement and reduce these issues. For example, training and development of employees, schedules of fair work, reward and recognition systems are crucial, which help in significant employee engagement. 
Along with this supportive environment, inclusion in making decisions is a significant adoption that has helped in enhancing the engagement of employees as well as performance. The research has helped in concluding that due to the lack of structural development, recognition produces low morale along with top-level frustration among employees. This research also highlights the significant link between improved engagement and staff motivation, which has enhanced the satisfaction of guests. For example, the research concluded that engaged and motivated employees provide a better quality of service and help in creating a supportive environment for work. The findings have identified that engagement of employees and motivation help in driving the success of the hospitality sector. Although the research has significant limitations which are related to the methodology and design. The great reliability of secondary data, sources online, thematic analysis as well as qualitative data helps in reducing the effectiveness of the major findings. 
The research also points future research to a methodology which is based on surveys for future research to collect data from a diverse audience while ensuring personal experiences are validated. Therefore, this analysis asserts that to create stellar experiences for the guest, the motivation of employees and their engagement plays a big part. At The Yarrow Hotel, the main quality of service issues is linked to staff feeling disconnected from their work, not receiving enough recognition or appreciation, and not getting proper training, along with a few other related problems. The research concludes that a great guest experience can be achieved when employees feel engaged, valued, encouraged, and supported. The research illustrates that in addition to an employee's basic needs, the engagement of employees and development were important to deliver high-quality and consistent service. Like other hospitality organisations used in the research, The Yarrow Hotel’s success depends on having well-trained, motivated, and skilled employees who are fully engaged in their work.
[bookmark: _Toc213086761]5.2.0 Recommendations and Practical Strategies 
Adoption of strategic training and development 
There is a significant lack of training and development in the hotel which needs to be changed. The adoption of developmental programs is crucial for enhancing the confidence of employees. The hotel needs to identify a planning implementation of training programs which focus on technological and customer handling skills. 
Additionally, if they improve employee engagement, the boutique hotel can greatly raise the quality of its services, skyrocket the satisfaction of their guest, and become unshakable and unrivalled in the hospitality sector. Significant contributions to reformation and the creation of new policies for training and development can benefit the employees and the customers. This approach would also encourage hotels to invest more in their people and focus on building their skills and confidence, which helps the whole business grow stronger.
Applying employee engagement and employee acknowledgement
Motivation and engagement are essential in improving the quality of services offered by organisations (Sibonde and Dassah, 2021). It also influences the performance of organisations directly involved with the service-based industry, like hotels. The findings indicate that low motivation of employees and improper acknowledgement reduce their focus on work. They feel disengaged and disinterested in working efficiently. This can be addressed when organisations actively take steps to acknowledge them. Yarrow Hotel can apply a recognition and reward system so that their employees feel valued. This will change the motivation of the employees and encourage them to work better. Acknowledgement may include monthly or quarterly recognition of the staff who are performing well in the hotel. Furthermore, employees can be recognised by being offered peer-to-peer acknowledgement. This will help to improve their confidence and motivate them to work better. In addition to this, employees can be provided with career progression opportunities. This will provide them the chance to improve their career while working for the hotel. 
Encouraging flexible work culture and work-life balance 
The hospitality sector is a competitive sector which faces issues such as long working hours and tough working schedules (Giousmpasoglou, 2024). Yarrow hotel can meet this issue by including flexible timing for the employees. This will improve employee morale and encourage them to work harder for the hotel. Employees lose motivation and feel anxious when their physical and mental health are compromised as a result of exhausting working hours (Yu and Leka, 2022). It also impacts their work life balance and impacts their overall health. The organisation can improve this by creating a supportive environment that takes care of the employees and the issues faced by them (Rasool et al., 2021). This hotel can apply rotational shifts so that a single employee is not forced to work longer hours. This approach will help to reduce stress and offer a positive work environment to the employees. 
Improving leadership and managerial activities
Leadership can be considered effective when the company goals are aligned successfully with the employee performance (Mwamba, 2023). The study found out that there is inconsistent communication between the leaders and the workforce. Thus, the managers do not completely address the challenges faced by the employees. Thus, the Yarrow hotel should consider improving their communication channel. It should allow open communication between employees and the leaders as this will help the employees to discuss their issues (Mwamba, 2023). The management can improve their leadership by undergoing leadership training. This will help them learn about mentoring the employees and how to resolve any arising conflicts between them. Undergoing these training will help to create better leaders and improve the working conditions within the hotel. 
This study was developed to improve customer satisfaction. This can be done by improving the existing employee engagement and their motivation to work better. Yarrow hotel can apply these recommendations to improve their workplace practices as it will improve employee involvement and help the hotel to deliver better services.  
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	Factors 
	Description 
	Implication for Yarrow Hotel 

	Political 
	· The tourism recovery plan has supported the hospitality industry to promote eco-friendly and sustainable tourism across the UK (GOV UK, 2023).
· A 20% reduction on VAT is observed in the hospitality post pandemic
· The impact of brake seat has generated on employment due to decreased labour mobility of the EU
	· Growing challenges to recruit skilled workers
· Growing operating expenses due to import duties and VAT
· Require requirement for a strategic planning for the workforce through the local hiring process

	Economic 
	· The inflation rate of the UK has increased by 4.2% (Bank of England, 2025).
· The tourism spending is increased by 8.3% in the FY2024 (ONS, 2025).
	· The growing cost has reduced the overall profitability
· Labour expenses has been increased, which has affected the overall pricing strategy
· The growth in the tourism industry offered new opportunities of revenue

	Social 
	· Growing need for eco-friendly and sustainable travel and tourism destination
· Higher priority on employee well-being and work life balance
· The aging of the UK workforce is one in three workers over 50 (ONS, 2021).
	· The organisation needs to implement eco-friendly practices
· Flexible scheduling and ensure the employee well-being and their work life balance 
· Emerging opportunity to create appeal through ethical and sustainable tourism

	Technological 
	· Adoption of automation and Artificial intelligence in the hospitality sector in the UK.
· Integration of CRM and digital booking facilities.
· Adoption of GDPR and security compliance in the UK.
	· Tech investments are crucial for personalisation
· Adoption of customer satisfaction
· Adoption of digital literacy and protection of data

	Legal 
	· Adoption of UK Employment Rights Act (1996) along with Working Time Regulations (1998).
· Abiding by the Health and Safety at Work Act (1974) and Food Safety Act (1990).
	· Highlighting the safety adoptions by the human resource team.
· Ensuring inclusive culture at work and safety protocols.

	Environemntal 
	· UK: Net Zero strategy (2050) 
· Commitment to sustainability (Green operations)
· Environmental Protection Act (1990); waste regulation 
· UK: the hospitality industry accounts for approximately 2% of total emissions (DEFRA, 2023), highlighting the need for minimising emissions 
	· This strict regulation forces the company to adopt sustainable practices (waste reduction and less energy consumption) 
· Sustainability initiatives: long-term savings
· Participating in eco-friendly initiatives  


[bookmark: _Toc213086765]Appendix 2: SWOT analysis 
	Strengths 
	Weaknesses 

	· Hotel positioning: Providing personalised client experiences 
· Strong position in Broadstairs
· Forming a partnership with different educational institutions, ensuring the constant availability of the workforce 
	· High dependence on inexperienced staff (mainly students)
· Lack of recognition and structured training 

	Opportunities 
	Threats 

	· Better staff engagement improves customer experience and improves their online rating.
· Customised services can increase demand from customers. 
	· Bigger hotels with better staff engagement and quality of services
· Bad reviews and turnover of staff can impact the business. 
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