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Executive Summary

Acknowledging that identification and retention of competent workers through engagement and motivation has always been one of the hospitality industry's most acute problems, this study aims to investigate the impact of motivation on staff performance at Ibis Barking Hotel, London, where the researcher completed a 10-week placement program. 
The three primary goals of the research project are to evaluate the effect of employee motivation at the Ibis Hotel Barking in London, pinpoint the elements that demotivate the staff there, and offer suggestions for boosting employee motivation in order to improve the hotel's performance.
The methodologies employed in this study were primary research and netnography. While netnography, which refers to information collection online, used a large number of online platforms and websites, primary research suggested the researcher's own experience and observations in the hotel.
Based on these two methods of analysis, this paper found that staff were not motivated enough to perform their duties, and this impacted the quality of service provision, leading to decreased customer satisfaction and low performance. Analysing in deep the four main factors that demotivate employees at Ibis Barking Hotel and offering suggestions for addressing them, this research recommends to managers to focus on the factors that increase motivation, especially among the Generation Z workers, who represent 67% of Ibis Barking staff: recognition, appreciation, effective communication, and trust.
Based on this, Ibis Barking Hotel should provide different types of training to its managers, who lack leadership skills, and to apply sanctions when they do make mistakes. In addition, this research paper recommends Ibis Barking Hotel to empower employees to assist managers in achieving objectives and to periodically evaluate their performance and adapt the leadership strategies. 



[bookmark: _GoBack]Introduction
One of the biggest challenges facing the hospitality sector has always been identifying and retaining skilled personnel through motivation and engagement. As hospitality is one of the businesses that creates memories, connections, and emotions, its employees are essential to producing these one-of-a-kind experiences. Therefore, “managers in the hospitality industry encounter more challenges in managing people than in many other work environments“ (Mullins, 2019). That is why the staff is the most crucial element, with particular hotels viewing their employees as “ladies and gentlemen serving ladies and gentlemen.“ (Ritz Carlton, 2024) They should be inspired to create magic moments because “The Hospitality Industry transforms essentials […] into an experience that is […] memorable and even magical“ (Solomon, 2016). To achieve this outstanding level of customer satisfaction, the hotel’s employees must be highly motivated, as motivation is a vital factor that impacts staff performance and overall business success (Uka, 2021). 
Considering relevant concepts and theories from the hospitality sector, analysing a wide spectrum of literature, and using valuable primary data, this research aims to investigate, measure, and critically evaluate the effect of motivation on staff productivity at the Ibis Barking Hotel in London. The premise is an 86-room budget hotel, located at  Highbridge Road, IG11 7BA Barking, United Kingdom. This hotel was the place where the researcher conducted her 10 weeks of primary research during the university placement program.
The research activity has three main objectives: to assess the impact of staff motivation at Ibis Hotel Barking, London, to identify the factors that demotivates the workers at this hotel, and to make recommendations to increase their motivation so that the overall performance of this hotel will flourish in the near future. According to Delmar Jose Ribero Sabio, Marketing and Tourism Teacher at Ministério da Educação in Lisboa, Portugal, cited by the LinkedIn platform, “motivation is essential in the hospitality industry because it directly impacts employee engagement, productivity, turnover, customer satisfaction, and overall business success.“ (Sábio, 2024)
After a brief introduction that will set the groundwork for the investigation and an outline of its three primary goals, the study will proceed with a review of scholarly works and specialised literature on the effect of motivation on employee performance, explaining then the methodology (netnography and primary research) and the theoretical frameworks employed to provide the article legitimacy and value. The next section will focus on the Ibis Barking Hotel case study and will then delve deeply into the factors that contribute to work demotivation. 
The research will conclude that staff demotivation harms the overall operations of the Ibis Barking Hotel due to the factors that will be shown to contribute to job dissatisfaction at work, such as using damaged kitchenware, having to follow rigid rules, not having meals while on the job, and not having enough opportunities for professional and personal growth. 
Bad customer service, poor outcomes, decreased profitability, and ultimately, bad company performance are likely to have a significant impact on the hotel if the lack of motivation and involvement continues. Given these reasons, this research will use its last part to make practical suggestions to eliminate the demotivating factors and to create a new work environment that empowers the workers, motivates them, and makes them engage in their daily activities for a significant better performance and business success. 


Literature Review
From the era of survival, when people’s only reason to work was to fulfill their basic needs of food, shelter, and security, to the social era, when the reason to work was more the need of being accepted or desired in a social group, to the industrial era, when the motivation became more extrinsec, being driven by money and job security (Staubus, 2008), untill today, when Generation Z is motivated by a meaningful work as well as by personal and professional development, motivation played an essential role in the decission making process in general and in the attitude towards work in particular. 
The specialised literature recognises three basic pillars of the theoretical framework of staff motivation built during the last seventy years by three important theories: Maslow’s Hierarchy of Needs Theory, Vroom’s Expectancy Theory, and Dicey’s Self-Determination Theory. Maslow developed the Hierarchy of Needs Theory in 1954, postulating that people have several degrees of needs, from physiological necessities to demands for achieving personal accomplishment (Maslow, 2017). 
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(Workleap, 2024)

