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[bookmark: _Toc7055][bookmark: _Toc13130]Abstract
The success and the sustainability of hospitality organisations depend on employee motivation and satisfaction of guests. The study is the correlation between employee motivation and guest satisfaction in the environment of Novotel, one of the world-known hotel brands of the Accor family. The paper is based on the secondary research sources and investigates the effects of motivational strategies on service quality, loyalty of guests, and overall organisational performance. The paper takes a case study design by using published literature, company reports, and the theoretical models to investigate the role of motivation in the attainment of high standards of customer experience. To learn the role of intrinsic and extrinsic factors in employee performance and customer satisfaction, the literature review critically examined previously proven theories, such as Maslows Hierarchy of Needs, Herzbegs Motivation-Hygiene Theory, and SERVQUAL model. Secondary data on sustainability reports of Novotel, customer feedback reports, and scholarly journals in the hospitality industry are also examined to find the trends between the staff commitment practices and their guest satisfaction results. The results of the secondary research indicate that hotels such as Novotel which focus on staff recognition, empowerment, and learning have a higher likelihood of providing better guest experience and opening higher loyalty rates. Studies also show that motivated workers are more engaged and emotionally intelligent which directly reflects on service delivery and customer perception. On the other hand, demotivation and unfavorable work conditions will result in inconsistency in services and low customer satisfaction. These insights are linked to the discussion on the human resource strategies of Novotel and they include leadership style, reward systems, and training programmes. As declared in the project, motivation policies are very crucial in line with the corporate goals and brand culture to ensure competitive advantage. The paper concluded that employee motivation is not just an ordinary human resource role but a strategic requirement that Novotel needs in order to achieve its success over the long run. Effective solutions such as adoption of extensive recognition systems, improved channels of communication and investment in continuous professional development were recommended. All in all, this secondary study adds to the knowledge of how motivation can foster service quality and guest satisfaction in the hotel industry that can be applied to the work of Novotel and other hospitality organizations.
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[bookmark: _Toc26103][bookmark: _Toc23338]Chapter 1
[bookmark: _Toc32594][bookmark: _Toc29990]Introduction
The hospitality business is people oriented and the quality of service and experience of the guests is greatly reliant on the performance of the employees (Asgeirsson, Gudlaugsson and Jóhannesson, 2024). Here, motivation among employees has become a key factor in determining guest satisfaction and success of organizations (Bryman, 2001). Novotel being one of the flagship brands within the Accor Hotels group (Kirby, 2024), exists within a very competitive market with customer experience determining the brand loyalty and brand reputation. Thus, the opportunity to study the connection between employee motivation and customer satisfaction at Novotel can be useful in enhancing internal management and service quality.
This research project aimed to evaluate how employee motivation influences guest satisfaction at Novotel, focusing particularly on Novotel London West, located in Hammersmith, West London. Novotel London West is one of Accor’s largest four-star conference and business hotels, featuring over 630 rooms, multiple restaurants, and extensive event facilities (Infotel Solutions, Ltd, 2025). The research investigates the techniques of the translation of motivational theories and management practices into service quality. The reason behind the choice of a topic is the growing appreciation of the fact that employees are the first line of association with the hotel brands, and their emotional involvement directly influences customer perception (Saunders, Lewis and Thornhill, 2019).
In the case of the placement experience at Novotel, the individuals who demonstrated high performance motivation had a higher level of enthusiasm, problem-solving skills, and were more aware of needs of the guests. This finding is consistent with the studies of Veal (2007) who highlights the importance of intrinsic motivation in the hospitality workplace settings. The research will be conducted through secondary research where the strategies and policies adopted by Novotel, as well as employee motivation practices, will be evaluated and analyzed against Maslow theory of Motivation through Hierarchy of needs, Herzberg Motivation-Hygiene Theory, and SERVQUAL model.
This research has fourfold objectives:
· To investigate the theoretical ideas of employee motivation and guest satisfaction in the framework of the hospitality industry.
· To determine the impact of the employee motivation strategies at Novotel and especially training, recognition, and empowerment strategies on guest satisfaction.
· To critically examine the HR policies and practices of Novotel and examine how they correspond to motivational theories.
· To give realistic suggestions on how to raise employee motivation strategies in Novotel in order to increase guest satisfaction.
This research has a significance since it is related to evidence-based management in the hotel sector. Due to several issues in the sector, including the high turnover rates, workload issues, and growing demands, it has become even more crucial to comprehend the motivational drivers that help the hospitality organizations maintain the quality of service delivery (Collis and Hussey, 2014). Additionally, the secondary research is an ethical and cost effective analysis tool, which allows use of available empirical findings in the creation of generalisable understanding (Saunders, Lewis and Thornhill, 2019).









