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1. Introduction 
Guests always arrive at a hotel with expectations of what the hotel should do, how it should be done and of the behaviour of those providing guest services (Ford and Sturman,2025). With a responsibility to reserve, receive and register guests, be a continuous source of information, as well as being the first and last point of contact with guests (Chakravarti, 2008), the hotel reception team is central to the operation with direct influence on the guest’s perception of service and quality (Ford and Sturman, 2025). Within guest service, complaints are inevitable however, each conveys an opportunity to correct a flawed process (Hudson and Hudson, 2022). Being the consistent interaction point between guests and the hotel, the reception team hold central responsibility for complaint resolution (Sudiarta, Santra and Hakim, 2025) in which they must have the belief in their ability to deal with.
Throughout history, formal clothing as a status symbol has been claimed within social and professional contexts (Baitz and Rogaten, 2026). Uniforms contribute towards performances and behaviours of employees through a combination of recognisability and visibility that prompts individuals’ response to perceived expectations (Vonk, 2026). The reality of a uniform is the representation of pride, responsibility and respect that creates an image of an organisation that stakeholders will associate with levels of service (Baharuddin and Jamaluddin, 2020). Within hospitality, uniforms communicate the legitimisation of ones right to perform a specific role (Karch and Peters,2017), this assisting the guest to quickly identify employees, their responsibilities (Choy and Shih,2022) and job role. Therefore, the reception team’s uniform plays a significant role associated with their job description, the choice of uniform is a pivotal element in the initial hotel operation (Baharuddin and Jamaluddin,2020). With the use of uniform to homogenise the workforce, the identity of the organisation can be embodied with an enforced uniform dress code (Tynan and Godson, 2021). However, according to Karch and Peters (2017), irrespective of the contribution to a fundamental part of service expectations of guests, uniforms are experienced differently by those who wear them, therefore the reality of wearing the required uniform manifests as different meanings to employees within the same working environment and team. 



2. Research problem statement
A review of current literature reveals a paucity of research in terms of uniforms and hotel reception employees, Baharuddin and Jamaluddin, (2020) found that uniform material, appropriateness, style and functionality have direct impacts on employee’s self-efficacy in five-star hotels. However, according to Gilbride, (2025), an adamance was maintained by Bandura of self-efficacy not having a single source and that efficacy in one area is unsupportive of efficacy in other domains. 
Schumacher and Komppula, (2016) maintained that regardless of the importance of the employee’s contribution to service recovery situations, limited attention has been paid to the employees’ perspective and those that have, are predominately quantitative in nature therefore lacking the voice of the employees. More recently Amin, Murdy and Hesam (2026) found that the emphasis in the literature regards reactive service recovery is lacking clarity in terms of psychological mechanisms, situational contextual and cultural factors that shape the outcomes of recovery and highlights the requirement for further investigation of these aspects.  Clothes are a silent visual marker of social identities and relationships that communicate multilayered messages embodying different meanings for a different audience simultaneously (Hertz, 2007). Liu et al, (2021) states that little is known regards how the clothes ones wears might influence a difference in behaviour. Hertz, (2007) states that whilst society exerts pressure on clothing choices, the enforcement of uniforms does so explicitly, intentionally and officially and also argues that the regulation of uniform is not an automatic negation of individual choice, identity or interpretation that many scholars have concluded (Hertz, 2007), therefore, claiming an individual’s unique sense of self can be retained even whilst in a restrictive environment through their unique understanding, values or meaning of their environment and their position within it. The findings of Vonk (2026) state that the way in which uniforms shape work identities is dependent on human interactions whilst being situational and contingent and that employees actively negotiate and navigate the meaning of the uniform rather than just passively accepting it. 
Brown (2022) argues that regardless of the commonly accepted view that social identities are dynamic, responsive and negotiated that there is a preoccupation with uniformity / similarity of perception and a somewhat un-nuanced fixation on how identities are activated through cues. Therefore, conceptualising identity as a product of processes determined by situational cues. Whereas dramaturgy theory addresses directly addresses what SIT is criticised for ignoring and views identity as an ongoing context dependent upon performance negotiated with context dependent upon performance negotiated in interactions. 
To address the identified gap in the literature and achieve the research aim, a qualitative approach is deemed most suitable. This due to the requirement of a deep subjective understanding of the role uniforms take in service recover situations through evaluation of participants understanding beliefs and experience (Matthews and Ross, 2010) through their lived experience and persona levels of self-efficacy in the defined situation. 

