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[bookmark: _Toc182576791]Executive Summary
The research report examines the effects of staff engagement on operational effectiveness and customer service excellence in the hospitality industry. The research report conducted, places emphasis on hotel placement, IBIS Stratford, London as a case study highlighting brief background of the brand, geographical location and cultural context an overview of the case study. The research aims to identify how staff engagement influences overall productivity of hotel operations and customer relations. The objectives help to explore key research questions through reading various literature review, to support this report methodology, theme exploration, and key analysis to conduct academic research, on the topic staff engagement. The research report analyses multiple variables that influences staff engagement. Some examples of this are pay inequality and lack of communication along with other variables. The analysis relies on particular methodology to ensure a beneficial outcome. Research methods conducted in this report were SWOT, PEST, Competitor’s analysis, (price vs quality) and Netnography with main findings through observations during hotel placement period, were used. The results indicated that disengaged staff members reduce overall service quality, while lowering hotel operational efficiency. Findings of the report, addresses these concerns through proposing critical strategic options for consideration. Based on the research it is suggested IBIS Stratford, implement these strategic recommendations, for ways of enhancing staff communications and training development. The research report also suggests redeveloping compensation that will boost staff engagement. The report uses reflective account, to identify staff engagement concerns from observational study. The report concludes how these improvements will help to motivate staff, in addition through enhancing customer fulfilment and optimise operational efficiencies, that was assessed using key research methodologies. The findings emphasise the significance of executing the suggestions made, in order to achieve sustained prosperity within the competitive hospitality sector. 
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[bookmark: _Toc182576792]Introduction
Staff engagement is a critical component of any organisational expansion. In order to encourage sustained development and reduce turnover, hotel and the hospitality industry need to effectively communicate their staff members, within the roles that involve leadership and management. The research project report considers IBIS Stratford, as a case study for this report analysis. This hotel is associated to the global Accor chain of hotels. IBIS Stratford, is situated in East London, facilitates affordable hotel accommodation. The research project report emphasises upon the relevance of staff engagement across the hospitality sector. The aim of this research project report is  to identify key attributes effecting staff engagement in hospitality sectors by responding to critical research questions include: Which variables influence staff engagement in hospitality sector? How may staff engagement impact the guest experience along with overall hotel effectiveness? Which initiatives can the organisation implement to boost staff engagement? 
The objectives of this research project report are to outline approaches, evaluate and address concerns of the topic staff engagement within the hospitality industry, making relation to IBIS Stratford hotel placement. Exploring existing research, the identified topic will help to identify key factors and understand the theories of staff engagement ineffectiveness in hospitality sectors. Methodologies will be used, to analyse the vital significance of staff engagement within the hospitality industry. SWOT, PEST, Competitors’ analysis on Price vs Quality, Netnography as well as discussion on reflective account through observations made from hotel placement, will indicate findings from this analysis, that can suggest recommendations for the hospitality industry as well as IBIS Stratford, to consider enhancing their strategic planning on staff engagement operational efficacy. Using this technique exerts a positive impact on service quality as well as customer satisfaction. Engaging employees positively boosts employee retention. Turnover of staff, and service quality issues underline the requirement for stronger staff engagement with IBIS Stratford, London.
[bookmark: _Toc182576793]Literature review
[bookmark: _Toc182576794]Staff engagement in hospitality
[bookmark: _Hlk182508064]According to Sypniewska, Baran, and Kłos, (2023), having engaged staff members can greatly impact the quality of customer service and operational efficiencies. Employee participation have changed over time. Different scholars have attempted to grasp the concept’s implications by coming up with different definitions of it. Črnjar, Dlačić, and Milfelner, (2020) determined that engaged staff members are higher-performing and deliver greater customer service. Staff members will also contribute to developing organisational culture and drive the company forward. The literature review summarises the current study on employee engagement in the hospitality industry, focussing upon the hotel IBIS Stratford. Al-Dmour (2020) described staff engagement as their psychological dedication to their organisation and its goals and objectives. Employees are motivated to complete the duties assigned as well as represent for their organisation. Interaction with customers serves as a vital function with the hospitality sector. According to Aziez (2022), a high degree of staff engagement across the sector, can contribute to exemplary service quality. As noted by Prasongthan (2022), a variety of factors determine staff engagement in work-related activities. Employees who remain invested in their line of work will stay in the sector for longer. The staff members may contribute to outstanding relationships with customers. Sypniewska, Baran, and Kłos, (2023), postulated that businesses with high ratings of engagement, developed among their staff had an increase in the ratings among customers. It is denoted from the findings that businesses should engage in developing methods of staff involvement. The approach involves the method to management in building a workplace sustainably. Nkansah et al. (2023) stated that effective approaches encourage transparency and recognise the efforts made by employees. 
[bookmark: _Toc182576795]Factors influencing staff engagement
[bookmark: _Hlk182507951]Many variables influence staff engagement. Some of the issues involve the leadership of approach and workplace culture. A typical instance would be a leader’s role in influencing employee engagement. Employers may converse and offer feedback, while keeping schedules flexible. Cassim et al. (2024) observed that effective leadership and management strategies establish a stimulating work environment. Management develops objectives and encourage individual employees to flourish. A transformational leadership in the hospitality sector may organise periodic team sessions to empower employees to bring forward concepts that would enhance the customer experience (Jiatong et al. 2022). Such an approach fosters a cooperative setting within where staff are recognised and engaged in. Autocracy promotes controlled decisions and rigorous supervision. Staff members have little influence and versatility. Dalkhjav, Munkhuu, and Sukhragchaa (2024) found exactly how a hierarchical system might lead staff disinterest along with a lack of effort within the workplace. Positive organisational culture influences staff engagement in an organisation. In accordance with Suardana, Martini, and Yuesti (2024), an organisational structure which appreciates employee participation and acknowledges their accomplishments, promotes a positive engagement among staff members. Nkansah et al. (2023) found that an improved working environment has a positive impact on staffs’ morale and engagement.
These involve flexible hours at work alongside achievement compensation efforts.  Nkansah et al. (2023) underscores the significance of supported workplaces for elevating staff morale. Zu and Weerakit (2022) contends, such continuing growth in expertise favours a high level of commitment. Workers who understand potential for improvement are more engaged. Such growth, arise from mentorship initiatives and training programs. Staff respects well-defined career growth, opportunities and staff appraisal that recognise scope for enhancement. Although Aktar and Pangil (2017) ascertained, that inadequate training can cause acumen of insufficiency and indifference. Staffs are unable to procure the proficiency required to successfully perform their task, in view of inexperience.
The gap expedites unreliability concerning their staff’s ability and reluctance. Staff maybe disconnect and uninspired at work. Positive work-life balance influences employees’ engagement and contentment. According to Juba (2024), employees in the hospitality industry are expected to work long hours. An organisations’ working arrangement can have a negative impact on their work-life balance. Tripathi et al. (2020) and Nguyen and Ha (2023) found that organisations that promote such initiatives have higher employee satisfaction. Employee engagement levels develop steadily. Examples of such initiatives include flexibility in employment, remote work options. Additional recommendations include wellness initiatives and compensated time-off. According to Tripathi et al. (2020), employment possibilities to acquire personal growth and periodic downtime, can improve overall job fulfilment and engagement levels among employees.