[bookmark: _Toc17209][bookmark: _Toc457]Chapter 2
[bookmark: _Toc6798][bookmark: _Toc24007]Literature Review
[bookmark: _Toc29349][bookmark: _Toc20237]2.1 Introduction
This literature review is a critical analysis of the existing theoretical and empirical studies on employee motivation and guest satisfaction in the hospitality industry with specific reference to the work structure of Novotel. This chapter attempted to find a conceptual basis on the analytical approach to how motivation affects service quality as well as customer satisfaction, which is the core aspect of sustainability in hotel business. The main theories of core motivation, the models of guest satisfaction and their combined usage in the context of hospitality management were the framework of the review.
[bookmark: _Toc14984][bookmark: _Toc2736]2.2 The Employee Motivation Concept.
Employee motivation is the internal and external push factors that make people strive to meet the organisational objectives (Collis and Hussey, 2014). Motivation in the hospitality sector is a decisive factor since employees deal with guests directly and this affects their perceptions about the quality of service and brand image (Veal, 2007). 
·  Intrinsic motivation, driven by internal factors such as recognition, achievement, and personal growth (Deci and Ryan, 2000).
·  Extrinsic motivation, stemming from external rewards like salary, job security, and benefits (Herzberg, 1959).
Regarding the Novotel case, career development, recognition schemes, and teamwork-based culture are among the intrinsic motivators that play a central role in ensuring high employee engagement levels. Specifically, these intrinsic motivators are also associated with the Hierarchy of Needs (Maslow, 1943) in which Novotel satisfies the esteem and self-actualization needs of employees through the programs that promote self-development and job satisfaction (Komninos, 2017).
[bookmark: _Toc29463][bookmark: _Toc3029]2.3 Theoretical Background of Motivation.
This section discusses key motivational theories and their relevance to employee motivation at Novotel.
[bookmark: _Toc22199][bookmark: _Toc1258]2.3.1 Maslow's Hierarchy of Needs
According to the Hierarchy of Needs (Maslow, 1943), Maslow suggests that a person is driven by a sequence of needs, which include physiological needs to self-actualization. Understanding the lower-level needs such as job security and safe working conditions (hygiene factors) in a hospitality environment such as Novotel would be crucial, whereas satisfaction with higher-level needs such as recognition, career growth, and personal growth (motivators) would lead to the increased satisfaction among employees (McLeod, 2024). The Heartist program offered by Novotel, where employee empowerment and emotional involvement are in the limelight, fits the Maslow theory with the provision of a conducive and growing work environment.
[bookmark: _Toc2594][bookmark: _Toc6671]2.3.2 Motivation-Hygiene Theory 
The Motivation-Hygiene Theory developed by Herzberg (1959) attributes a distinction between motivators (intrinsic motivation such as achievement, recognition, and responsibility) and hygiene factors (extrinsic motivation such as salary and working conditions). The training programs and recognition systems adopted at Novotel (e.g., Shine with Heart) also offer intrinsic rewards, which increase the level of job satisfaction. Conversely, the hygiene factors are also covered by ensuring that the wages and working conditions remain competitive and there is no likelihood of workers developing dissatisfaction.
[bookmark: _Toc619][bookmark: _Toc14250]2.3.3 Vroom's Expectancy Theory
According to the Expectancy Theory of Vroom (1964), the employees get motivated when they are convinced that their effort would translate to performance and their performance to rewards. In Novotel, employee reward systems such as Shine with Heart are based on performance thus offering clear cut expectations to the employees. This is in line with the theory by Vroom as it shows how Novotel motivates its employees using the structured feedback and reward systems.
[bookmark: _Toc6560][bookmark: _Toc27945]2.4 Hospitality Industry Satisfaction with guests.
A guest satisfaction is a form of emotion that is caused by the appraisal between the anticipated service and the perceived service (Parasuraman et al., 1988). In Novotel, intrinsically motivated employees stand in a better position to deliver consistent and empathetic service which has a direct effect on the satisfaction of the guest. Repeat business, positive word of mouth and brand loyalty have been found to be associated with high employee engagement (Choi and Chu, 2001).
[bookmark: _Toc27837][bookmark: _Toc29036]2.5 Guest Satisfaction models.
[bookmark: _Toc7781][bookmark: _Toc18260]2.5.1 SERVQUAL Model