3. Research questions & Objectives
Research Aim
To explore through a dramaturgical lens the role of uniform in shaping the self-efficacy of hotel reception team members during service recovery situations from dramaturgical and enclothed cognition perspectives. 
Research Questions 
· How do hotel receptionists’ uniforms influence employees’ self-efficacy during service recovery situations? 
· How do uniforms function as dramaturgical props and costumes in shaping receptionists’ performance and impression management during service failure situations? 
· How do receptionists perceive the psychological effects of uniforms on their confidence, authority and emotional control during their performance of service recovery? 





Research Objectives 
· To explore the influence of the uniforms on employee’s self-efficacy during service recovery.
· To explore how uniforms contribute to performance and impression management during service recovery through a dramaturgical lens. 
· To examine the psychological effects of uniforms on behaviour during service recovery from an enclothed perspective. 

4. Significance of the research
It is anticipated that the research will make theoretical and practical industry contribution through an understanding of the role the uniform plays on the hotel stage. In terms of theoretical contribution, the combination of a dramaturgical lens with theories of self-efficacy and enclothed cognition will not only give an understanding of the role the uniform plays but how it influences behaviour, identity, and performance within hotel organisations. A fuller understanding can be achieved through the combination of theories to simultaneously explore cognitive, psychological, and social interactional levels which no one theory could achieve standing alone. 
In terms of industry contribution, it is anticipated that an understanding of the symbolic meaning of uniforms and the experience of wearing through multiple realities that exists within the team can inform organisational decisions in terms of uniforms and the balance that the uniform must provide. The framework also identifies uniforms as more than clothing but instead an organisational tool that shapes employee cognition, behaviour, and standards simultaneously, therefore bridging the gap between internalisation of professional norms, improved performance and compliance along with a consistent organisational role enactment. A collective understanding of these roles can also aid higher level branding decisions as well as inform design from a unform providers perspective selling their products to the industry.  
5. Literature review
The literature review as seen by Rocco and Plakhotnik (2009) is the casting of a broad net around a topic for exploration, during social interactions information is commonly sort about individuals that helps to define any situation and expectations with the information being accessible and conveyed through many carriers defined as sign-vehicles Goffman (1959). We also attach interpretations, values and meaning to our actions, with those actions influenced by how we perceive ourselves, along with our social and physical environment (Buchanan and Huczynski, 2023). Mullins and McLean (2019) state that everyone attempts to project their attitudes, personality and competence by paying attention to appearance and that the meaning attached to this nonverbal signal is rooted in culture and early socialisation. In line with the research aim and objectives the literature review will surface and synthesis social identity, enclothed cognition, professional identity, self-efficacy, dramaturgical and service recovery theories to build the foundations for a theoretical framework.
 Social identity theory 
Defined as the aspects of individual self-image derived from membership of social categories, along with emotional and evaluative consequences of belonging to a group (Hornsey, 2018) social identity theory also proposes that a positive social identity is strived for and once achieved is strived to maintain by individuals (Brown, 2000). According to Callero (2015) social identity is one of the most influential theoretical perspectives within social psychology due to its rejection of explanation of individual defects of attitude or personality and that in fact group dynamics influence behaviour. 
Enclothed cognition theory
Involving the co-occurrence of the symbolic meaning of clothes, the physical experience of wear and its effects on people’s psychological processes (Adam and Galinsky, 2012) enclothed cognition theory provides a simple however radical idea that clothing is not just for warmth but reflects who we are, how we think, feel and behave (Baitz and Rogaten, 2026).  According to Adam and Galinsky (2012), like physical experiences, the wearing of clothes triggers associated abstract concepts, symbolic meanings and that people embody the clothing and it’s symbolic meaning therefore, influencing the wearer’s psychological processes and are socially constructed. As cited by Baitz and Rogaten (2026) enclothed cognition theory draws upon prior embodied cognition research in relation to clothing (e.g., Frank & Gilovich, 1998; Fredrickson et al., 1998; Martins et al., 2007), however, what Adam and Galinsky (2012) argued is that that with the combination of wearing the clothing and embodying symbolic meaning psychological processes are triggered. Enclothed cognition theory has been applied in various fields, Wang et al. (2021) found that informal vs formal clothes choices influence food choices between healthy and unhealthy food and that enclothed cognition can also be triggered by participants imaging themselves in particular clothes. 