Challenges of staff engagement
Multiple sector organisations are facing staff engagement challenges. Restaurants, hotel chains, and event planning agencies are among the business organisations. According to Book, Gatling, and Kim (2019), high turnover rates exist in the hospitality industry. Staff turnover may affect relationships among their teams and lower operational service quality (Mpkhine and Geyser, 2020). Management must address employee turnover via effective engagement strategies. The aforementioned strategy could improve operational stability and long-term growth opportunities. Supportive mentoring, scheduling modifications and working environment are examples of effective methods for addressing staff turnover. The approach enables new hires to get advice from experienced employees. The strategies foster employee engagement while lowering turnovers. 
According to Zhu, Obeng, and Azinga (2024), barriers through communications are a further inhibitor to an effective staff engagement. Communications between management and employees can lead to improved comprehension and employee morale. Abdou et al. (2022) found that organisations with transparent interpersonal interactions have greater involvements from employees. The approach encourages employees to collaborate to accomplish beneficial advancement. Insufficient level of productive incentives and acknowledgement frameworks reduces staff engagement. According to Srivastava and Singh (2020), inadequate recognition of employees’ efforts, may lead to disengagement from work. While Abolnasser et al. (2023), state that only 33 percent of the workforce feel equitably compensated for their efforts and performances. Any time employees are appreciated for their efforts, their engagement goes up. According to Wardiansyah, Indrawati, and Kurniawati (2024) appreciation promotes employee innovation and development in their field. 
[bookmark: _Toc182576796]Gaps in existing literature
Many researchers have made contributions to research investigations on the theme specifically staff engagement. However, some gaps still exist. The majority of literature emphasises on major hotel chains in hospitality sector or on particular geographic regions (Mamahit, Worang and Rumokoy, 2019). The smaller establishments encounter distinctive difficulties and potentials, which are often overlooked. Smaller organisations have unique operational variables and customer interactions that requires personalised strategies for staff engagement (Cheng, 2020). Minimal research focused on particular contexts capabilities. Limited research demonstrates how local variables impact staff engagement in smaller businesses or certain brands such as IBIS hotels. The research analysis may reveal a number of factors that contribute towards these transformations. Exemplary situations involve region-specific economic developments and workforce markets. There has been limited research on the impact of technological advances on staff engagement (Heslina, and Syahruni., 2021). The rapid advancement of technology required studies on the impact upon job fulfilment. Employees may experience emotions of marginalisation after adopting AI and automation in the provision of services. Automations may also aid in streamlining workflows and enabling employees to capitalise on greater significance customer interactions (Mamahit, Worang and Rumokoy, 2019). Given that there is an increasing technological development, influence on the hospitality sector the studies mentioned prior to, would be useful in academia. Realising how they interact may help businesses adjust their planning methods effectively. Exploration into the implications of remote desktop work and online communication is critical. 
The research investigations aim to demonstrate that improvements may result in increased personnel support services (Mamahit, Worang and Rumokoy, 2019). The hospitality sector remains to grow increasingly diversified. Minimal research into how diversification affects staff engagement, influences prospective strategic choices in the sector. Diversification encompasses both backgrounds in culture and gender. The literature review emphasises the value of staff engagement in the hospitality sector. The literature identifies the primary variables determining performance. Current studies provide helpful perspectives into significant challenges in staff engagement (Chathoth et al. 2020). Important discrepancies are present. Such discrepancies highlight the requirement for a comprehensive framework, for study that entails all types of hotel ranges (Cheng, 2020). The apparent gaps need to guide subsequent investigations on specific to context research. The research effort could concentrate on organisations, such as IBIS hotels. Addressing the inefficiencies could improve employees’ awareness of an efficient staff engagement techniques in various hotel environments (Mamahit, Worang and  Rumokoy, 2019). Highly focused studies can help hospitality business leaders motivate their staff members while enhancing the quality of service provided. 
[bookmark: _Toc182576797]Methodology
[bookmark: _Toc182576798]Research design
The research utilised a case study methodology to examine the impact of staff engagement at IBIS Stratford hotel. Line, Cho and Hair, (2021) observed that a case study offers an in-depth examination of a particular phenomenon. The technique is appropriate as it simplifies the assessment of staff engagement. The methodology facilitated a comprehensive examination of intricate issues in practical contexts. The case study method would help with qualitative data collection. The data provided valuable insights into staff attitudes and organisational culture.  
[bookmark: _Toc182576799]Data collection methods
The study also gathered secondary data to look into staff engagement from the IBIS Stratford hotel in London. The researcher of the report analyses insights into staff engagement, current trends and standards of excellence in hospitality sectors’ management, from using pre-existing academia research and industry publications. Taherdoost (2021) reported, the significance of acquiring secondary data for research purposes, is that the fact it contributes to the research findings. Secondary data gives access to information previously compiled while preserving resources in question. Secondary data comprises wider contextual variables which assist with determining the presence of characteristics that are not present within the standalone case studies (Dufour and Richard, 2019). The methodology promotes method of triangulation and enables studies to contrast and establish results from diverse sources of data. The prevalence of outdated data on IBIS Stratford hotel in London is one of the research’s key limitations. Scarcity of current information may have an impact on the finding’s applicability . 
Secondary data resources could be biased depending on the initial researcher’s perspectives (Tomasella, 2022). Personal biases can affect how information is perceived or determined. Due to the absence of immediate participants interactions, research might be challenged to address discrepancies through the collection of secondary data. To expand on this overview, the research also includes written reflections and netnography. Reflective writing enables the researcher to use secondary data and combine findings. The method allows an improved comprehension of the topic and effective examination of the data. Netnography supports the analysis of online forums and social media sites associated with staff engagement within the hospitality sector (Cheong et al. 2023). This technique offers current information concerning staff beliefs and their actions. For analysing the knowledge obtained from the collection of secondary data methodology, this study applied a thematic analysis. 
[bookmark: _Toc182576800]Data analysis
According to Braun and Clarke, (2023) thematic analysis is used to identify the overarching theme in the information being examined. It also reveals a deeper understanding regarding the way many factors interconnect to influence staff engagement. Thematic analysis, contributed to the identification for key issues and findings related to the research aims. The existing research and articles reviewed, brought an understanding of what influences staff engagement. Research results had prompted the researcher to recommended strategies for staff engagement for subsequent practice at IBIS Stratford, London.
[bookmark: _Toc182576801]Material and instruments