The SERVQUAL model is a model that evaluates the quality of services using five dimensions namely, tangibility, reliability, responsiveness, assurance and empathy, developed by Parasuraman, Zeithaml and Berry (1988). SERVQUAL is commonly applied in the studies of hospitality to determine the impact of the employees attitudes and behaviours on the perceptions of the guests (Saleh and Ryan, 2021).
In the case of Novotel, motivated employees lead to the increase in responsiveness and empathy scores through the anticipation of the needs of the guests and personalised attention. On the other hand, demotivated employees are likely to develop a mechanical behaviour, a lack of empathy to the service (Mare, 2022). In a study conducted by Kandampelly and Suhartanto (2000), employees who are emotionally engaged are directly associated with the perceived service quality, and this is an appropriate validation of the applicability of SERVQUAL in the relationship between motivation and satisfaction.
[bookmark: _Toc26853][bookmark: _Toc27318]2.5.2 The Kano Model
The service attributes are grouped into basic needs, performance needs, and excitement factors, as identified by the Kano Model (Lin et al., 2010). The basic needs in the hotel industry are cleanliness and safety, whereas the factors of excitement are associated with personal surprises (Dominici and Palumbo, 2013). The excitement factors are highly provided by motivated employees in form of creativity and empathy leading to increased guest delight (Aldabbas, Pinnington and Lahrech, 2022).
The customer-focused innovativeness of Novotel, including personalised check-in and environmental conscious strategies, show that inspired employees can go above and beyond average to make memories (Youssofi et al., 2023). According to the data provided by the sustainability reports of the Accor, secondary data, employee engagement initiatives have positive influence on customer satisfaction and online review ratings, which is a measurable outcome (Accor, 2023).
[bookmark: _Toc2476][bookmark: _Toc27054]2.6. The Connection between Employee Motivation and Guest Satisfaction.
There is a considerable body of literature that confirms the existence of positive relationship between employee motivation and customer satisfaction (Adwan, Goncharenko and Liu, 2024; Duong and Ng, 2025; Makhamreh et al., 2022). Motivated employees will show proactive behaviour, emotional commitment and problem solving ability- factors that have a direct impact on the guest experience (Imran, Ghazwan and Firmansyah, 2024; Zhu et al., 2024). This connection is also supported by the service-profit chain theory (Albrecht, Green and Hoffman, 2023) which reveals the relationships in which internal service quality and employee satisfaction cause customer loyalty and financial performance (Stobierski, 2025).
In Novotel, organisational culture supports the principles of Heartist - putting emotion and empathy in the center of service provision. This makes the practical case on motivational theories in the development of interactions with guests. As indicated by secondary sources in Accor (2023), the training and recognition programmes of Novotel have raised both the level of employee engagement and customer satisfaction scores in its various properties worldwide.
Nevertheless, there is also a warning in the research that to maintain it, the motivation should be kept with the help of constant leadership assistance and proper communication (Jankelová and Joniaková, 2021; Saputra, 2021). When this prominence is given to extrinsic rewards without considering other intrinsic aspects, short-term compliance will be established instead of long-term commitment (Bergström et al., 2016; Pandya, 2024).
[bookmark: _Toc2672][bookmark: _Toc26652]2.7 Gaps in the Literature
Although the elements of motivation and the quality of service delivery have been addressed in various studies, only a few studies have addressed the two variables together in the same analytical context when analyzing global hotel brands like Novotel. In addition, much of the current studies are on a Western background, and the studies tend to ignore cultural differences that shape employee motivation in multinational set-ups. The research has its contribution as it synthesises secondary evidence and uses established theories to a global hospitality brand and offers integrative results that can be applied in management practice.
In the case of Novotel, motivation of the workforce through training, recognition and supportive leadership has a direct impact on perceptions and loyalty of the guests. The following chapter will describe the secondary research design, which will involve the systematic gathering and study of the existing academic and industry data in order to study this association.






