Professional identity 
Hospitality professionals create a professional identity that reflects skills, values and expertise which in turn can enhance visibility, credibility and create career opportunities within the industry (Suresh, 2024). Prangkam, et al (2026) found that through a dynamic interplay of personal values, organisational, industry context, hospitality professionals maintain a stable connection to the hospitality industry and actively construct their own professional identity. 
Self-efficacy 
A critical part of our psychology shaped through interactions between individuals and their environment (Gilbride, 2025), the belief that people hold in capabilities to accomplish specific tasks (Usher and Chen, 2026), Self-efficacy is defined as “people’s judgments of their capabilities to organize and execute courses of action required to attain designated types of performances” (Bandura, 1986). The theory of self-efficacy, first introduced by Badura (1977) involves the exercise of control consisting of four sources of influence: mastery experiences in terms of our own experiences, vicarious experiences within our observations of others, social persuasion, in terms of paise and emotional arousal in relation to stress reactions and negative emotional proclivities (Bandura, 1994). A vital component of belief in one’s capabilities, regardless of factors serving as guides and motivators is rooted in the core belief of the power to achieve desired results (Locke, 2009), Usher and Chen (2026) note that Bandura carefully distinguished Self-efficacy as context specific judgements of capability as opposed to confidence which is not indicative of feelings of capability.  
According to Gilbride (2025), the enactment of the required behaviours along with the belief related to the ability to produce some type of performance is the focus of Self-efficacy. An enhanced self-efficacy empowers performance and success in tasks including team cooperation, effective communication and adhering to quality standards (Rino, et al, 2026), Rathi, Sanjana and Sultana, (2026) state that high self-efficacy encourages creation of effective coping strategies on confrontation of complex events. Baharuddin and Jamaluddin (2020), contributes an understanding of the impact of uniforms towards employee happiness in roles of ambassadors of hotel. More recent findings by Selem, Alseoohy and Abdulmawla, (2026) demonstrate a connection between workplace health training and strengthened self-efficacy in terms of service recovery along with Rino, et al (2026) who revealed a statistically significant relationship between employee self-efficacy and managerial support. 
Dramaturgy 
Beyond the theatre we act in relation to occupied roles and dramaturgy become the question of performativity (Szatowski,2019) A theatrical metaphor in the exploration of message communication, which creates impressions shaping social interactions, dramaturgy as a framework is a form of naturalistic explanation (Adler, et al, 2014).
The roles and identities of individuals during performances of social interactions in line with the fulfilment of societal expectations were explored by Ervin Goffman in The Presentation of Self in Everyday life (1959). Goffman argues that behaviour is shaped by how we wish to be perceived resembling the performance of an actor in a theatrical performance, a second order abstraction basing findings not on the perspective of the actor but that of an actor in a performance (Adler, et al, 2014). According to Kivisto (2013) Goffman’s claim was that with an understanding of how an American actor can achieve the portrayal of an angst-ridden Danish prince in Hamlet, then we can also understand the combination of expert knowledge and goodwill of an insurance agent who acts with professionalism. A key point of the approach is the ways in which individuals act when perceived benefit is high and identities are negotiated with a purpose of audience control (Urick, 2014). In a defined situation individuals will act accordingly within the expectations of their role to appear in a positive way to others (Urick, 2014) this being part of impression management. 
According to Goffman (1959) the stages in which social interactions are divided consist of front stage in which the audience are present and observe and backstage, a haven where support activities are performed necessary to maintain front stage performances (Kivisto, 2013) also allowing actors to shed their roles and be themselves (Joshi, 2022). A crucial element to any performance is the impact of the setting, props and costumes that present to the audience the role of the actor in the performance being played out before them (Kivisto and Pittman, 2007), Goffman associated these combined elements as personal front. 
Maziar (2014) effectively used a dramaturgical perspective of hotel accommodation to investigate the reality of encounters between hotel frontline employees and customers, and It’s influence on organising work of managers. Kensbrook, et al (2016) using a dramaturgical perspective described hotel staff as social actors and hotels as stages for research into hotel room attendants’ and employment experiences. 