Ten years later, Vroom proposed the Expectancy Theory, which suggests that people forecast future events based on their actions and efforts (Vroom, 1964). Later, in 1985, Ryan and Deci's Self-Determination Theory stated that people are driven to labour by their own freedom of choice, pursuit of objectives, and intrinsic desire for fulfilment (Richard M. Ryan, 2017).
 	Apart from these three pillars, the present research considers three other relevant theories that will help create a more holistic picture of the motivational factors at work. According to Herzberg's Two-Factor Theory (Herzberg, 2017), presented in 1959, recognition fulfills the demand for acknowledgment and serves as a powerful motivator, increasing engagement and satisfaction. According to the Job Demands–Resources Model (Demerouti, 2001), resources that promote well-being lower stress and boost motivation, which is in concordance with the desire for balanced work settings. According to the Organisational Support Theory (Eisenberger, 1986), workers are more driven to complete their jobs when they feel valued by their company.
Described as a goal-directed behaviour, motivation has three key components: direction, effort, and persistence. In other words, if the motivation is aligned with the company’s vision (direction), if the effort is made in tandem with the organisational efforts, and if there is consistency from both sides, the performance comes as a natural result. Because the main goal of employee motivation is to support people in being deeply committed to their objectives and the significance of their work. Confirming this, statistics on motivation reveal that strategies that make workers feel accomplished lead to increased commitment to meet objectives and enhance performance.
But what is performance? According to Moullin, performance means "evaluating how well organisations are managed and the value they deliver for customers and other stakeholders" (Moullin, 2002), even though the most common definition used in the literature is "the process of quantifying the efficiency and effectiveness of past actions" (Neely, 2002) Although this definition places a strong emphasis on efficiency and effectiveness, it is unlikely to determine managers to pause and question their performance assessment methods because they provides no guidance on what should be measured and why. 
How is the performance measured? Researchers have created a variety of motivation assessment instruments to evaluate workers' levels of motivation. The Work Motivation Questionnaire (WMQ), created by Professor Amram in 1993 and widely utilised in empirical research, is the most frequently utilised. Additionally, there are a few methods for measuring motivation that are particular to a given domain, like the Entrepreneurial Motivation Questionnaire, the Sales Motivation Questionnaire, and the Learning Motivation Questionnaire.
The relationship between motivation and performance has long been a subject of extensive research, with numerous discussions and revisions. Job motivation is seen as a crucial stimulus for organisations' success since it encourages employees to perform successfully (Wiley, 1997). Numerous prior research studies have demonstrated the connections between increased motivation and improved performance. (Qomariah, 2022) (Taryana, 2023)
According to research on job choice, one of the most important variables for people when looking for and accepting a job offer is compensation (Barber, 2000) However, how much does it affect perseverance and effort? Engineers came to the conclusion in the first quarter of the 20th century that the main motivator for acting in an effective and efficient manner is money (Taylor, 1911). In the second quarter, Viteles (1932) demonstrated that money is just one of several worker motivations based on innumerable attitude surveys. The primary component is the desire to experience a sense of value, acknowledgement, and respect from others. The interpretation of the Hawthorne investigations supported this conclusion (Mayo, 1933). Herzberg (1966) came to the conclusion in the third quarter that while money has no effect on job satisfaction, it can negatively affect job unhappiness. The impact of money on job happiness and performance was described by both the expectation theory (Lawler, 1971) and the equity theory (Adams, 1965). Money, according to Locke and myself (Locke & Latham, 1984, 1990a), has little influence on behaviour unless it encourages the establishment and dedication to particular ambitious goals. A concentration on financial incentives ignores the affective self-evaluative rewards of achieving goals, according to Bandura (1989). Additionally, according to the high-performance cycle (Latham, 2002), rewards that are performance-based only improve a worker's achievement if they also promote job satisfaction, organisational commitment, and the ability to embrace challenges in the future.
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It is important to research staff motivation because by comprehending it, leaders will be able to use individualised motivation techniques, develop understanding and emotional intelligence, and lead their teams with greater success. Additionally, it enables leaders to resolve problems or obstacles that might be impeding motivation, resulting in a more pleasant and efficient workplace.
Numerous studies and the literature concluded that employee motivation is positively impacted by empowerment and appreciation. Employee motivation to work will considerably improve if an organization's employees are given more authority and recognition. Additionally, there is a positive correlation between organisational effectiveness and employee motivation. (Manzoor, 2012)
Methodology 
The methodologies chosen for this study demonstrate the researcher’s main sources of information, provide credibility to the research, and deliver results that are supported by evidence. Thus, the methods used in this investigation were primary research and netnography. 
The primary research implied the researcher’s personal experience and observations during her 10 weeks placement program at Ibis Barking Hotel, London, from the 27th of September 2025 to the 6th of December 2025), while netnography, which implies gathering information online, made use of a significant number of online platforms such as journals and articles, online books, online libraries, hotels’ websites, statistics platforms, ResearchGate, Google Scholar, Grammarly, and Turnitin site that checks for plagiarism. The online research was conducted from the 27th of September 2025 to the 2nd of March 2025, for approximately 22 weeks. 
The primary research has significant qualitative advantages, offering complete ownership of data as well as full control of the information, creating, at the same time, unique perspectives that are immediately relevant to Ibis Barking Hotel, London. However, this method is costly and time-consuming (Rahman, 2017) to carry out (two and half months), “the approach is prone to researchers’ subjectivity, “ (Mwita, 2022) and the results might not have a more comprehensive context from previous research. That is why extensive online research was conducted, collecting and analysing relevant data from a wide range of platforms that were compared and contrasted with the results of the researcher’s own observations in the hotel. An exclusively online research wouldn’t have been appropriate also, because it's important to recognise netnography's limitations, which include a significant amount of outdated data and the inability to confirm the information's source, even though it's a useful method of conducting research and simple to produce pertinent findings that will assist the hotel in improving its staff motivation policies and operations. However, this method makes the research report transparent and repeatable.
This was the reason for combining the two research methodologies, so that the findings of this paper about the impact of motivation on staff performance at Ibis Barking Hotel, London, to be supported by evidence from theory as well as practice (theoretical and empirical data). Thus, the information gathered utilising both primary research and netnography, was analysed, contrasted, and compared to provide findings that formed the basis of the study's conclusions and suggestions.
Additionally, an Ethics Form was completed before the study was carried out. The purpose of this form is to confirm that the researchers' behavior is influenced by ethical principles in consideration of plagiarism and copywriting, data management, responsible resource use, social responsibility, honesty, integrity, and sharing research findings. (Shivadas Sivasubramaniam, 2021) Essentially, the purpose of ethics in academic research is to ensure that the advancement of knowledge does not come at the expense of any person's or society's well-being. It fosters an environment where responsible scientific research can thrive.