Secondary resources were used within methodology, as material and instrumentation. The published material for this study were gathered from studies, hotel organisation and sector publications. Upon reviewing these pertinent literature and publications, the researcher designed a comprehensive methodology. It was required for gathering the predominant topics and resonance of data pertaining to staff engagement in hospitality. The literature-based methodology allowed for more depth in reviewing all pertinent topics (Shum et al. 2023). The researcher also created an organised observation assessment for themes or traits that emerged from secondary data. The method of research shown, facilitated in thematic analysis by noting emergent patterns and discoveries about staff satisfaction in the hospitality sector surroundings. 
[bookmark: _Toc182576802]Procedure 
The research methodology incorporated a critical examination of secondary data sources, used to collect insights into staff engagement in the hospitality sector settings (Bingham, 2023). Within this purpose, a methodical evaluation of academic literature and governmental publications were sourced, conducted to identify  noteworthy themes relevant to the research. It required determining applicable scholarly research and trade publications. The secondary data materials ought to provide data approaches to engagement in various hospitality settings. The researcher combined the findings using a thematic analysis approach. A strategy like this would render much simpler to determine the most important factors influencing staff engagement. 
[bookmark: _Toc182576803]Ethical considerations 
The researcher ensured that any data or research materials obtained from secondary sources were properly credited. The method employed complied with integrity of research criteria. The method assisted in identifying which data originated from secondary data sources. The researcher effectively cited data from literature reviews and other publications. The ethical considerations in the research relied on the appropriate utilisation of readily accessible data (Karunarathna et al., 2024). The findings presented from publications were gathered from reliable data source, and the information provided is presented with accuracy. The research in question considered ethical concerns such as accountability and consideration of intellectual property. 
[bookmark: _Toc182576804]Limitations 
The method used for case study has its underlying limitations such as contextual-specific variations, suggest that the outcomes are limited to a particular group of hotel or hospitality sector situations (Theofanidis, and Fountouki, 2018). The period of study appeared to be brief, constricting any prospective observations acquired. Studies conducted over time, are more conducive to generating more precise information regarding temporal variations in staff engagement. In addition, limited secondary data collection may have an influence on the result of the research. A shortage of particular contexts  on secondary research, of comparable IBIS hotels in London could result in some effect on the findings of the study. 
[bookmark: _Toc182576805]Case Study Discussion -  IBIS Stratford, London 
[bookmark: _Toc182576806]Introduction
IBIS Stratford hotel is situated within London’s lively east end. The hotel provides inexpensive accommodation with contemporary services and amenities. IBIS Stratford, serves as an affiliate of the Accor group (Bhebhe, 2020). The hotel chain operates hotels under a variety of brands around the world. The brand represents an affiliation for affordable and convenient hotel reservations. Review of the hotel IBIS Stratford London, outlines information related to the establishment and an objective evaluation on its competitive positioning includes discussions about geographical and cultural settings.  
[bookmark: _Toc182576807]Background - hotel/brand/location
IBIS Stratford, maintains its advantageous location within the city’s vibrant centre in East London. The hotel has 108 contemporary rooms across three floors. It facilitates basic necessities such as reception check in/out, seating for dining buffet breakfast and lunch, a bar, and free wi-fi. The infrastructure can facilitate both leisure and business group (All.com, 2024). The visual aesthetic stresses both functionality and comfort for a range of customers. The establishment   have around approximately 40 employees, constitutes of diversified workforce, reception, housekeeping, and management. IBIS Stratford, hires full and part-time workers of varying guest figures. IBIS brand manages and operates over 2500 hotels worldwide, locations in major cities across six continents, divided between three distinctive brands (IBIS, 2024). The IBIS brand alone operates several hotel establishments in London’s capital. A well-known brand among customers seeking inexpensive hotel accommodations (Milezi et al. 2023). Employee diversification reflects East London’s multicultural community languages, ethnicities, religions and cultures. According to Azic (2017), the hotel’s diverse group of employees help to accommodate for overseas tourists. IBIS prioritises staff development and training.
The strategy aligns in maintaining IBIS brand reputation for customer satisfaction. Management team prioritises brand awareness and culturally appropriate training. Onboarding initiatives for prospective employees, established for prospective individuals understanding importance of providing excellent service quality (Walter,  and Matar, 2024). IBIS continuous encouragement for career growth and an effective system for feedback. The IBIS Stratford gains popularity, being close proximity to amenities. This includes transportation hubs such as Stratford International tube station, and retail outlets such as Westfield Stratford. This location enables easy access to and from across London’s city centre and further afield for instance, London Stanstead airport. The brand operates properties across multiple markets worldwide. The brand’s positioning strategy allows them to captivate a broad spectrum of people visiting. 
[image: ]
Figure 1: image of IBIS London Stratford
[bookmark: _Toc182576808]Descriptive information – geographical and cultural context
[bookmark: _Hlk182562433]Stratford represents a thriving area within the city of East London. There is a population of diverse ethnicity and culture in the geographical area. It also  has representative branches all over the UK. After the 2012 Olympic games, the region had evident regeneration. Indeed, the Stratford region was converted into one of the most economically successful business and residential areas after the mega sporting. Several others visit Stratford, predominantly because of Westfield shopping centre, Queen Elizabeth Olympic Park and West ham United football stadium (GRE Assets, 2024). Running through the park and football stadium is the River Lea. Providing an easy commute for both IBIS visitors and locals, to take advantage of the stunning landscape and outdoor recreational pursuits. 
Cultural considerations resulting from contemporary urbanisation render it a desirable option for both visitors and local residents. Embraces diversified community, ethnicity and religions. It has an influence on local enterprises that include intercultural dining establishments that offer visitors various culinary delights, as well as an array of ethnically diverse supermarkets (GRE Assets, 2024). Furthermore, to other cultural factors, the locality is known for its local heritage, artwork promoted through neighbourhood art projects, and cultural knowledge events. Key elements as mentioned here, expresses Stratford’s area of diversification and its sense of identity. Its cultural dynamism emphasises the overall experience for IBIS Stratford hotel guests. The ideas offer Stratford a unique viewpoint on the city’s varied cultural background.  
[image: ]
Figure 2: Map of IBIS London Stratford geographical location
[bookmark: _Toc182576809]Key Analyses- SWOT, PEST, Competitor analysis (price vs quality) and Netnography
[bookmark: _Toc182576810]SWOT
[bookmark: _Hlk182183433]A SWOT analysis assesses all aspects that influences hotels’ proficiency and development. This research project reveals an insight into the organisation’s position on its strength, weakness, opportunity and threats in the hospitality sector. The conceptual framework  allows for comprehension of how staff engagement influences the overall efficiency along with interpersonal performance (Chandler-Wilde, 2024).   Each aspect from the analysis can be effectively applied to assess and enhance IBIS Stratford’s staff engagement and organisational effectiveness. The table below presents the SWOT analysis of the IBIS Stratford hotel as well as on staff engagement. 
	Strengths
· Strong brand recognition, part of Accor Group
· Economical pricing strategy 
· Public transportation hubs proximity, popular attractions 
· Availability of essential hotel services and amenities
· Contemporary comforts and relaxing guestrooms
· Training, staff perks