Service recovery 
Hotels must carefully handle and apply effective recovery to service failures in order to restore guest confidence and ensure the hotel sustainability in the face of uncertain economic times and increased competition (Lee, et al, 2025). According to Schumacher and Komppula (2015) in the resolving of situations newer employees tend to learn from more experienced employees with an inconsistency as many handle the situation in their own way. Baharuddin and Jamaluddin, (2020) state that a workplace uniform demonstrates a tremendous amount about an organisation and commutes a reliable and professional image to clients. Vonk (2026), found that workers felt visible in uniform and as an object and symbol enables employees to feel responsible and behave accordingly, these shaping interactions, expectations, and identities throughout service recovery. Lee, et al (2025) maintains that most of the service failure literature focuses on ambivalent identification, however, Liat, et al (2017) found a partial mediation between corporate image in terms of the customer service and customer loyalty relationship. 
6. Theoretical Framework
With the quality of service crucial to the success of any hotel (Liat, et all, 2017), hotel reception employees are at the centre of service recovery in their uniforms. From the theories surfaced throughout the literature review, Goffman’s (1959) theory of dramaturgy, Bandura’s (1977) theory of self-efficacy along with Adam and Galinsky’s (2012) enclothed cognition theory have been intertwined by the researcher in justification of a theoretical framework to achieve the aim of the research. 
As opposed to social identity which focusses on the influence of group behaviour as opposed to the induvial meaning making of the participants a dramaturgical lens has been adopted as one of the main theories. The core concepts of actors being on stage in front of their audience and performing their role resonates well with the role of a hotel receptionist and their daily social interactions. The backstage metaphor connects with the receptionist being able to step away from their audience and prepare for the next performance by putting their uniform as a ritual signalling role transition. Impression management is a driving force that acknowledges what the actor brings to the performance on stage and personal front of appearance and the perceived confidence, trust, and credibility that costume portrays to the audience. These concepts can be explored through a  qualitative data collection of semi-structured interviews, where a defined set of questions can shift within the natural flow of the conversation (O’Leary, 2021), therefore, gaining a rich understanding of individual levels of self-efficacy whilst dealing with service recovery on stage compared to back stage away from guests where they can shed their assumed roles Newton (2019).  
Self-efficacy 
The core concepts of self-efficacy consisting of Mastery experiences (own experiences) Vicarious experience (observations of others) and emotional arousal have been identified as key components for data analysis. The combination of the reception employees’ own experiences of dealing with service recovery and the observation of others in the same defined situation along with how they cope in this situation will provide a deeper understanding of individuals and their experiences in terms of levels of self-efficacy. The element of verbal persuasion has been discounted for this inquiry as the focus will be on the role of the uniform as opposed how verbal praise and motivation from colleagues and management could encourage an increased self-efficacy.
Enclothed cognition.
As opposed to professional identity which focusses more closely on the benefits of maintaining a positive identity for future career progression and promotion, enclothed cognition has been adopted as part of the framework. The insight into the symbolic meaning placed on the uniform and the physical experience of wearing within the role are unique to each employee and will highlight the multiple realities that exists within the team and the balance that the uniform must provide. 
Therefore, with a dramaturgical perspective being applied to a commercial and social establishment (Goffman, 1959), the hotel reception area will now become the stage and the reception employees assume the roles of the actors on stage in front of their audience of the hotel guests with the uniform they put on backstage and wear as their costume.  As already identified self-efficacy varies between situations and interactions therefore, the defined situation of service recovery forms the focus of the inquiry in terms of the self-efficacy of reception employees during this social interaction, to understand from their own perspective the symbolic and physical experience of wearing a uniform. 
Conceptual Framework 
Grounding the inquiry in relevant knowledge bases whilst laying foundations for the problem statement research questions (Rocco and Plakhotnik, 2009),the following conceptual framework combines elements of Goffman’s (1959) dramaturgical theory as a lens for analysis along with Bandura’s (1977) theory of self-efficacy along with Adam and Galinsky’s enclothed cognition (2012) in which the role of the uniform can be explored. 