Case Study Hotel Overview and Findings 
Ibis Barking Hotel London, featuring 86 inviting bedrooms and considering itself a “vibrant economy hotel, open to everyone,” (All.com, 2019) is located at  Highbridge Road, IG11 7BA Barking, United Kingdom. 
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(All.com, 2019)
Ibis is one of the 50 international brands of the Accor Group, which is present in 110 countries and employs 230,000 people worldwide (Accor, 2022). An international hospitality corporation based in France, Accor owns, operates, and franchises hotels, resorts, and vacation homes. It is the biggest hotel operator in Europe and among the top 10 hotel chains with the highest income in the world (Tourism Review, 2021). Paul Dubrule and Gérard Pélisson established Accor in 1967 when their first Novotel hotel opened in Lille, France. Since then, the business has expanded to become a world leader in the hospitality sector. “Included in the CAC 40 index, the Group is publicly listed on the Euronext Paris Stock Exchange (ISIN code: FR0000120404) and on the OTC Market (Ticker: ACCYY) in the United States“ (Accor.com, 2024).
[image: ](Accor.com, 2024)



Accor Group Financial Results – Comparaison 2023 – 2024
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Analysing the latest data released by Accor (Accor.com, 2024), it can be observed that the group's net profit in 2024 was €610 million, whereas in 2023, it was €633 million. After share buybacks, which have reduced the average number of shares in circulation, adjusted profits per share increased from €2.22 in 2023 to €2.33. Also, as it can be observed in the table below, in 2024, the Group's revenue was €5,606 million, an 11% increase over 2023. This expansion translates into a 5% rise for the Premium, Midscale, and Economy segments, which include Ibis brands as well. 
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The Accor Group offers the most extensive brand portfolio in the hotel sector, encompassing well-known midscale and budget brands as well as globally recognized luxury and premium options. 
[image: ]
(GoTravelVideo, 2024)
Alongside Adagio, Breakfree, Greet, Ibis Styles, and Ibis Budget, Ibis is an economy brand (Accor, 2024) established in 1974, also in France (Ibis.accor.com), being the first standardised economy hotel brand in the world, with the aim of ensuring that everyone has access to dependable, comfortable accommodations. After more than fifty years, the Ibis name is well-known throughout the world, with over 2,500 properties (Ibis.accor.com, 2025) spread over six continents and with the Ibis brand alone having 155.887 rooms across the world (Accor.com, 2024). While the literature mentions the number of Accor employees worldwide (230.000), the researcher of the present study was unable to find the current number of worldwide employees who work for the Ibis brand only. She could observe, however, that Ibis Barking Hotel has a number of 13 full-time employees, plus 4 team members working part-time. Still, except for the supervisors and managers, all were working based on a “zero-hours contract“, a framework that demotivates the staff.
Analysing the guests’ reviews (Booking.com, 2025) (Hotels.com, 2025) (Tripadvisor, 2025), the researcher found that Ibis Barking Hotel has a good reputation overall, scoring 7.6 on two of the three examined OTAs’ platforms (online travel agents). However, primary research has revealed that the hotel is struggling with a persistent issue related to the staff’s lack of motivation, which leads to a personnel shortage and a high turnover rate, negatively impacting the hotel’s performance. (ChVmpionMind, 2025) While the vast majority of the quitting happens during the first two months of work, the remaining team members are under more stress as a result of the hotel's management's inability to maintain a consistent staffing level.
To state that Ibis Hotel Barking has a high turnover rate, the researcher calculated it based on two factors: the facts noted during the researcher’s placement program (at the beginning of October 2025, the hotel had 18 team members, while at the beginning of November there were 10 because eight people left the job in October 2025) and based on a formula given by the specialised literature (Stowers, 2024): 
1. Number of employees at the beginning of October: 18.
2. Employees who left in October: 8 (one fired and seven quit).
3. Number of employees at the end of October: 10.
The average number of employees is as follows: (18 + 10) ÷ 2 = 14
The turnover rate is calculated this way: Turnover rate = (4 ÷ 14) x 100
Using the formula, the hotel’s employee turnover rate for October 2025 is 28.57 percent. 
[image: ](Calhoun, 2022)

Observing this percentage – 28.57% turnover rate- the researcher examined the causes of this high rate, diving deeper into the hotel analysis, as well as into the issues related to the lack of motivation identified during the placement program. It is worth mentioning that the literature considers a “high turnover rate, “ anything “ higher than 20%“, as “a sign that something is probably wrong with your work environment.“ (Calhoun, 2022). To find out what the problems in the workplace are and what demotivates the staff, this chapter of the study will employ a number of theories and frameworks, including SWOT and PESTEL, thus being able to assess the hotel's both internal and external circumstances, identify its key strengths and challenges, and provide suggestions to mitigate the impact of the staff’s low motivation on its daily performance. But before examing the business through the lenses of these matrixes, the term “performance“ will be explained and the most relevant KPI analysed in order to determine the impact of motivation on some specific key performance indicators, which must be SMART ones (specific, measurable, achievable, relevant, and time-bound) (Shahin & Mahbod, 2007)
In her book “Industrial Research Performance Management Key - Performance Indicators in the ICT Industry“  (Samsonowa, 2012), Tatjana Samsonowa claims that all of the various definitions she had to look at in the literature on evaluating performance share a single trait: they are all connected to the terms effectiveness, which she defines as an indicator of how well a goal was accomplished and efficiency as an indicator of the resources required to reach it. Instead of referring to an individual's performance, she defines "performance" as the extent to which a department or organisation meets its objectives.
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(Samsonowa, 2012)