	Weaknesses
· Limited portfolio properties
· Budget marketing strategy results in staff turnover
· Less spacious hotel room dimensions
· Dependability from online travel agents (OTA)
· Disengagement, burnout, job dissatisfaction

	Opportunities
· Proliferation of booking sites online
· Rising demands for inexpensive urbanised lodgings
· Collaborative advertising deals with local businesses
· Promote adoption of sustainable practices
· Staff involvement initiative, development programs 
· Technological incorporation

	Threats
· Rivalry with other budget hotels and offerings
· Economic challenges impacting travel expenditures
· Evolving consumer demands, trends
· Health and safety laws undergoing revision
· Employee talent retention
· Cultural sensitivity



Table 1: SWOT analysis for IBIS hotel
[bookmark: _Toc182576811]Overview of SWOT analysis 
Results from the key factors of SWOT, on staff engagement IBIS Stratford, advantages over its partnership to the prominent Accor brand. The associations help the hotel gain validity and exposure within the diverse marketplace at large. Advantageous location nearby transportation and places of interest, provides a major benefit at luring visitors of all kinds (Wang’ondu, 2019). IBIS hotels are recognised for putting excellent hospitality. Robust training initiatives along with explicit brand principles, influences positive staff engagement. Key approaches involve focus on continuous service excellence. IBIS highlights a regulated system of service ensuring an optimal experience for its guests. It stresses extensive training courses which offer outstanding staff development (Ishraq and Zakaria, 2023). IBIS  invites feedback from guests in order to modify and enhance its offerings. The strategy meets consumer demands while also increasing their guest feelings of belonging and community (Ishraq and Zakaria, 2023). 
The establishment’s affordability rate draws an array of guests. The affordability of accommodations could hinder its capacity to succeed with rivalry hotels. Increased staff turnover can have further impact on service regularity. Less spacious rooms prevent certain visitors from booking, who may favour larger rooms. Understanding internal challenges that limits staff involvement. For example, significant staff turnover and shortage of training possibilities. The expansion of reservation websites provides an opportunity for hotels to boost exposure and engage a wider audience. The rising popularity of inexpensive travel offers advantageous setting for an equitable pricing strategy (Taylor, 2019). The hotel could create alliances with nearby enterprises which will enhance the visitor’s experience alongside generate additional revenue. 
Analysing the external trends and factors which can lead to a rise in employee engagement and satisfaction. For instance, the changes in technology  and partnership with and educational institution can be analysed. IBIS Stratford receives tough competition in terms of affordable hotels and rental place availability. In forms of primary competitors like them includes Travelodge, Premier Inn and business Airbnb. The competitors exist within the same locality or area. As stated by Ishraq, and Zakaria, (2023) The customer travel costs are influenced by the financial situations. It has been recorded by Atolagbe et al. (2024) that shifting might decline the occupancy. Fluctuating consumer needs, favouring more personalised travelling excursions as well as reform of governance enforcement, determines hotel’s operable procedures. IBIS impose critical methods generating a tailorised  accommodation experiences (Kim, Yang and Lee, 2023). For instance, decorated room concepts and local excursion options that enable visitors to immerse themselves in local culture. IBIS business strategy offers personalised services. This strategy is aimed at business travellers who want specific conveniences. Recognising external factors that may have an adverse effect on staff engagement. For instance, recessions and rising rivalry for skilled employees. 
[bookmark: _Toc182576812]PEST
A PEST analysis assesses external factors that may impact hotels’ operations. Range of factors affecting hospitality staff engagement. Addressing PEST variables may give rise to more efficient approaches that improve staff engagement and fulfilment in their jobs. This analysis may aid management of hospitality with cultivating staff engagement in the rapidly evolving service sector (Ishraq and Zakaria, 2023). Each aspect of the analysis can be implemented effectively to evaluate and implement IBIS Stratford’s staff engagement and organisational efficiency. 
A table below presents the PEST analysis of the IBIS Stratford hotel as well as on staff engagement.