[image: ]

Figure 6.1 Conceptual framework 

The proposed conceptual framework in figure 6.1 links all the adopted theories to provide a framework for data collection and analysis. The green sections represent the overarching theory of self-efficacy along with the identified key components that all interact and inform each other whilst being part of the wider components of the framework. The blues sections represent the dramaturgical lens that commences backstage where the receptionist prepares for their performance, puts on their costume, and then moves into the defined situation of service recovery and their stage of the reception front desk, all whilst managing their impression whilst on stage. Enclothed cognition is now at play where the symbolic meaning and physical experience define the experience of the employee throughout the service recovery situation, the observation of how others shape how the employee feels and deals with the situation and influences of their experience continues to shape the experience of  wearing the uniform and symbolic meaning of it all whilst contributing to one’s self efficacy. 

7. Research Methodology 
With an obligation for researchers to understand philosophical underpinnings of their research and achieve a clear sense of their role within the research methods (Easterby-Smith, et, al, 2021), the starting position to any research inquiry involves the identification and acknowledgment of one’s own research philosophy. 
Any attempt to identify and acknowledge research philosophy must acknowledge the paradigm concept articulated by Kuhn (1962) in the structure of scientific revolutions. Kuhn through his instinct as a physicist thought that not only was there scientific revolutions including new theory should not replace old but that they also have a structure (Hacking, 2012). His work laid foundations of an evolving field in science, this being challenge and change as opposed to just the discovery of absolute truth which consists of a linear accumulation of objective truths, more a process influenced by prevailing paradigms (Wada, 2025). Each paradigm consists of fundamental ideas, methods, languages and theories, the seven paradigms are a spectrum of group commitments of preferred analogies, metaphors within shared exemplars to heuristics, ontological models or accepted hypothesis influencing acceptance of warranted explanation of a puzzle solution (Anand, Larson, Mahoney, 2020). Guba and Licon (1994) view a paradigm as the basic set of beliefs representing a worldwide view that defines the nature of the world for its holder and the individuals place in it along with what constitutes the limits of legitimate enquiry. Denzin and Lincoln (2000) later defined paradigms as human constructs dealing with principles and angle of the researcher enabling understanding of the meaning embedded within the data. Brown and Duenas (2019) advocate the view of a paradigm as the glass box in which you stand, this framing how you view the outside world with the researchers’ beliefs colouring the glass in different ways, thus resulting in the lending of different lights to the same situation for each researcher. It’s our own perception of reality that shapes and directs our behaviours not an objective understanding of it (Buchanan & Huczynski, 2023). 
Following on from Kuhn’s categorisation of the paradigms Lincoln and Guba (1985) stated that each paradigm comprises of four elements, epistemology, ontology, methodology and axiology, these addressing basic assumptions, beliefs, norms and values (Kivunja and Kuyini, 2017). As stated by Guba and Lincoln (1994) beliefs defining a paradigm are placed in the responses of three fundamental areas being: the ontological position consisting of the form and nature of the reality being studied, the epistemological position acknowledging basic beliefs about knowledge and the methodological position of how the researcher should carry out the research. According to Kivunja and Kuyini (2017) axiology is the ethical issues and the evaluation and understanding of right and wrong behaviour in relation to the research. As stated by Brown and Duenas (2019) whilst initially complex, research paradigm identification is essential for a rigorous research project. Buchanan & Huczynski (2023) state that there is a reality out there to observe for the natural scientist whereas for a social scientist reality is what people perceive it to be. Therefore, table One that follows provides the premise of the seven research paradigms for consideration and examination. 
Table 7.1: The seven research paradigms
	Paradigm
	Premise

	

Positivism 
	
Traditionally adopted by natural scientists, the positivist approach is developed from the objectivist ontological position that the researcher is independent to the social reality and research subjects (Matthews and Ross, 2010). 