A business can determine whether it is operating appropriately and whether its performance is competitive by measuring key performance indicators (KPIs), the “critical and quantifiable indicators of progress toward the atempted result“ (Balanced Scorecard Institute, 2022). Ibis Hotel Barking can also identify if it meets its business goals by analysing and tracking a pertinent set of KPIs. The most widely utilised metrics that should be examined daily by any lodging business are occupancy percentage (OCC), average revenue (ADR), and revenue per room (RevPAR) (Widz, et al., 2022). SiteMinder adds three more KPI utilised to measure performance in hotels, among which one is vital for Ibis Barking: “guest satisfaction metrics, such as Net Promoter Score (NPS) and online reviews, gauge guest experiences and areas of improvement“ (SiteMinder, 2024). These last metrics are directly linked with the staff performance and its motivation in delivering great experiences to their customers. Unfortunately, these KPIs are not well communicated to the team members, and there is no clear performance measurement in Ibis Barking Hotel, which means, in other words, “giving up any control over performance“ (LinkedIn, 2019)
Examining the SWOT analysis, this report finds that while the number of tourists visiting London is constantly increasing and Ibis Barking Hotel’s reputation is good, the staff demotivation corroborated with the discrepancies in the quality of the services and with Airbnb’s fabulous growth, may lead to a decreasing number of guests, negatively affecting occupancy percentage (OCC), and revenue per room (RevPAR) and the end, the entire hotel performance. 

	Strengths:

· Worldwide presence
· Good reputation
· Located in commercial/ business area (ExCel London, Canning Town, Canary Wharf) (All.com, 2019)
· Loyal guests
· Standard consistency
· Client satisfaction and value at affordable costs
· New collaboration with Amadeus (Amadeus, 2024) 

	Weaknesses:

· Unmotivated staff
· Discrepancies in quality of service.
· Bed bugs (Tripadvisor, 2024)
· Strong competition (a Premier In hotel is situated just few meters away) (Premier Inn, 2025)
· Lack of services like fine dinning 
· No free parking
· Location: far from the city center

	Opportunities:

· Diverse offer – millenials, gen Z
· Increasing of the events market
· Corporate partnerships
· Increasing number of tourists visiting London

	Threats:

· New real estate project developing in the proximity
· Airbnb 
· Regulatory changes – increasing operational costs
· Sustainability requirements – hotel is lacking of resources to implements the required measures
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(Google Maps, 2025)                                                           (Tripadvisor, 2024)


The external environment in which the hotel operates, those factors that are totally out of the hotel’s control, will be examined using the PESTEL framework. With the help of this matrix, the researcher will be able to pinpoint significant factors that may be affecting the hotel's ability to retain and motivate staff, including changes in labour laws, market trends, technological advancements, and social shifts. By evaluating these factors, his paper will be able to identify opportunities – like developing corporate partnerships or adapting the rates for the increased events market in the Barking area - and potential dangers that could jeopardise the hotel's staff management capabilities – like sustainability requirements or the introduction of ETA, the new visa regulation (GOV.UK, 2023), that may consierable reduce the number of international guests or labour laws and “zero-hour contract“ framework, which may affect the staff in any of the six stages of the employee life cycle. (People Managing People, 2025)
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(London Borough Barking & Dagenham, 2016)

Having a clear picture of the hotel’s internal and external challenges and opportunities, the next paragraphs of this study will dive deeper into the problems identified by the researcher during her 10-week (160 hours) placement program in Ibis Barking Hotel. Through observation and discussions with the employees, the researcher constantly observed a high degree of lack of motivation and engagement for almost all the team members. According to the Utrecht University group of vocational psychologists, "work engagement" is a mental state in which workers exhibit the following qualities: vitality (stamina, endurance, and determination), dedication (such as joy, motivation, and passion) and immersion (focused on and absorbed in the work). (CIPD, 2021). While the majority of staff is under 28 years old, they should normally experience vitality and dedication at this stage of their life. However, they didn’t; they were demotivated and disengaged, and during free discussion with the staff, the following causes were determined: 

1. Lack of opportunities for development;
2. Forced adherence to strict business policies and scripts; 
3. No on-duty meals; 
4. Old machinery and equipment.
1. Lack of opportunities for development
At Ibis Barking Hotel, the salaries are not among the lowest in the industry; while the minimum wage in the UK is 11.44 GBP/ hour, Ibis pays 13.50 GBP/ hour, which should be a good motivating factor. However, according to the researcher’s observation, most of the employees are under 28 years old, so they belong to Generation Z (Beresford Research, 2025), a generation for which money is at the end of the list of factors that impact their motivation at work. For them, “learning and development, family, impact on others and society, and passion and enjoyment“ are the top factors that contribute to their motivation in the workplace. Additionally, the 0.5 GBP earned per sold meal is not a relevant extrinsic motivational factor to influence their level of involvement.

[image: ]
Based on the researcher’s own observations


During her placement in the hotel, the researcher approached 11 employees and 2 managers, asking about their personal development opportunities within the company, and except for one manager, the other 12 people answered that Ibis offers very limited access to personal and professional growth. They mentioned the lack of technical training essential for daily operations, being extremely skeptical about the company’s interest in their personal development. 
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Based on the researcher’s own observations


Even though there are sound programs for training in the hotel’s written policies (Accor, 2024), the employees consider that even the technical training is poor and has mediocre results. For example, while in placement, the researcher had the opportunity to witness the switch from Fols ( FOLS Accor, 2017), the earlier reservation system used by Ibis till the 24th of October 2024, a system created by Accor, to Opera, which is owned by Oracle (Oracle, 2025) and started to be used from 25th of October. Due to the short training period for this new system (four days only), staff members experienced anxiety when adjusting to the new platform, and errors quickly surfaced. For example, a room remained empty in the system when the last "Complete Check-in" button was not pressed, allowing another guest to be assigned to it. This resulted in two people meeting in the same room, which sparked complaints from both parties.
According to Business.com (Stowers, 2024), the lack of opportunities for career ascension is the main reason that determines a high turnover rate, which in Ibis Barking is 28.57%. 