	

Political
	· Policies, regulations on hospitality and tourism
· Impacts of Brexit
· Governmental regulations for COVID-19 pandemic
· Labour laws

	

Economical
	· Economic stability
· Pricing pressure prompted by rivalries
· Exchange rate fluctuations
· Competitive salaries

	

Social
	· Change in consumer preference
· Growing demand for low-cost accommodations 
· Increasing demand for local experiences
· Work-life balance, diversity and inclusion

	

Technological
	· Developments in streamlining booking systems
· Apply technological advances
· Social media platforms boost online visibility
· Online learning and online participations capabilities



Table 2: PEST analysis for IBIS hotel
[bookmark: _Toc182576813]Overview of PEST analysis
Analysis results from the variables of IBIS Stratford hotel, as well as on staff engagement. Ongoing government policies have an impact on the hospitality sector’s business operations. Policies and requirements determine hospitality and tourism activities. Brexit has led to problems with immigrations laws, therefore can affect the number of overseas tourists to visit London, UK (Van, Hien, and Nguyen, 2024). Health and safety laws resulting from COVID-19 pandemic have shaped operational practices. Such guidelines can have a direct effect on staff engagement. Staff morale can be raised by guidance from management and intermediary assistance (Cassim et al. 2024). Organisations can promote staff safety by making sure sufficient educations reflects the latest requirements. The level of involvement of staff engagement will improve as the outcome of this approach. Economic considerations determine purchasing habits. Despite economic crises, majority of travellers seek inexpensive accommodations. Hotel such as IBIS are benefitted by this approach. 
Economic growth encourages relaxation and tourism expenditures. The approach improves rates of occupancy. Through an economic crisis, staff engagement can decrease. Staff might encounter volatility as they perceive financial constraints as significant impediments to their personal development and growth Dalkhjav, Munkhuu, and Sukhragchaa (2024). Staff engagement via initiatives for development and training has the potential to boost satisfaction and commitment. Social changing trends, impacts expectations and choices. These involve a need for exclusive travelling experiences and mindful ecological practices. IBIS Stratford may capitalise on current trends through advocating sustainable practices including regional alliances that improves customers experiences. Aligning with social shifts, engages with customers and it motivates workforce through incorporating employees in environmental initiatives (Suardana, Martini, and Yuesti, 2024). Staff will be more engaged if their core beliefs reflect those associated with their organisation. Staff will feel proud of their contribution to significant initiatives. 
The hospitality sectors’ growing reliance on technologies, generates opportunities for increased interpersonal relationships and efficiency in operations. The customers’ engagement is streamlined with reservation systems and mobile apps. Social media interaction enables hotels to develop relationships  with customers and establish a loyal clientele. Integrating technologies into training and development would culminate into a greater knowledgeable and connected staff members. Staff input and appreciation initiatives can boost staff engagement (Cooper et al. 2024). 
[bookmark: _Toc182576814]Competitor analysis (price vs quality)
A competitor analysis allows a hotel to examine the advantages and disadvantages of its nearby competitors, allowing it to compare oneself and determine the state of the market. The analysis will allow to comprehend the competitive standing for IBIS Stratford. Competitor analysis will emphasise price over quality against various inexpensive and mid-range hotels within the Stratford region. 

	Competitor
	Product/feature
	Price range
	Quality

	Holiday Inn Express
	Complimentary hot breakfast
	£90 - £160
	Providing added value for guest experience

	Premier Inn
	‘Good night guarantee’ refund
	£80 - £150
	Focus on comfort and customer satisfaction for a good night sleep

	Travelodge
	‘SuperRoom’ upgrade
	£60 - £120
	Providing more enhanced experience and comfort without significant price increase