	

Post-Positivism 
	
Post-positivism represents thinking further than positivism that challenges the traditional notion of absolute truth and combines that with a recognition that we cannot be positive of our claims with the study of human behaviour (Creswell and Creswell, 2018). Therefore, a mixed method premised within a quantitative tradition with an acceptance of qualitative data driven by research questions themselves (O’Leary, 2021). 


	

Interpretivism 
	
In contrast to positivism, interpretivism has dominated the social sciences for decades and recognises the fundamental differences between people and the objects of the natural scientists (Clark et al, 2021). 


	

Constructivism 
	
Constructivism seeks an understanding of the world lived within with a focus on individuals having a subjective meaning to their experiences (Creswell and Creswell, 2018). 


	

Social-Constructivism
	
As an extension to constructivism, social constructivism emphasises the world view is constructed by human beings throughout interactions within groups (O’Leary, 2021).  


	

Critical Theory 
	
The assumption that reality is shaped by political and cultural forces ingrained within social structures constructed through power relationships shaping the inquiry (Aurini, Heath and Howells, 2022).


	

Pragmatism 
	
Pragmatism provides a worldview that arises from situations, actions and consequences with an emphasis on a non-comital to one system but instead a combination of quantitative and qualitative assumptions with freedom of choice of methods (Creswell and Creswell, 2018). 




With the absolute focus of positivism and the predominant focus of post positivism concerned with an objective nature represented by numerical data with generalisation from the data through a testable hypothesis (Matthews and Ross, 2010) these paradigms have been rejected for this study due to their quantitative nature. Therefore, paving the way for examination and scrutiny of key pragmatic frameworks associated with a qualitative inquiry design with a focus on generating deep insights through engagement with places and social actors through an inductive approach (Clark, et al, 2016) aligning with the research aim and objectives. 

Interpretivism
With a focus on interpretation and understandings through the exploration of different perspectives (Matthews and Ross, 2010), the epistemological position of interpretivism advocates the necessity of understanding  human differences in their own roles as social actors (Saunders, Lewis and Thornhill, 2012), whilst seeking an understanding of the phenomena being studied through the viewpoints of all involved (Elshafie, 2013). A subjective and socially constructed ontological position (Saunders, Lewis and Thornhill, 2012) of multiple realities recognising that everyone has their own reality based on their own experiences. In terms of axiology, the researcher is immersed subjectively in what is being researched therefore the research is value bound (Saunders, Lewis and Thornhill, 2012).  Data collection methods are formed in small purposive samples within depth qualitative inquiry (Saunders, Lewis and Thornhill, 2012) and participants chosen carefully based on experience of the phenomena being researched as opposed to statistically representative sample.   Reflexivity is essential with the knowledge created reflecting the researcher’s location in time and social space (Clark, et al, 2021), the researcher’s background, values, and professional experience shape interpretations of the findings. 
Constructivism 
Another approach to qualitative inquiry constructivism is informed on the basis of each individual person building their own unique understanding of the world through their personal experiences, reflections and sense of who they are. As opposed to starting with a theory, the researcher makes sense or interpret the meaning others have about the world around them (Creswell and Creswell, 2018), in order to achieve this epistemology, the researcher enters the individual’s world to make meaning of the personal and contextualised knowledge, therefore, appreciating different experiences as opposed to searching for external causes Easterby-Smith, et al, (2012). Axiologically wise even though reflexivity is still important the emphasis is on the researcher presenting a version of social reality (Clark, et al, 2021), where their own personal history identity and values shape what they are drawn to understand and how they interpret what they find through small samples of qualitative data collection methods explored in depth over a period of time whilst immersed in the participates world. Social constructionism is also based on reality being determined by people rather than objects (Easterby-Smith, 2021) however, in the case of social constructionism reality is created together as groups and social interactions and processes. 
Critical theory
The critical theory paradigm advocates that reality is constructed through power relationships and is shaped by political and cultural forces within social structures (Aurini, Heath and Howells, 2022). Epistemology knowledge is shaped by power and can be challenged through research to reveal hidden power relations and create knowledge that enables emancipation. Ontologically the reality researched is that shaped by historical power structures, class gender, race, colonialism, which are real in material consequences but can be challenged and changed for the better. Axiologically the researcher is an advocate for those being harmed and must be committed to justice as neutrality isn’t possible. 
Pragmatism
Providing a worldview that arises from situations, action and consequences and a non-comital to any one system but instead a combination of quantitative and qualitative assumptions with freedom of choice of methods (Creswell and Creswell, 2018). The methods used are chosen to suite the research question with no philosophical commitment in advance, with success judged by practical results. Epistemologically there is no single method of gaining knowledge, different question shave different approaches and judged by usefulness and workable as opposed to correlation to ultimate truth. Axiological ethical choices are based on practical consequences in the specific situation and the only thing that is prioritised is what produces the best outcome with the context of the study. 