2. Forced adherence to strict business policies and scripts 
In the Ibis Barking Hotel, the team members do not feel empowered; they are not encouraged to share their ideas in meetings or to take initiative in approaching the guests. On the contrary, they must follow specific scripts that make them prisoners of a rigid corporate attitude that doesn’t suit the expectations of Generation Z.  According to Forbes (Korn, 2025), Gen Z prefers purpose-driven jobs, versatility, and work-life balance to strict office rules and a standard hustle environment. Enforced compliance with stringent company norms and procedures do not align with the aspirations of Generation Z and make them lose their motivation and engagement, which leads to low performance and losses for the business. 
Additionally, studies show that independence inspires employees by giving their work a sense of purpose (Frank Martela a, 2021), while low engagement costs the world economy US$8.9 trillion, or 9% of the global GDP (Gallup, 2024). 


3. No on-duty meals 
Another demotivating factor observed was related to the on-duty meal: while plenty of other hotels offer a free meal per day for each worker (Marriott International, 2024), at Ibis Barking, the employees must bring their own food from home, observing, at the same time, dozens of kilograms of food wasted daily, thrown in a common bin after 10.30 am, when the breakfast time finishes. This fact brings at least three types of frustration among the hotel workers: one related to their loss (as they perceive the purchasing of their own food as a loss in their pocket), one related to the company’s greediness, and one regarding the environment, as no proper food waste management is in place at Ibis on the Highbridge Road, according to the researcher’s observation. 


4. Old equipment and machines
While in placement at Ibis Barking Hotel, the researcher observed a significant number of stressful technical factors that lead to a lack of motivation – such as continuous errors of the dishwashing machine noticed in the kitchen or “out of service“ coffee machine at peak hours or smoke coming out from the bread toaster under the guests’ eyes. These facts demotivated the restaurant’s staff as it was not in their hands to solve these technical issues, even though they have addressed them to the managers plenty of times. These problems evolved into bad reviews, decreasing customer loyalty and, eventually, decreasing the occupancy rate, negatively affecting the entire business. 



Discussion
This chapter will cover the impact of motivation on staff performance and the research objectives of identifying the factors that demotivate Ibis Barking Hotel employees, the factors that can increase their motivation, and of making recommendations for raising staff motivation at Ibis Hotel Barking. It will also critically interpret and analyse the study's results in relation to the body of existing literature. Along with examining implications and admitting limitations, this chapter will highlight the crucial importance of staff motivation in correlation with the hotel’s overall performance.
To feel motivated and contribute to the high performance of the company an employee works for, he must feel he is operating in a good work environment. According to the UK Government, the definition of ‘Good work’ is “having a safe and secure job with good working hours and conditions, supportive management, and opportunities for training and development.“ (Gov.UK, 2019). Following this interpretation, through the researcher’s observation, this paper can state that even though the staff members at Ibis Barking Hotel have a safe and secure job, all the other parts of the definition do not apply to them, as they do not have good working hours and conditions, their management is not supportive, while the opportunities for profesional and personal growth are extremely limited. 
In the UK, the CIPD Good Work Index serves as an annual standard for employment quality. To improve work and working lives by offering evidence-based insights to individuals, professionals, employers, and legislators, over 5,000 employees from various industries and vocations are surveyed annually about important elements of their jobs. (CIPD, 2024) The study investigates people's perspectives and methods of working. Data on the six dimensions of work are gathered to provide a picture of what constitutes quality work. Here are the six dimensions: 
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Apart from the 6 dimensions of good work published by CIPD in 2021, in 2024, a new dimension was added as a result of the latest survey of over 5,000 employees across all industries and professions: Health & Well-being (CIPD, 2024). 
As it can be observed in the WHO’s visual representation, cited by Public Health England, there is a strong link between productivity at work and health & well-being: 


[image: page21image2591376]
(World Health Organization & Burton, Joan, 2010)

If the above-mentioned seven factors are carefully considered when developing the Ibis Barking Hotel HR strategy, the employees will be motivated and engaged. In addition to these aspects, IES recognised in 2003 ten fundamental principles that will greatly aid an employee in feeling valued and involved: professional fulfilment, familial relationships, collaboration and communication, health and safety, compensation, benefits, equitable treatment at work, efficient management of performance, coaching, and career advancement. (IES, 2003)
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(IES, 2003)
The IES engagement framework demonstrates the close connection between feeling appreciated and engaged and the overall level of involvement. (Hayday, 2004)
During the placement program, as shown in the previous chapter of this research, they were identified four key factors that demotivate the staff at Ibis Barking Hotel London. In the following paragraphs, these factors will be analysed and correlated with the studied literature to form a solid base for the recommendations that will be provided at the end of the present research. 

1. Lack of opportunities for development;
It is generally known that when an activity is done for its own sake, it is said to be intrinsically motivated; when it is followed by a reward (such as cash or verbal appreciation), it is said to be extrinsically motivated behavior. (Legault, 2016). As demonstrated in the Case Study Hotel Overview section of this study, Generation Z tends to be more intrinsically motivated, empowered by goals such as education and growth, family, contribution to society, and enthusiasm and excitement (Kirchmayer, 2018) rather than money. So education and growth are in the first position, and Ibis Barking Hotel is doing almost nothing to support this generation of workers in achieving their primary goals. 
On Accor Group’s website, it is stated: “Because our Group's success relies on our team members’ talents, we aim to support the mobility aspirations of our people, both internally and internationally, to allow them to grow and reach their full potential“. (Accor, 2024). However, during discussions with Ibis Barking Hotel team members, they affirmed that there are no significant opportunities for career growth because when a vacancy appears, the managers bring someone from outside to take the job, avoiding promotions. In addition, when staff requires specific training, they are guided to the online training platforms that are rigid and repetitive, lacking engagement and creativity. On top of that, no personal development training is accesible, only profesional ones are recommended, and even these with limitations. 