Table 3: Competitors analysis
[bookmark: _Toc182576815]Overview of Competitor’s analysis 
Results from the competitor analysis reflects pricing strategy for IBIS Stratford for competitiveness. The prices are affordable and  to an extensive spectrum of customers. Competitors’ pricing differs. Certain hotels charge cheaper rates, whereas others offer to higher-end customers (Bhardwaj and Kalia, 2021). IBIS Stratford features welcoming and contemporary rooms. Other rivals offer additional attributes. Such as on-premises dining and family suitable amenities. By increasing staff engagement, hotel like IBIS, consults through with their staff members concerning pricing plans and rival offerings (Ishraq and Zakaria, 2023). The better staff comprehends on ways to effectively market a value suggestion, the better encouraged staff members will be to maximise customer experience and satisfaction. Rival companies possess distinct advantages. Brand awareness and loyalty schemes, for instance, may lure returning customers. The IBIS Stratford allow differentiation itself among competition by exploiting its advantageous position and concentration on service to customers. Management of hotels should foster the values of staff engagement as this is key related to providing exceptional services to customers and organisational advantages (Ishraq and Zakaria, 2023). Staff who are engaged are considerably more inclined to go further than expected for customers, producing an additional enjoyable engagement and reinforcing the positive image of the hotels’ brand in customer minds. Recognising and rewarding staff accomplishments for customer experience will increase brand adherence and retention rates.
[bookmark: _Toc182576816]Netnography
The notion reflects a qualitative approach, to explore internet communities and social relations. Netnography, assists researcher recognise and evaluate customers’ views on new trends, social shifts, and cultural changes in their initial phases (Kozinets, and Gretzel, 2024). Researchers may acquire perspectives on review sites and travel discussion forums, that can help the hotel detect significant trends, and customer attitudes by keeping track of online exchanges and interactions. Reviews posted online are constructive with regard to IBIS Stratford. For instance, hotel rooms’ conditions, and employees’ professional conduct. A few guests commented on the room size accommodation, which affect how they felt overall. Majority appreciated this hotel convenient location and proximity to transportation options (Milliman, Gatling, and Kim, 2018). Locality offers visitors to explore the city of London. Additional benefits include free wi-fi connections and breakfast offerings. Comments from online communities and travel sites, indicates an interest towards sustainable hospitality operations. As such, recyclable bathroom amenities, and recycling centres. Outlining inclinations, may increase the attraction to green-conscious consumers. 
Customers appreciate IBIS brands’ value for money (Liu et al., 2022). Apart from netnography perspectives, staff engagement is important in transforming adjustments in accordance with consumer demand insights. Staff who are engaged are more likely to experience responsible for their employment, becoming more decisive in replying to customer comments. Such engagement, for instance sharing suggestions on sustainable practices, are derived from customer comments. Fostering sense of ownership and accomplishment. Furthermore, the management practice of establishing feedback  promotes a cooperative workplace which increases customer experience and staff engagement (Sleiman et al. 2020). Aforementioned optimises the customer experience and strengthens the hotels’ brand image for being attentive and customer driven. 
[bookmark: _Toc182576817]Theme findings
[bookmark: _Toc182576818]Staff engagement in hospitality
In the hospitality sector, staff engagement helps ensure organisational prosperity. Staff’s productivity and customer satisfaction are influenced by this conduct. Staff engagement boosts a company’s brand further. Staffs that are effective, deliver greater customer service. Further, they remain committed towards the company overtime. Staff engagement stays a significant theme within the competitive hospitality  setting, whereby IBIS competes (Mamahit, Worang and Rumokoy, 2019). The sector prioritises service standards. Management practices drive both customer service and hotel profitability. Theme findings facilitate easy to identify issues that need improvements. Research demonstrated that an engaged workforce provides greater service, that is related with customer satisfaction and retention. IBIS Stratford can identify areas which require improvements of regulating the workforce, minimising staff turnover (Latip et al., 2022). In this manner, staff engagement raises IBIS Stratford’s service standard towards the peak of the brands’ pledge and customer expectations. According to Kanjankan et al. (2023), employer acknowledgement and potential for personal growth, enhance productivity and satisfaction. Employee drive and efficiency improves as result of their engagement. As reported by Wang et al. (2022), a thematic study identifies multiple significant drivers such as management appreciation and prospects for personal development, exhibiting whether these strategies can improve staff efficiency in the hospitality sector. The research report in discussion, analysed and identified critical drivers of staff engagement in hospitality, from theme exploration results as follows:
[bookmark: _Toc182576819]Leadership and management style
[bookmark: _Hlk182563034]Onyango, Egessa, and Ojera (2022) found that effective leadership fosters an engaging culture. According to the research, effective communicators set precise standards and express sincere concern for their employees. Leadership attentiveness and interest promote greater degrees of engagement. Identified by Jiatong et al. (2022) the significance of transformational management in promoting staff engagement. Primary traits includes their capacity to motivate and uplift employees. According to Book, Gatling and Kim (2019), customer service stays significant in the hospitality sector. The researcher pointed out that whilst engaging with their workforce, managers must be approachable. Transformational leaders exemplify characteristics that encourage trust and motivation in their teams. Yaqub et al. (2023) too found that leadership be required to promote appraisal and prompt individuals to vocalise their opinions and apprehension. An assessment of IBIS Stratford underline leadership authority for establishing recurrent team-focused meetings for discussing work progressions and answering queries. Some employees believe management should be easier to comprehend. The prior emotion could prevent communicating openly. 
The findings reveal that most employees are hesitant to express their feelings at group conversations. Anxiety of repercussion or criticism leads to an inadequate level of openness. The hotel could take an improved transformational leadership approach through enabling managers to interact with employees personally. The approach described, has an opportunity to increase staff engagement and foster an inclusive setting in which employees can express ideas. Managers promote transparent discourse and authentic interactions with employees. Transformational leadership, according to Zhenjing et al. (2022), includes idealised authority and customised focus. IBIS Stratford’s management may address the issues of staff using its leadership style approach. The organisation can enhance its openness. Satisfaction and  engagement among workers would increase as a result of this approach.
[bookmark: _Toc182576820]Recognition and rewards
Many studies have found that appreciation increases staff engagement and happiness. Grobelna (2019) discovered that reward systems must coincide with staff contributions. Staff members can develop a sense of significance and belonging. Abd Elsalam and Abdelmawgoud’s (2023) study, supports these results highlighting staff members who felt recognised for their dedication are more likely to stay engaged. Many workers understand that recognition takes various forms. Khairy et al. (2023) and Alagarsamy, Mehrolia, and Aranha (2023) observed that recognition may be earned via cash compensation and vocal praise. A strong recognition system may enhance confidence and engagement. Vakira et al. (2022) discovered that prompt appreciation may boost staff morale while promoting exceptional service even when their position is challenging and demanding. Findings from IBIS, indicates that the hotel uses recognition process. Staffs at workplace, stated they happened to hold an ‘employee of the month’ recognition. Some staff members think that recognition requires consistent implementation throughout divisions. Housekeeping employees stated that they felt underappreciated in comparison to reception workers, who are far more publicly recognised. A coordinated recognition system must involve praise from peers and prompt response. The approach outlined here, may improve staff engagement. Implementing periodic workplace activities or compliments during team conferences may help improve recognition. The approach may help all employees feel appreciated for their contributions. 