With the ontological position of critical theory being power relationships and challenging injustice this paradigm has been rejected for this study, along with pragmatism as a structured qualitative research design and data collection will be required to understand the role of uniform in hotel receptionists self-efficacy in the defined situation of service recovery. With the emphasise of constructivism and social constructionism that knowledge is created through social interactions and shared cultural processes and the construct of groups or societies having shared realities these paradigms are also rejected as this research seeks to uncover individual subjective interpretations of the phenomena. 
Therefore, with the intent of exploring a complex set of factors surrounding the central phenomenon of  role of the uniform in workplace self-efficacy, whilst presenting varied perspectives and meanings and  that the participants hold (Creswell & Creswell, 2018) in regard to the role of the uniform in service recovery situations, this qualitative inquiry will sit within the interpretivist paradigm and will now consider the research approach. 


Cresswells 5 qualitative approaches
According to Creswell (2013) identification of one’s approach to a qualitative inquiry is required to present a sophisticated study that offers an opportunity for the study to be properly assessed by reviewers. With the consideration of the qualitative approaches most prevalent within the social and health sciences Creswell (1998) emphasised five approaches namely narrative research, phenomenology, grounded theory, ethnography and case study. 

Narrative Research 
Narrative research a design of inquiry from the humanities is where the researcher studies the lives of individuals through stories they tell about their lives (Creswell & Creswell, 2018) with an aim to elicit and scrutinize the stories told and their implications on the Individuals lives (Sekaran and Bougie, 2010). This approach focuses on stories shaping experiences, storytelling of workplace experiences by the reception team members could give an insight into individuals lives within the team. 

Phenomenology 
Phenomenological research, a design of inquiry from philosophy and psychology is where the researcher details lived experiences of individuals within a phenomenon as described by several participants who share the experience (Creswell & Creswell, 2018). Knowledge is achieved through researcher and participant interactions, phenomenological research is accepted to be subjective, inductive as well as dynamic (Reiners, 2012). This approach connects with the experience of wearing uniforms in the workplace, offering unique insights into individual lived experiences within organisational and cultural settings. The workplace phenomena of self-efficacy can be explored through this approach. The philosophical approach has focuses on how individuals make sense and meaning of the world around them. A distinction between different approaches of phenomenology is critiqued by Suddick, et all (2020), who maintains that Husserl’s introduction of phenomenology involved describing objects of study as phenomena to consciousness whereas Heidegger considered phenomenology and ontological perspective of interpretation uncovering the understanding of humans and always interpretive in nature.  Therefore, with an emphasis on an interpretive understanding of lived experience within the workplace rather than an understanding of existence, the research will fall in line with Heidegger’s phenomenological understanding. 