2. Forced adherence to strict business policies and scripts; 
According to Walker, focusing on the client and understanding how the customer and the employee interact are the most important components of delivering a great service (Walker, 2021). While some managers choose to empower their staff and provide them with a very light, relaxed script that increases the likelihood of forming genuine connections, others choose to use scripted services for their team members in order to ensure a wonderful encounter.
In the Ibis Barking Hotel, the staff must follow rigid scripts while interacting with the guests, and the researcher found that they are unhappy with this approach, which makes them feel they are not in control over their work and diminishes their personality. Although the scripted method may be efficient for the check-in process and ensures an appropriate degre of control, guests will be able to quickly detect it, reducing the level of personalisation and service quality (Victorino, 2008)
As can be observed in the chart below, what happens at Ibis Barking Hotel doesn’t go against the trend, as in the low-paid sector, which encompasses the hospitality sector also, the level of control over the work is the lowest, contrasting the high-paid services. However, this approach is in contradiction with Generation Z’s vision of work; as this report shows, this generation represents the majority of the Ibis Barking Hotel employees (67%) and expects to have control over their tasks, rhythm of performing, and approach. (Standford University, 2024)


[image: ]

(CIPD, 2024)

Considering these facts, the Ibis Barking Hotel managers still do not listen to their employees’ voices, they do not encourage them to speak, and they show very limited interest in their needs. In a healthy working environment, every human resources professional (at Ibis Barking Hotel, the general manager serves as the human resources manager as well) should aspire to have a deeper understanding of how employees actually feel about their company. To achieve this goal, the employee needs to be encouraged to communicate by cultivating a listening culture among staff members to increase involvement. (HR Magazine, 2021)



3. No on-duty meals
A study conducted in November 2020 examining the effect of staff lunches on hotel profitability and satisfaction for employees indicates “a significant and robust correlation among the quality of the employee meals, employee satisfaction, and financial performance of the resort.“ (Luana Nanu, 2020) This can easily explain why employees at Ibis Barking London feel frustrated by the quantity of food thrown daily, around 11.00 am, even without a minimal food waste management. In contrast, Premier Inn hotels (one of them located at one minute distance from Ibis Barking) offer free on-duty meals at 11.00 to all the employees. This observation was made by the researcher during a 10-week placement program at Premier Inn Southgate in January and February 2023. 
Studies show that free food offers convenient on-site meals that increase employee performance and raise staff morale by demonstrating gratitude and concern. It also promotes social relationships and a collaborative work atmosphere by offering informal opportunities to engage over a meal. In addition, on-duty meals encourage improvements in lifestyle habits, which lower absenteeism and increase concentration. Ultimately, it makes the company stand out in a crowded labour market by increasing staff attraction, motivation, and retention. (Sharebite , 2023). However, Ibis Hotel Barking is not taking any action in order to tackle this demotivating factor, which is the lack of on-duty free meals. 


4. Old equipment and machines
Recently, Hyatt has made significant adjustments to its personnel strategy, motivated by the clear goal of delivering care and consideration that allows employees to function at their highest level. Together with PwC, Hyatt created a tool called Playbook and Talent Philosophy, which gives CEOs the ability to expand the business through consistent, focused, yet flexible talent management. (PwC, 2025) For example, Hyatt found out that to increase staff motivation, it is important to eliminate significant sources of stress for colleagues. Ibis Barking Hotel can also make use of such tools, with the help of professionals, to address the most important factors that demotivate their staff, one of them being also the high level of stress. Manzoor, Awan, and Mariam (Manzoor, 2012) claim that stress is a major issue for workers across all departments, which is negatively affecting their overall performance. Correlating the findings of Hyatt and PwC with the issues identified in the Ibis Barking Hotel kitchen (broken equipments and functioning errors of kitcken machines), this research can state that if these machines have better maintenance or are being replaced, an important source of stress would disappear, relaxing the staff and empowering it with the enthusiasm that definetely leads to increasing their daily motivation and the business performance.  
But how is the performance measured? The reviewed literature considers that evaluations and metrics must be used in tandem to assess employee performance. 
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(Visier.com, 2025)

Visier, a “global leader in AI-powered people analytics, workforce planning, and compensation allocation“ (Visier.com, 2025) recommends four activities to be used to measure staff performance: 
1. 	Regular performance review - A manager assesses one of their immediate subordinates in these one-on-one evaluations. Several dimensions could be taken into account, such as a review of a particular project, evaluation of attitude, or professional and moral behaviour. 
2. 	A 360-degree assessment collects input from different sources: guests, consumers, colleagues, subordinates, etc.
3. 	Self-evaluation - Self-assessments give performance reviews an additional dimension. They are somewhat subjective. However, they also demonstrate an employee's self-awareness and comprehension of the organization's objectives. 
4. 	Performance based on goals. This kind of assessment focusses just on the objectives that an employee has met and if they did it before the deadline. Employees should be involved in the goal-setting and deadline-setting process to maximise this evaluation. This makes it easier for them to comprehend their responsibilities and the larger objectives they are pursuing.
So what are the factors that motivate the staff to pursue the highest level of performance? As mentioned in the Literature Review chapter and as it was highlighted during the researcher’s interractions with the employees at Ibis Barking Hotel, the most important factors that impact staff motivation are empowerment, appreciation and recognition, purpose-driven work, well-being, and financial components. Examining these factors and recommending strategies for improving staff motivation, the present research becomes relevant to Ibis Barking Hotel, as well as to any lodging business, especially those belonging to international chains, because it explains motivation’s significance, identifies the demotivation factors and provides recommendations for improving staff motivation and, thus, enhancing the relevant business KPIs. However, the study lacks qualitative and quantitative research, which makes it significantly subjective, and it is limited to a single hotel among the more than 2500 that the brand has. (Ibis.accor.com, 2025)


Conclusions 
The purpose of this research was to examine how employee performance at the Ibis Barking Hotel in London is impacted by motivation. The critical observations made during the researcher’s 10-week placement program at Ibis Barking Hotel, London, served as the foundation for this focused study topic. The researcher found it practical and beneficial to use these valuable experiences by analysing, comparing, and contrasting them with other examples from the literature and prior placement programs to ultimately generate useful suggestions for raising employee motivation at the Ibis Barking Hotel and, consequently, improving overall business performance.
The first part of this paper was a brief introduction that established the starting point of this research, and the three main objectives of the study: to evaluate the effect of employee motivation at the Ibis Hotel Barking in London, to pinpoint the elements that demotivate the staff, and offer suggestions for boosting employee motivation to improve the hotel's overall performance.
The research continued with a review of the specialised literature and academic publications concerning the impact of motivation on staff performance, explaining the methodology (primary research and netnography) and the frameworks used to make the paper credible and valuable. 
	The next part of the study was dedicated to the Ibis Barking Hotel case study, followed by a deep dive into the causes that bring work demotivation. In the light of these demonstrated factors that bring job dissatisfaction at work – lack of development opportunities, forced adherence to rigid policies, lack of on-duty meals, and the use of broken equipment in the kitchen - this research may conclude that staff demotivation has a detrimental impact on the entire Ibis Barking Hotel's business.  If the lack of motivation and engagement persists, the hotel is likely to be seriously affected by poor customer service, mediocre results, diminished profitability, and, in the end, low business performance.  