[bookmark: _Toc29454][bookmark: _Toc5823]Chapter 3
[bookmark: _Toc31718][bookmark: _Toc31039]Methodology
[bookmark: _Toc20216][bookmark: _Toc504]3.1 Introduction
The chapter gives the methodology to be used in this research project that seeks to determine the influence of employee motivation on guest satisfaction at Novotel. The methodology used in the study is a secondary qualitative research, where secondary sources, i.e. literature, company reports, and industry statistics, are used to analyze the relationship between employee motivation practices in Novotel and the quality of services offered and the satisfaction of guests.
[bookmark: _Toc11233][bookmark: _Toc9429]3.2 Research Design
The study design that will be used in this research is descriptive and analytical secondary research. Secondary research means that researchers use already existing data, which has been compiled by other researchers or institutions (Collis and Hussey, 2014). This method is appropriate in the current research because primary data were not feasible because of the time limits and the inability to access the internal primary data of Novotel.
The study is of a case study format, wherein it concentrates on the Novotel and considers its employee motivation practices, this time, within Novotel London West. The choice of Novotel, a leading hotel brand in the Accor group is because of the well-documented practices in management, which are publicly available in the form of corporate reports, sustainability programs and publications in the industry. The case study provides an opportunity to analyze the practices of Novotel on a deeper level, based on the theoretical frameworks, as well as on the existing empirical studies.
[bookmark: _Toc30201][bookmark: _Toc23571]3.3 Case Study Approach
Case study approach is a suitable methodology of this study since it allows to investigate the relationship between employee motivation and guest satisfaction in the organizational environment. The presence of secondary data and the global nature of Novotel make it a perfect subject of the proposed study.
The method of case study is especially suitable to learn about employee engagement program, like the Heartist program, which is to improve the motivation of the employees and, in turn, the guest experiences. This study will attempt to comprehend how these strategies can be explained by such theories of motivation as Maslows Hierarchy of Needs and Herzbergs Motivation-Hygiene Theory, as well as their effects on quality of service at Novotel by examining published sources.
[bookmark: _Toc2985][bookmark: _Toc4617]3.4 Data Sources
The secondary data employed in this study was collected using various sources that are credible, such as:
· Literature: The literature regarding employee motivation, service quality and guest satisfaction in the hotel industry.
· Industry Publications: Reports by the organizations, like World Tourism Organization (UNWTO), annual and sustainability reports of Accor.
· Company Records: The official reports, press releases, internal documents of Novotel regarding employee motivation strategy and guest satisfaction programs.
· Online Databases: Papers that were acquired on Google Scholar, ScienceDirect, Emerald Insight, and ResearchGate played a major role in gaining knowledge about the industry as a whole.