[bookmark: _Toc182576821]Professional development and opportunities 
According to the findings, creating opportunities for personal growth for employees can help sustain engagement levels. In the opinion of Liu et al. (2022), employees who see possibilities for advancement will engage on their job and remain with their organisation. Gomathy et al. (2022) also stated that ongoing development and training programs improve skills. The approaches outlined here, highlight how organisations prioritise their potential via effective motivation for staff. The additional study content found that training in hospitality enhances employees’ competencies. Jiang and Wen (2020) found that with training, staff can effectively handle different situations. Handling conflicts, workshops can help staff find ways to get around problematic customers. In regards of Sheta and Afriasih (2023), competencies to facilitate expertise, by increasing revenue growth, and enhancing customer service. Outcome exemplifies, how IBIS Stratford approaches critical adaptation of talent acquisition. Workforce disclosed that possibilities for advancing training  progression persist deficient. Staffs further often asked for supplemental training in certain areas. Examples involve exceptional customer service and managerial capabilities. Developing training programmes must incorporate developing leadership skills and handling disputes. The prior improvements boost engagement. Collaborations with nearby hospitality businesses institutes may inspire staff and demonstrate dedication to their future growth. 
[bookmark: _Toc182576822]Work-life balance 
Studies revealed that a good balance between work and life increases staff engagement. Escortell, Baquero, and Delgado (2020) discovered that staff members with a healthy work-life balance, are more engaged with their duties. However, extended hours and inconsistent schedules still dominated this dynamic sector of hospitality. According to  Anasori, Soliman and Costa (2023), work-life balance happens significant in the long term. From the analysis, it emerged that hotels could  have variation in advantageous implementations. Kristiana et al. (2024) discovered flexible arrangement and welfare proposal are notable requirements that assists unity. IBIS Stratford findings indicate a clear timetable. Individuals have expressed having trouble balancing their obligations given the inflexible scheduling. Organisations could put into effect adaptable timetables that enable employees to manage their personal and professional lives (Omega, and Mbithi, 2018). Implementing wellness programs can benefit employees’ overall health. Yoga sessions, and therapeutic days are a few options. Based on the research results, staff engagement has a direct correlation with customer satisfaction and general hotel efficiency. Employees who are fully engaged provide outstanding customer service. The forecasted outcomes in positive customer experiences and customer loyalty. An analysis found out how the engagement of the staffs influences customer satisfaction, and the effectiveness of the hotel results (Mokhine, and Geyser, 2020). 
[bookmark: _Toc182576823]Enhanced customer service 
Abalaka and Agbaje (2024) study, found that organisations with motivated employees, realise higher levels of customer satisfaction. Engaged employees are motivated and fulfils their jobs with minimal oversight. Wang et al. (2022) also stated how an improved staff experience results in notable experiences for customers. Yahya, Tee and Johari (2018) demonstrated, that the association between staff engagement and customer satisfaction throughout the hospitality sector still prevail. Employees who are engaged conduct appropriately. For instance, quick response and authentic communications. Zaitouni, Moufakkir, and Ouakouak (2022) discovered, that interactions improve the customers’ experience, which supported the preceding findings. Secondary data from studies, highlighted the importance of staff engagement for upholding outstanding customer service at IBIS Stratford, amid prime check-in process times. Contrary to the available research, significant staff engagement is a result of determination. Interaction led to more effective execution of services (Ishraq and Zakaria, 2023). Assessments made over hectic periods, highlighted the difficulties which their front receptionist team encounters. The issues led to lengthier waiting periods and potential delays. Stressed out staffs endures constraint and limits customer fulfilment. IBIS Stratford can lessen such matters, by pertaining strained action (Ishraq and Zakaria, 2023). A proposition constitutes an extensive workplace whilst fostering staff engagement. 
[bookmark: _Toc182576824]Positive organisational culture 
Zada and Ismael (2023) determined, certain favourable assimilation within an organisation, increases proceedings by reinforced customer relations. Organisations that promote staff engagement have less staff turnover. This approach has the potential to minimise expenditure and increase labour continuity. Hassanein and Ozgit (2022) reported that positive experiences can reduce the cost of hiring and training. A supportive environment encourages staff commitment and engagement. Given the results of Harri (2023), a positive culture increases the likelihood of workers staying with their organisation. Loyalty, boosts staff performance because skilled staff members comprehend customer relations and operation of hotels. Employee feedback indicates that IBIS Stratford employs an assured workforce. Exchanging clear and unambiguous message are ideal occurrence for such application. The antecedent application, minimise staff turnovers (Oh, et al. 2023). By reinforcing interactions with workforce, IBIS Stratford can arrange regular collaborative orientation. Such proposition, comprehends aptitude to develop employment uniformity basis. 
[bookmark: _Toc182576825]Reputation and brand loyalty 
[bookmark: _Hlk182564765]Kristiana et al. (2024) demonstrated, that motivated staff members are wonderful ambassadors for the brand. Employees contribute to the hotels in brand and dependability. Ibrahim et al. (2024) commented that staff engagement is an issue that connects customer retention to brand image. Customers who receive great services from active and engaged staff, are more likely to book again or refer others to the hotel. Chebet, Makomere, and Karei (2019) found that staff who were engaged, were more likely to favourably regarding their organisation. Advocacy can help reinforce the hotel’s image and lure prospective customers. Online critiques of IBIS Stratford emphasise outstanding customer interactions. The findings indicate that happy staff members help to improve customer perception of a brand. A few adverse critiques reflect fluctuating service standards during peak periods. Investment in staff involvement measures, could enable the hotel to improve operational accuracy. The aforementioned measures may boost customer loyalty and brand reputation (Ibrahim et al. 2024). The findings suggests that various planning methods may assist develop staff engagement at IBIS Stratford. The following are some strategies for  improving the staff engagement of IBIS Stratford are outlined below: 
[bookmark: _Toc182576826]Establish regular feedback mechanisms
[bookmark: _Hlk182507555]Analysis of other sources indicated that regular feedback mechanisms would enable staff to express their views and ideas. Simangunsong, Sudjima,  and Siahaan (2024) confirmed from observations, that these anonymity forms or even polling ideas encourages the sharing of opinions, while relaying concerns about the level of participation within the staffs. An organisation is able of managing timely staff engagement appraisal, to assess commitment and chances of advancements. This input can impact managerial decisions and convey staff members the significance of their views. Discussion groups are sometimes established, to acquire greater comprehension of specific engaging difficulties. The approach could result in personalised implementations. 
[bookmark: _Toc182576827]Foster a culture of recognition
Research results show that clear recognition of staffs’ contribution will serve to enhance engagement. According to the analysis by Ishaque et al. (2022), between peers, recognition programs encourage staff to encourage staff to recognise and appreciate accomplishments of their peers. The approach can foster a supportive and caring culture at work. IBIS Stratford may offer organisational acknowledgement through the recognition online medium. This approach enables staffs to express their gratitude to one another. Participatory recognition at team gatherings boosts morale and fosters positive culture. 
[bookmark: _Toc182576828]Enhance opportunities for career advancements
Staff engagement may be increased through various opportunities for growth and development. Simangunsong, Sudjima, and Siahaan (2024) confirmed that equipping employees with an established career path plus the training facilities required, indicates hotel’s keen interest of their staffs’ career advancements. For instance, the hotel may consider partnering alongside an institution of learning in the domain to offer particular training. A mentoring initiative encourages development of skills whilst building relationships. Seasoned staff members could direct inexperienced workers in this approach. 