Recommendations and Practical Strategies
Considering the understandings, perspectives, and experiences gained throughout the researcher’s placement, corroborated with the findings from the reviewed specialised literature, this last chapter will offer a series of knowledgeable suggestions to help Ibis Barking Hotel enhance its operations and performance, highly impacted by the staff motivation, as it was demonstrated in the previous sections of this research. Thus, this paper states that staff motivation in the examined hotel can be increased using two strategies simultaneously: the first one by addressing the demotivating factors that were in deep analysed in the previous chapters of this research and the second one by introducing the factors that empower employees, especially from Generation Z, to stay engaged with their work, feel motivated and considered a key asset that contributes to the overall success of the hotel business. 
In light of these considerations, the research suggests that the hotel management should address the lack of opportunities for development by establishing clear pathways for job advancement, by evaluating and adapting opportunities for growth on a regular basis, and by encouraging a culture of ongoing education and growth, maintaining an interesting and meaningful work environment. The hotel managers should seek support from their in-line managers, from the HR department, and even from the top management. They should address this issue in the meetings to understand if this is an isolated problem that happens in Ibis Barking only or if it is a problem that should be analysed in Accor business accross UK or even worlwide. 
Considering these suggestions, Ibis Barking Hotel London needs to create all-encompassing learning ecosystems that integrate individualised growth pathways/ Training should be included in regular tasks, fostering chances for ongoing learning that support organisational and individual objectives.
Regarding forced adherence to strict business policies and scripts, as shown in depth in the previous chapters, Generation Z demands confidence and independence (LinkedIn, 2023), so this paper recommends to managers at Ibis to prioritise trust as well as autonomy, demonstrating that, as leaders, they believe in their team members’ ability to handle their own tasks and make choices. Managers should create a flexible workplace where the workers are not micromanaged and can operate autonomously and at their own speed. By giving up the old-style autocratic management patterns, the hotel leaders should forget about scripts and rigid policies, empowering the staff to take initiatives, freely engage with the guests, and thus feel motivated and valued. 
The lack of on-duty meals is the easiest problem to solve by creating a new internal procedure that allows the staff to have a free on-site meal offered by the hotel. Additionally, a pleasant room should be allocated for this activity, where the employees can enjoy their meal in a 20 minutes break. However, the timings must be carrefoully considered, as some workers are in their peack time exactly at 10.30, when the breakfast for guests finishes (cleaners and kitcken staff), while the front desk staff might be less busy at this time, so rotation is important for the successful implementation of this new norm. This designated room can be on the ground floor, near the changing room, which currently serves as storage for plenty of useless old stuff. In the near future, this room can also be used for small celebrations or group activities that enhance the cohesion of the team and create a more informal, familial environment. 
The last identified demotivating factor at Ibis Barking was the use of old machinery and equipment, a problem that causes a lot of stress and tension to the staff. The solution is simple: according to the budget constraints, either new equipment is purchased or it is rented, with maintenance clauses and with high penalties for the suppliers in case of functioning errors. It is only the managers’ negligence that created this source of stress for the staff; that is why a sanction for this manager would also motivate the staff to trust the company has a fair response to its employees’ attitude and sanctions not only the workers, but whoever is mistaking, including managers, if their actions or lack or actions sabotage the business’ success. According to the State of the American Manager report, "Managers account for at least 70% of the variance in employee engagement scores." (Gallup, 2017)
After addressing the problems that demotivate the staff at Ibis Barking, the managers should focus on the factors that increase motivation, especially among the Generation Z workers, who represent 67% of Ibis Barking staff. As statistics already mentioned in this report, the employees are motivated by recognition (Quantum workplace, 2024) and appreciation, effective communication (feeling heard) (Salesforce, 2020), and trust. For the team members to benefit from these factors, this research recommends that their managers attend training sessions about leadership, interpersonal skills, integrity and ethical judgment, performance management, change management, communication, etc. (HR Future, 2025), as well as trainings that promote well-being and health (American Psychology Association, 2024)
An article addressing “factors influencing employee motivation in hotels“, published in 2018 in the African Journal of Hospitality Turism and Leisure (Mhlanga, 2018), states that “To motivate employees, hotel managers should evaluate the needs of employees every year“ (Shields, 2007). In addition, “hotels should empower employees to assist managers in achieving objectives“, while these objectives must be SMART. 
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Having motivated and dedicated workers has a huge knock-on impact that affects the bottom line of the company in tangible ways. However, the majority of companies worldwide lack employee engagement initiatives, which has serious consequences for the profitability of businesses. Any business depends on having a motivated and engaged workforce, but this is especially true for service-oriented industries like hospitality. Additionally, as these motivational data attest, each employee's micro-success is connected to the organization's overall performance.
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ACCOR

Press Release

Full-Year 2024 Results
Another record year

RESULTS WELL IN LINE WITH THE 2024 GUIDANCE
ATTRACTIVE SHAREHOLDER RETURNS POLICY

CONFIRM AMBITIONS FOR MEDIUM-TERM GROWTH

*x %
RevPAR UP 5.7%

REVENUE UP 11% TO €5,606 MILLION
RECURRING EBITDA™ UP 12% TO €1,120 MILLION
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Net profit