The choice of these data sources was on the basis of their credibility, relevancy and timeliness. The sources that cover the past 10 years were given priority where possible as sources to capture the trends and practices that are the most recent in the hospitality industry.
[bookmark: _Toc27491][bookmark: _Toc27523]3.5 Data Analysis
The thematic analysis was used to analyze the data obtained through secondary sources. Thematic analysis is a qualitative procedure that involves the detection, evaluation, and presentation of the patterns (themes) in data (Kiger and Varpio, 2020). In this way, the repetitive themes like engagement of employees, motivation approaches, organizational culture and guest satisfaction could be studied in depth.
The analysis was conducted in the following manner:
· Introduced to the data: The review of the relevant literature, company reports, and industry publications.
· Coding: Determining the major themes connected to motivation of the employees and guest satisfaction, including recognition programs, training, leadership styles, and sustainability programs.
· Theme development: Grouping the data in the themes identified and connecting it to the theories of relevant motivations (e.g., Maslow, Herzberg, Vroom).
· Interpretation: Examination of the consequences of the data to the employee motivation strategies by Novotel and their impact on guest satisfaction.
The analysis was conducted to help in validating and ensuring the reliability of the findings by triangulating information provided by different sources (e.g., employee motivation programs, Novotel reports and academic literature).
[bookmark: _Toc13255][bookmark: _Toc429]3.6 Ethical Considerations
Even though this research will be based on secondary data only, the ethical consideration will be of great importance. Since the study implies the use of published and publicly available data, there was no issue of confidentiality or informed consent. Nevertheless, the care was taken to ensure that all sources of secondary data have been properly referenced and that the study is within the acceptable standards of academic integrity.
[bookmark: _Toc22872]3.7 Limitations
Although secondary research is an excellent source of information, it also exhibits a number of limitations:
· Absence of primary data: The study does not imply any practical observations or interviews; that is why all findings rely only on the current literature and reports by companies and therefore do not always represent internal peculiarities at Novotel.
· Possible biases: Secondary sources that are corporate reports in particular might provide a perfect picture of the practices of Novotel. To counter this, different sources have been utilized and data cross-verified.
Notwithstanding these drawbacks, secondary data would still be a worthy approach in this study, as it would provide details of the employee motivation practices applied by Novotel and how it affects the satisfaction of guests.







[bookmark: _Toc1555][bookmark: _Toc15885]Chapter 4
[bookmark: _Toc9784][bookmark: _Toc24125]Findings and Discussion
This chapter summarizes the result of the secondary research done in employee motivation strategies at Novotel, especially in Novotel London West. The reasoning examines the role of the motivational practices used by Novotel in the engagement and satisfaction of employees and guests. Discussion of the findings is based on the theoretical frameworks of Maslows Hierarchy of Needs, Herzberg Motivation-Hygiene Theory and SERVQUAL model, on which the current study is anchored. The chapter also talks about the strengths and weakness of the approach of Novotel and provides an insight into the areas that they can improve.
[bookmark: _Toc29789][bookmark: _Toc7792]4.2 Findings 
The findings from the secondary data are divided into three main themes:
· General Overview of Novotel’s Organizational Context
· Employee Motivation at Novotel
· Guest Satisfaction at Novotel
[bookmark: _Toc25377][bookmark: _Toc6273]4.2.1 General overview of the Organisational context of Novotel and Accor
Novotel is an intermediate hotel chain of the Accor Group, which consists of over 500 hotels in a variety of countries (Accor, 2023). The philosophy of the company, Heartist, focuses on the establishment of sentimental bonds between employees and guests, which is the focus of the approach to employee engagement and guest satisfaction. The secondary sources indicate that the attempts of the company to focus on the employees made them feel more engaged, as the Sustainability Report of Accor (2023) demonstrated that the rate of employee engagement also grew by 11% in the year between 2021 and 2023, which matches the 9-percent rise in customer satisfaction ratings in the same period.
[bookmark: _Toc7276][bookmark: _Toc25477]4.2.2 Motivation of employees in Novotel.
At Novotel, motivation in the employees is a mix of both intrinsic and extrinsic:
· Training and Development: Novotel is a big investor in training programs that offer the required skills required by employees in customer services as well as personal development. These programs fit into the Hierarchy of Needs since Maslow supports the need to fulfill the self-actualization needs of employees as it provides career growth and personal development.
· Recognition Systems: Shine with Heart program rewards outstanding performance, which fosters the development of a feeling of achievement and employee involvement. This is in line with the Two-Factor Theory of Herzberg wherein intrinsic motivation like achievement and recognition are applied to enhance job satisfaction.
· Work Environment: The work environment in the company is positive, with participative style of leadership and open door communication policy. This will enhance a sense of belonging of the employees which is important in promoting intrinsic motivation (Veal, 2007).
Table 1: Motivational Programs along with their simple details
	Motivational Program
	Description
	Motivational Theory
	Impact on Employee Engagement

	Heartist Program
	Focuses on emotional engagement and empowering employees.
	Maslow’s Hierarchy (esteem & self-actualization)
	Increases employee satisfaction, motivation, and alignment with brand values.

	Shine with Heart
	Performance-based recognition system (monthly awards, online recognition).
	Herzberg’s Motivation-Hygiene Theory (recognition as a motivator)
	Enhances intrinsic motivation, boosts job satisfaction, and promotes a sense of achievement.