[bookmark: _Toc182576829]Encourage work-life balance programs
Dung, Hien, and Son (2023) discovered that practices promoting work-life balance can boost staff encouragement. Scheduling flexibility and compensated time off arrangements, shows staffs are valued. IBIS Stratford plans to offer an adaptable working approach, enabling staff to arrange their schedules according to their timetables. Furthermore, initiatives for wellness that benefits the staffs’ general wellness, includes relaxation classes or physical wellness could be proposed. 
[bookmark: _Toc182576830]Conclusion
The research report assessed staff engagement at IBIS Stratford. The evaluation covered critical analysed research questions by focusing on engagement determinants affect customer satisfaction and hotel efficiency. The study recommended actionable approaches to enhancing staff engagement. Considering staff engagement promotes an enjoyable work environment and increase service quality within the competing hospitality sector. Overview of the research report discovered many important indicators of staff engagement. Transformational leadership is still critical for motivating staff members (Jiatong et al. 2022). Staff’s contributions to productivity, are recognised through recognition initiatives. The initiatives listed prior, helps to encourage staff perform effectively. Career advancement opportunities promote personal development and retaining talent. Staff provide excellent service, based upon the analysis. The method of service approach effects the customer’s experience in general and their contentment levels increased. Exceptional customer experiences, boost organisational effectiveness and brand loyalty. These findings, drive management to prioritise staff engagement initiatives (Singh, 2019). The findings are significant besides IBIS Stratford. The outcomes of the research may influence subsequent regulatory considerations. The findings emphasise the relevance of pursuing staff-related measures that influence company growth. The study obtained the aforementioned results by emphasising direct relationship amongst staff engagement and customer satisfaction. The engagement strategy combines managerial effectiveness and work-life balance. The results of this study offer an organising structure for other hotels looking to improve their staff effectiveness and customer satisfaction (Cooper et al. 2024). Practical recommendations are suggested for IBIS Stratford implementation, from research’s key findings.
[bookmark: _Toc182576831]Recommendations 
[bookmark: _Hlk182564980]The recommendations could assist the hotel achieve sustained growth. IBIS Stratford’s management may begin implementing training programs to help workers develop organisational, transformational competencies. Managers should be approachable, open and inclusive, fostering transparency. The strategy described prior, would encourage an inviting setting for every staff member. Managers may implement a systematic reward program. The approach ought to involve peer recognition and prompt review. The strategy could include using online mediums to express gratitude and celebrate staff achievements. The practice would help to reinforce the hotel’s recognition ethos (Singh, 2019). IBIS Stratford could partner with community institutions to provide specialised training for staff members who aspire to improve their existing abilities. The management may consider implementing a wellness initiative which promotes periodic breaks. This approach can assist with staff effectively managing their private and professional lives. Management could also implement periodic polls to collect input from workers. Staff experiences and perceptions should be central to the evaluations (Sleiman et al. 2020). This information should assist management decision-making and show an intention to continual enhancement. Implementing the suggestions laid out can help IBIS Stratford increase staff engagement and customer satisfaction. The strategy would improve the corporation’s overall success (Cooper et al. 2024). Focussing on staff wellness is beneficial to hotel workers and hospitality sector as a whole. The suggestion would result in improved interactive and rewarding settings of employment. 
[bookmark: _Toc182576832]Reflective account on hotel placement IBIS Stratford
[bookmark: _Toc182576833]Experience
Acquiring a comprehensive insight of the hospitality operations, has been an intriguing experience for me, during hotel placement at IBIS Stratford in East London. This opportunity enabled me the ability to noteworthy observations of the complexities of staff engagement,  as explored and evaluated within this research report. The reflective account examines the results achieved from this research report. Each components identified, revolve around the primary topic, critical research questions proposed within aims and objectives of this research. Upon commencing my hotel placement at IBIS Stratford, I was very nervous regarding my initial anticipations. From the first couple of days at the hotel placement, I immediately noticed that the pace of things was intense. I noted the significant amount of communication between staff and guests. I participated in a variety of tasks across the hotel’s operations. Every division added value to customers experience as a whole. A noteworthy observation I made during hotel placement, were the differences in measures of staff engagement between divisions. For instance, the staff at the reception counter were cheerful and attentive in welcoming customers. The housekeeping staff seemed less approachable and unsociable. One memorable exchange concerned a front of service manager who focused primarily on being effective as team leader. 
The manager interacted periodically with their staff and delivered pertinent information. The manager further motivated the staff for sharing views. The strategy created a sense of worth and inclusion among workers. I have observed that certain housekeeping employees required to communicate far more effectively with the staff. The  approach resulted in inconsistencies and discontent among these workers. I understood the importance of recognising staff achievements for enhancing morale among staffs. I had observed how the front receptionists appreciated small achievements. Received praise from customers or accomplishing targets for operations made staff feel valued. The approach improved staff engagement and teamwork. Similarly, the housekeeping division recognition measures, could have boosted. Housekeeping workers perceived an inadequate level of recognition and appreciation. 
[bookmark: _Toc182576834]Reflection
From acquired literature knowledge, I learnt that leadership styles play a significant part regarding how engaged staffs are. This reflection enabled me to identify how transformational leadership from management, foster staff development. The encouragement and backing were in stark opposition to autocratic style for the housekeeping division. The leadership theories led me to consider the effects of leadership on their teamwork and staff satisfaction. I have noticed that housekeeping staffs required more development opportunities. The group of workers required extra resources to finish their work. The prevalent gap had caused issues to advancement in career and personal growth for workers in the divisions. The conclusion highlighted the importance of prioritising training and growth across the hotel. Throughout my hotel placement, I touched upon work-life balance. Some staff members conveyed their feelings of discontent with prolonged and unpredictable timetables. I had witnessed staffs who expressed stress and burnout as an effect of their stressful jobs. The measures reaffirmed the importance of hotels implementing work-life balance programs. The measures taken, will lead to a more beneficial workplace. 
[bookmark: _Toc182576835]Action
The hotel placement experiences will assist me develop significant recommendations to improve the employment settings in the future. I will convey my opinions with management and highlight the importance of an increased participative approach to leadership through every division. I will advocate supporting management development training courses that prioritise collaborative work and efficient communication. I intend to attempt to improve relations between management and staff. The approach would promote engagement and encouragement. I would implement an improved recognition program throughout each division. Staff morale would be improved by rewarding staff accomplishments through an appreciation system. As an outcome, I favour for a periodic incentives system that recognises exceptional work and encourages respectful rivalry among workers. I would like to help address the career gap in growth by emphasising training for demotivated workers. The approach would give priority to improvement in skills and professional development. In collaborations with regional training companies, a hotel can offer courses which allow and empower staff with fresh expertise. I will also suggest establishing a mentorship scheme in which senior staff members mentor fresh hires. The approach would establish an ideal setting for learning. I intend to promote work-life balance efforts that emphasise adaptability and wellness initiatives. 
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