In € millions 2023 2024
Revenue 5,056 5,606
Recurring EBITDA 1,003 1,120
Other income & expenses 12 6
Depreciation & amortization (279) (341)
Operating profit 735 786
Share of net profit of equity-accounted investments 44 188
Net financial expense (100) (124)
Profit before tax 679 850
Income tax (39) (193)
Minority interests 17) 47)
Net profit before discontinued operations, Group share 623 610
Profit from discontinued operations 10 -
Net profit, Group share 633 610
Diluted net profit, Group share, per share 2.22 2.33
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Change

In € millions 2023 2024 (reported)
Management & Franchise 854 899 +5%
Services to Owners 1,076 1,158 +8%
Hotel Assets & Other 1,030 1,045 +1%
Premium, Mid. & Eco. () 2,960 3,103 +5%
Management & Franchise 446 494 +11%
Services to Owners 1,359 1,479 +9%
Hotel Assets & Other 371 614 +66%
Luxury & Lifestyle 2,175 2,587 +19%
Intercos (79) (84) N/A
TOTAL 5,056 5,606 +11%

(1) Premium, Mid. & Eco. = Premium, Midscale and Economy
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Employee Turnover Rate Formula

The formula for calculating employee turnover rate for a given period of time is:

Attrition

(Starting # Employees + Ending # Employees) / 2

X100

To get the percentage of turnover, you take the number of people who left your company
during a period divided by the average headcount for that same period and multiply it by
100.
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__________________ Goal setting

Underperformance

Time

Figure 1: Performance as goal attainment (Source: Griining 2002, extracted from
Samsonowa 2012)
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I5tayed here forfour ights During this time | doveloped a rash ond was extremely itchy. I ust
thought that | was bitten by something while out exploring London. Itwas on the st igh that
discovered two bed bugs inthe bed. This made me feel very uncomfortable and never sieptfor the
Pight, thankfully | was checking out in the morning. I | had noticed these before then | would have
demanded another room o refund. | have stayed in mony hotels and nover encountered these.
before. | would not recommend this hotel to anyone. It needs a deap clean.

Showless

Doto of stay: September 2024
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PESTLE ANALYSIS

Barking

POLITIC

Political stability;

New Visa regulations (ETA)
Investments (Barking & Dagenham
Council)

Fragile infrastructure.

Focus on emerging technological
innovations; use of CRM;

Chatbots for handling frequent requests
(Devisme, 202

Contactless services (ex: self-check-in);
Training and tech skills.

Barking

SOCIAL
R

Increased appetite for travel post Covid;
Promote a healthy life;
Orientation to customers’ experiences

more than to traditional services;
Plenty of events in Barking and
Dagenham area;
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Barking and Dagenham

Barking and Dagenham offers some of London's most
affordable brownfield development sites as well as highly

competitive office, retail, industrial and commercial space.
Major investment is already flowing into the borough. New
businesses and investors can look forward to the warmest
of welcomes to the borough. Just look at some of the
great opportunities available.

londoneast-uk

Barking Town Centro
Including C: Industries Z¢

Boam Park/Ford Stamping Plant

Barking Riverside
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@ GenerationZ
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Good Work Index (CIPD, 2021)

Table 1: Dimensions of good work

Areas included

1 Pay and benefits

Subjective feelings regarding pay, employer
pension contributions, and other employee
benefits.

2 Contracts

Contract type, underemployment, and job
security.

3 Work-life balance

Overwork, commuting time, how much work
encroaches on personal life and vice versa,
and HR provision for flexible working.

4 Job design and the nature of work

Workload or work intensity, autonomy or
how empowered people are in their jobs,
how well resourced they are to carry out
their work, job complexity and how well this
matches the person’s skills and
qualifications, how meaningful people find
their work, and development opportunities
provided.

5 Relationships at work

Social support and cohesion. The quality of
relationships at work, psychological safety,
and the quality of people management.

6 Employee voice

Channels and opportunities for feeding
views to one's employer and managers’
openness to employee views.
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IES model of engagement

The IES model, developed in 2003, emphasizes that employees must feel valued and

involved to be properly engaged with their employer.
The ten core concepts that lead to feel valued and involved are:

1. Job satisfaction

2. Family-friendliness

3. Cooperation and communication

4. Health and safety

5. Pay

6. Conditions and benefits

7. Equal opportunities and fair treatment
8. Performance and appraisal

9. Immediate management and training

10. Development and career

When those needs are fulfilled, then employees will be engaged.

Employee
Engagement
Models

Importance

Training, Development & Career
Immediate management

N\

Performance & Appraisal

Communication

Equal Opportunities and Feeling
fair treatment —————"  Valued
IS Engagement
Pay and Benefits Eistiad

Health & Safety 7’

Co-Operation
Family Friendness
Job Satisfaction
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Control over work, by sector (% who said ‘a lot’)

60
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50 = 29
25
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Low-pay services Public sector High-pay services Production

W Tasks M Pace ! How work is done ' Start/finish times

Base: low-pay services (n=1,042); public sector (n=855); high-pay services (n=1,321); production (n=799).

Note!! ay services are retail and hos igh-pay services are information and communication, professional, scientific
and techm Vices, finance and real estate; production is manufacturing, energy and water, and construction. Autonomy
measures are how work is done, the pace at which work is done, and choice over tasks.
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The Fundamentals of Performance Development
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Looking at motivation in the workplace through

Maslow’s Hierarchy of Needs

Self-actualization is possible when companies make career development a fundamental part of their
employee experience.
Self-esteem is boosted via promotions, salary bonuses, and moments of recognition within
/[ ! the office.

Belongingness can be promoted through providing opportunities for collaboration
between peers or investing in team bonding activities.
Security can be achieved through psychological safety strategies and
ensuring employees make a fair salary.
Physiological needs are supported when managers ensure employees arent
overworked, get enough sleep between shifts, and have time to
eat meals during lunch breaks.

workleap

Maslow's Hierarchy of Needs can help determine how to motivate
employees and ensure their needs are met.