	Training and Development
	Focus on skill enhancement, leadership programs.
	Maslow’s Hierarchy (self-actualization)
	Increases personal growth and career development opportunities for employees.

	Employee Wellbeing Programs
	Offers mental health support, flexibility, and work-life balance initiatives.
	Herzberg’s Motivation-Hygiene Theory (hygiene factors)
	Reduces burnout, fosters job security, and promotes work-life balance.



[bookmark: _Toc27698][bookmark: _Toc23365]4.2.3. The Customer Satisfaction Results of Guests.
Customer satisfaction in Novotel is achieved by way of customer feedback survey, online reviews and repeat customers. According to the secondary data, the following trends can be distinguished:
· Service Quality Dimensions: Novotel is doing well in the SERVQUAL dimensions of reliability, responsiveness, and empathy. Employees who are motivated help in increasing the level of guest satisfaction through regular service delivery, promptness in responding to the needs of guests, and giving them personalized attention. Customers review about Novotel and their review data reveals that friendliness of staff members and fast service are always considered as the most important features of customer satisfaction (Novotel Hotels, 2025).
· Customer Loyalty: According to the sustainability reports of Accor, Novotel experienced a favorable customer retention effect because of high employee engagement. Visitors who come into contact with motivated employees will have a higher likelihood of going back to Novotel which illustrates the Service-Profit Chain.
Table 2: SERVQAL findings
	SERVQUAL Dimension
	Description
	Employee Motivation Factor
	Impact on Guest Satisfaction

	Tangibles
	Physical appearance of facilities and equipment.
	Motivation to maintain cleanliness and appearance.
	Positive guest perception of hotel cleanliness and comfort.

	Reliability
	Ability to perform the promised service consistently.
	Motivated employees committed to following hotel procedures.
	Higher consistency in service delivery.

	Responsiveness
	Willingness to help guests and provide prompt service.
	Motivated employees are more proactive and responsive to guests.
	Quick responses to guest needs, leading to higher satisfaction.

	Assurance
	Employee knowledge, courtesy, and ability to instill confidence.
	Employee training and recognition programs.
	Increased trust and confidence from guests in services provided.

	Empathy
	Caring, individualized attention given to guests.
	Empowerment and emotional engagement programs (e.g., Heartist).
	Guests feel valued, leading to improved loyalty and satisfaction.



[bookmark: _Toc9372][bookmark: _Toc7245]4.3 Discussion 
[bookmark: _Toc29725][bookmark: _Toc2123]4.3.1 Tying Motivation Theories with those practices in Novotel.
According to the results of the secondary data, the motivation strategies of the Novotel employees demonstrate good correspondence to major motivation theories. Nevertheless, even though the company has successfully incorporated these practices, there are further improvements that may be done. As shown in the analysis below, the practices being of Novotel can be connected to the Hierarchy of Needs by Maslow, Motivation-Hygiene Theory by Herzberg and Expectancy Theory by Vroom.
Maslow's Hierarchy of Needs
According to the hierarchy of needs proposed by Maslow, people are inspired by a sequence of needs, with the physiological needs at the bottom, and self-actualisation at the top (Maslow, 1943). Through the employee motivation programs, Novotel has been able to cover most levels of this hierarchy:
Physiological & Safety Needs: Novotel pays attention to competitive salaries, safe working conditions, and employee wellbeing programs to satisfy the employees with their basic needs (Herzberg, 1959). These hygiene factors are useful in preventing dissatisfaction, but individually they are not sufficient in encouraging high rates of motivation.
Social Needs: The Heartist program of Novotel promotes the feeling of community and belonging among the employees, who are expected to establish an emotional connection with the guest. This is consistent with the social needs in the Maslow hierarchy which encourages teamwork and aim at work place.
Esteem & Self-Actualization: Novotel satisfies the esteem and self actualization needs of employees through career growth plans and self esteem programs such as Shine with Heart. Employees have been known to be motivated about their efforts and are given the autonomy to achieve their full potential and hence enhancing their engagement and job satisfaction. These personal drives are essential in boosting employee loyalty and service quality.
Critical Discussion:
Even though the programs at Novotel are quite suitable in the hierarchy proposed by Maslow, the company might implement more personalized career development plans focusing more on the personal growth of the employees based on their individual desires. This would further boost the employee commitment and result in even more guest satisfaction as employees will feel that their personal needs are addressed.
Motivation-Hygiene Theory of Herzberg.
Motivation Herzberg (1959) suggested the Motivation-Hygiene Theory that states that hygiene factors (e.g., pay, working conditions) prevent dissatisfaction and motivators (e.g., recognition, personal growth) result in greater job satisfaction and motivation. The strategies of Novotel are effective in that they solve both:
Hygiene Factors: Hygienic working conditions, good salaries and conducive working environment mean that the basic needs are addressed and the employees are not dissatisfied. This is particularly observed in the fact that Novotel puts employee wellbeing in its high regard as a way of minimizing burnout and enhancing mental wellbeing (Herzberg, 1959).
Motivators: The recognition systems offered by the company (e.g. Shine with Heart) and the possibility of career development are intrinsic motivators, which is in line with Herzberg motivators. These rewards increase employee involvement, contentment, and retention as they satisfy the achievement and recognition needs.
Critical Discussion:
Although Novotel is successful in responding to hygiene factors, the company can better elaborate motivator programs by making them more personalized and sustained. As an example, the recognition may extend more than formal awards and can also include peer to peer recognition which will bring a more unified team atmosphere and enhance motivation further.
Vroom's Expectancy Theory
According to the Expectancy Theory that Vroom (1964) proposed, motivation is generated by the perception that performance will be attained by working hard and desired performance will result in desired rewards. The employee motivation practices at Novotel can be described to fit this theory, especially by providing a clear performance-reward correlation:
Expectancy: The employees are confident that the outcomes of their hard work to deliver outstanding service will be rewarded (e.g., Shine with Heart, monthly awards).
Instrumentality: The employees have faith in the fact that good performance will be rewarded with tangible (e.g. salary increase) and intangible (e.g. recognition, career development) rewards.
Valence: The rewards provided to employees are appreciated by them be it in terms of money or career advancement which enhances their motivation towards working well.
Critical Discussion:
Although the expectancy theory is highly approved because of the clear reward systems at Novotel, there might be increased transparency in the process of reward assignment and performance appraisal. Enhancing the instrumentality dimension further would contribute to the trust and motivation of the employees.
[bookmark: _Toc2958][bookmark: _Toc32579]4.3.2 Leadership and Cultural Role.
The style of participative leadership and Heartist philosophy at Novotel has played a critical role in creating a spirit of empowerment and emotional involvement. The style of leadership goes hand in hand with the theories of transformational leadership that focus on inspiration, empowerment, and personal development (Bryman, 2008).
The open-door communication policy and inclusive culture adopted by Novotel make employees feel appreciated and this is directly reflected in their performance. Employees who feel empowered and valued will offer quality service and thus, increase satisfaction among the guests (Wang and Xie, 2020).
Critical Discussion:
Despite the fact that the leadership style used by Novotel is very effective, one can consider the possibility of additional inclusion of training in emotional intelligence (EI) in its training programs. EI improves the capacity of leaders to comprehend and regulate their own feelings and emotions of others, which builds a more fundamental bond with the employees, leading to an even more positive corporate culture (Guraya et al., 2023).
[bookmark: _Toc8908][bookmark: _Toc20723]4.3.3 SERVQUAL Model and Good Service
One of the most popular tools to measure the quality of services is SERVQUAL (Parasuraman et al., 1988). All dimensions of SERVQUAL include tangibles, reliability, responsiveness, assurance, and empathy, which are all affected by employee motivation as observed in the Novotel practices.

Tangibles: Dedicated employees will be more willing to keep high cleanliness rates and clean up facilities, which will enhance the opinions of guests about the hotel environment.
Reliability: The motivated employees will deliver the same standards and as a result, the guests will trust the services posed by Novotel more.
Responsiveness and empathy: Heartist program that focuses on emotional appeal of Novotel is the key to improvement of these dimensions, because motivated employees will demonstrate more empathy and be prompt to meet the needs of guests.
Critical Discussion:
Though Novotel is responsive and empathetic, the tangibility dimension can be improved by making sure that the employees take care of the aesthetic quality of rooms and the common areas to make them look as appealing as possible at all times. These aspects of service should always be linked with motivation so as to enhance overall satisfaction.
[bookmark: _Toc13840][bookmark: _Toc16846]4.3.5 Sustainability, Corporate Identity, and Emotional Motivation.
The consideration of sustainability in the culture of Novotel is not only a measure of environmental issues but also an internal driving force. Employees will also get satisfaction by working at a brand that is socially responsible, which strengthens the self-actualisation needs (Employer, 2024; Tang et al., 2025). This emotional affinity enhances commitment and performance hence raising guest experiences (Ozler Efe et al., 2025).
In addition, sustainability has been made to be close to the changing demands of the contemporary traveller who is inclined towards brands that reflect their values. A further satisfaction and loyalty is increased by this alignment.
[bookmark: _Toc23609][bookmark: _Toc24680]4.3.6 Problems and weaknesses in Motivation-Satisfaction Alignment.
Although these successes have been achieved, there are a number of challenges. The secondary research confirms that certain employees in hotels have reported a phenomenon known as emotional labour fatigue particularly in the service industries that have high pressure (Chen et al., 2022). Although the recognition and support programmes of Novotel are aimed at reducing burnout, they should constantly monitor workload and mental health.
Also, motivation strategies can be ineffective in different cultures. The motivation of employees in European Novotel properties might not be the same as in Asia or the Middle East because of the difference in socio-cultural factors (Veal, 2007). This prominence makes this argument by Cottrell (2014) understand that motivation management should be contextual but not universal.
[bookmark: _Toc18702][bookmark: _Toc2118]4.3.7 Conclusion Findings Integration: The Service-Profit Chain.
The results are consistent with service-profit chain model, which suggests the association between internal employee satisfaction and external customer satisfaction and organisational profitability. The chain of satisfaction that Novotel has been following internally, namely its emphasis on the development and recognition of employees, contributes to improved service delivery, retaining customers, and continuous profits. Service-profit chain is thus a holistic model that reflects the interaction between motivation, quality of service and performance outcomes.
[bookmark: _Toc10006][bookmark: _Toc16408]4.3.8 Reflection on the use of Secondary data.
The secondary research has a number of advantages, such as availability of extensive data and elimination of ethical risks. Nevertheless, this might restrict the capacity to obtain subtle, first-hand experiences as this is dependent on secondary sources. Collis and Hussey (2014) and Veal (2007) recommend that secondary data should be carefully assessed to identify the possibility of bias or the absence of contextual aspects.
To counter these constraints, triangulation was used in the analysis in this project whereby findings were cross-checked by using a number of credible sources. Irrespective of the nature of the limitations, the secondary research presented enough evidence to create plausible relationships between motivation and guest satisfaction in operations of Novotel.
[bookmark: _Toc6170][bookmark: _Toc6926]4.3.9 Summary of Discussion
Overall, the discussion and findings indicate that motivation of employees in Novotel is a definitive variable that dictates guest satisfaction. The motivation improves service delivery in all SERVQUAL dimensions, emotional engagement, and brand loyalty. The combination of Maslows, Herzbage and Vroids theories gives a sound conceptual basis of understanding of these dynamics.
Although cultural variations and emotional burnout are some of the issues, the proactive approaches taken by Novotel, including recognition, inclusivity, and sustainability, show successful implementation of the theory of motivation in practice. These insights will be summarized in the next chapter which will provide the general conclusions and practical suggestions on how to improve the experiences of the employees and guests.
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[bookmark: _Toc30048][bookmark: _Toc12687]Conclusion and Recommendations
[bookmark: _Toc9856][bookmark: _Toc18055]5.1 Conclusion 
This study was meant to look into the connection between employee motivation and guest satisfaction at Novotel with particular emphasis being made on Novotel London West. In the process of conducting the secondary research, that is, using academic sources, business reports, and publications related to the industry, a number of critical issues concerning the employee motivation practices at Novotel and their influence on the quality of service provision and client satisfaction were identified.
The results show that the employee motivation strategies employed by Novotel are consistent with the well-known motivation theories that include Maslows Hierarchy of Needs, Herzberg Motivation-Hygiene Theory and Vrooms Expectancy Theory. Other programs such as the Heartist program, the Shine with Heart recognition system and extensive planning training programs have been instrumental in improving employee engagement. This has, in its turn, made great impact in the context of better guest satisfaction. Driven employees at Novotel are also more involved and they are also more emotionally attached to the brand which enhances their service delivery resulting in increased customer loyalty and favorable brand image.
Nevertheless, the research has also found out a number of challenges despite these achievements. Some of these issues were emotional labor fatigue that may lead to burnout and cultural flexibility of the motivation strategies in all the international destinations of Novotel. These issues will be critical in determining the effectiveness of the employee motivation programs at Novotel in the long term.
The paper highlights the inter relatedness between staff satisfaction and guest satisfaction, which shows the fact that motivated staffs are the direct contributors of the better guest experience. Thus, the issue of employee motivation is very essential to ensure the high levels of service quality, customer loyalty, and overall success of the organization.
[bookmark: _Toc16540][bookmark: _Toc27174]Conclusion Summary
Finally, the study proves that employee motivation is a vital factor of guest satisfaction and brand success in Novotel. Novotel has successfully combined human resource management and customer experience strategy by dealing with both intrinsic and extrinsic motivators by training, recognizing, managing and sustaining leadership and sustainability.
Motivation leads to employee engagement, which lowers the service quality, loyalty, and financial performance. With the ever-changing nature of the hospitality industry even after the pandemic, organisations such as Novotel need to focus more on emotional connection, empowerment, and constant learning to remain best. The following section suggests feasible suggestions to enhance these results even further.
[bookmark: _Toc16773][bookmark: _Toc16553]5.2 Recommendations 
Empowering Leadership and Communication.
Leadership skill development, especially with the help of Emotional Intelligence (EI) training, is one of the most important spheres where employee motivation is to be enhanced in Novotel. Leaders need EI that helps them establish a good and supportive relationship with the teams. Emotionally intelligent leaders are able to control their feelings, relate to and recognize their employees, and handle interpersonal issues. Introducing EI training, Novotel will be able to guarantee that the leaders can not only give clear guidance but establish a favorable working atmosphere where the employees will feel appreciated, heard, and empowered. This would have a direct contribution to increasing the level of employee engagement directly because leaders will be in a better position to respond to employee concerns, give feedback, and recognize achievements in a significant manner. The application of this recommendation would involve either the outsourcing of trainers by Novotel or the establishment of an in-house program to train the leaders. This has the potential to be compared without much effort by incorporating EI into the current leadership development model of Novotel. Implementation would be of moderate cost depending on the option the organization would develop the program in-house or not. The time investment by the leaders undertaking the training would be intermediate since the program would be offered using a blend of workshops and online lectures, which would be flexible yet comprehensive in terms of learning.
Enhancement of Recognition and Reward Systems.
Recognition is another key motivator of employees, and in Novotel, individual recognition schemes would make a significant contribution to the effectiveness of their current recognition practices. Although the Shine with Heart program already recognizes the achievements made by employees, peer-peer recognition will make the program more inclusive and effective. The employees would have an opportunity to nominate their colleagues to awards according to teamwork, according to the guest feedback or their personal performance. Such peer recognition creates a feeling of camaraderie and makes the employees feel valued by their counterparts which strengthens a good working culture. Moreover, mentorship-based awards may be also introduced to reward people who do more than expected in assisting colleagues and making a contribution to team development. This program would be comparatively simple to implement, as it will only need minor adjustments in the current systems, including the introduction of new categories to the recognition platform or the organization of regular recognition events every month or quarter. This would be a minimal cost, which would mainly be administrative to coordinate the nomination and award process. The time would also be minimal since the employees would have the option to nominate their peers through digital means and thus it would be an efficient and smooth process.
Besides recognition among the peers, non-financial rewards may be a powerful tool in influencing the motivation of the employees. These incentives, like career advancement, overseas travel, or spa retreats, would attract the intrinsic motivation of the employees. Non-financial incentives are in line with the higher-order needs of Maslow, including self-actualization needs and esteem, which promotes long-term employee employment. Novotel can also improve the skills and broaden the horizons of its employees by providing them with courses on leadership development, or cross-departmental exchange programmes, to ensure they feel appreciated. In the same vein, employee wellbeing can be addressed by health retreats or wellness days, which would alleviate emotional labor fatigue. This suggestion would be of medium difficulty and would need a certain degree of coordination to find out the appropriate rewards and to plan programs. It would be an average expense, since these initiatives can include the involvement of time and other resources in training programs organization, retreats, or other rewards. The time investment would be moderate since these non-financial rewards would need a thorough planning and management in order to make them meaningful and accessible to the employees.
The expansion of Training and Development Opportunities.
Novotel can also use microlearning, which are modules of training and development, to further motivate people and make them more engaged. These brief interactive learning programs enable employees to acquire new skills at a pace that does not impact their normal working patterns. Focusing on training employees in particular spheres, e.g. guest communication, stress management, or cross-cultural service will help Novotel to improve the performance of the employees in their job and foster the culture of constant learning. Microlearning is mostly useful in a busy workplace such as the hospitality where employees do not have a lot of time to go through lengthy training programs. This recommendation has high level of ease of implementation since it can be implemented using the available e-learning portals available to the employees whenever they need them. Creating microlearning modules would be low when available on a platform it is an accessible platform and time commitment among employees would be minimal whereby each module can be done in brief sessions and employees can arrange learning according to their schedules.
Besides microlearning, Novotel can also adopt cross-departmental rotation programs to develop the skills of employees and increase co-operation among them. Workers would be allowed to work in various departments as in reception, food and beverage or housekeeping, and this would make them more familiar with what the hotel does and enhance team work. Such rotation is not only beneficial in assisting the employees to gain a wider range of skills, but also motivates them to work in different sectors of the hotel, which makes them more engaged. This recommendation would be medium effort to implement because it would mean planning and organizing the schedules of employees in different departments so that operations are not disrupted significantly. It would be of moderate cost since it might need certain modifications in staffing and resources whereas the time commitment would be moderate since the employees would rotate between departments within a specific time.
Helping with Wellbeing and Sustainability.
In order to overcome the problem of emotional labor fatigue and enhance the overall motivation of the employees, it is essential that Novotel incorporates the concept of employee wellbeing into its corporate strategy. Hospitality businesses tend to be very emotional towards their employees and the mental health and work-life balance program can be used to alleviate burnout. Any initiative like providing mental health days or counseling of employees or flexible working arrangement would go a long way in enhancing the morale of the employees. These activities are particularly significant because they demonstrate to the staff that Novotel is concerned about them not only as the work-specific performance. This recommendation would not be of easy implementation because it would entail setting policies on promoting mental health and changing work schedules. This would be a moderate cost since offering counseling services or accommodation of flexible schedules would mean the allocation of resources, but they long-term payoffs of the investment in employee retention and satisfaction would be worth the cost. The commitment regarding time would be moderate since the wellbeing programs might need to be introduced in phases and constantly monitored.
Also, the expansion of the Planet 21 engagement program at Novotel which encourages sustainability and corporate responsibility would also encourage the employees as they will get a purpose to the work they do daily. Engaging in the green initiatives and corporate volunteering would enable employees to align their values with mission of the brand. This is an emotional incentive that enhances their commitment and dedication to the company. This recommendation would not be challenging to implement because it would be based on the current sustainability initiatives. The price would be minimal, in particular, when supported by current efforts, the time investment would be medium, based on the frequency of the organization of sustainability projects and voluntary work.
Monitoring and Evaluation System.
Lastly, Novotel must also establish continuous feedback mechanisms that are to be used in measuring the success of its employee motivation programs. With the help of regular surveys of employee satisfaction, focus groups, and real-time feedback systems, Novotel will be able to obtain relevant information regarding the experience of their employees and implement changes to their motivation policies. These systems will give a clear view of the needs of the employees and the extent to which the programs offered by Novotel fulfill their needs. This recommendation is medium in terms of ease since it involves establishing new channels through which feedback can be gathered but can be implemented along with the current employee communication channels. The price will be minimal, especially when using the existing communication tools and platforms, and the time investment in workers would be average since employees will have to take part in periodic surveys or focus groups.
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