Grounded theory 
Grounded theory, a design of enquiry from sociology is where the researcher derives a general, abstract theory of a process, interaction or action grounded within the views of the participants (Creswell & Creswell, 2018). Although there are multiple guises grounded theory is one of the most popular methods in business and management research (Easterby-Smith, et, al, 2021) with the expression of the idea that theory will emerge from data through repeated sampling (Sekaran and Bougie, 2010) of the same process or interaction within different settings or situations. This approach would be appropriate with a general uniform inquiry. 

Ethnographic research 
Ethnographic research, a design of enquiry from anthropology and sociology involves the researcher studying shared patterns of behaviours, language and actions over a prolonged period based on an intact cultural group (Creswell & Creswell, 2018). The key principle as stated by Easterby-Smith, et al (2021) is the researcher being immersed in the setting or part of the group to understand culture and the meanings people give to their behaviours and that of others. This approach could evaluate the dynamics of the reception team and their handling of guest complaints. 

Case study
A case study design of inquiry from many fields, requires the researcher to evaluate and conduct in-depth analysis of a case, that is bound by time and activity along with collection of detailed information relating often to programs, events, activities or multiple individuals (Creswell & Creswell, 2018). This approach would be appropriate if the focus was on a particular style, brand, classification or single site hotel. 



Several research approaches have been rejected based on their methodological focus and alignment with the objectives for the inquiry. Narrative research is rejected, although it emphasises the role of storytelling in shaping experiences relevant to reception employees and they may have stories and experiences that have influence their behaviour, it does not align with the aim to understand how the identified workplace phenomena of uniforms influences by the experiences of those wearing them. Similarly, grounded theory is deemed unsuitable, as it is primarily focused on developing new theory from data collection and is better suited for exploring organisational processes. The interest of the researcher lies not in generating new theory but in gaining deeper insight into the identified phenomena itself. Ethnographic research was also rejected, as it focuses on workplace culture and dynamics through immersion in the environment. While immersing oneself in the reception work environment might provide some insights, it would not offer the individual-level understanding required about the role of uniforms. Finally, while a case study approach could allow a focus on a particular brand or property, it was rejected as the primary focus is on the individual experiences of employees and the workplace phenomena, rather than the broader organisational dynamics or phenomena within a single case.

This study will adopt the phenomenological approach of Heideggerian due to its alignment with the aim of understanding how reception employees interpret and experience their lived realities when dealing with service recovery situation. Unlike Husserl’s descriptive phenomenology, Heidegger’s approach recognises that meaning is shaped through experience of the real world which is deemed appropriate for exploring the role of uniforms and how they are experienced, enacted and understood in an organisational setting. 

Trustworthiness of qualitative research 
As maintained by (Clark, eta al, 2012), in terms of trustworthiness Guba (1985) and Guba and Lincoln (1994), proposed two main criterions for assessing a qualitative study, those being authenticity and trustworthiness. In terms of trustworthiness, Enworo (2023) maintains that Guba and Lincoln introduced a new perspective, criteria and language to settle the debate of qualitative rigour. They proposed that trustworthiness was fourfold with a combination of credibility, transferability, dependability and confirmability (Calrk, et al, 2012). In terms of credibility a sensible and comprehensive interpretation of the date is required (Lincoln and Guba, 1989, cited by Hanson et al, 2019). This will be achieved through a full disclosure of the researcher’s industry background prior to any data collection as well as an informed understanding of what the participants disclose to make sensible and appropriate evaluations of the data collected. Dependability relies on the equal conditions of data collection that can replicated (Enworo, 2023), this will be considered in the research design in terms of a robust research methodology that transparently identifies all methods, tools and approaches ensuring that the data collection is replicable to expand the interpretations further by another researcher. Transferability given the nature small group data collection with thick description is the ability to transfer the findings to other settings as a database of judgements (Clark, et al, 2012). The thick description an analysis of this research inquiry will allow other customer service settings make judgments based on the findings. Finally, confirmability is an attempt to demonstrate that the findings are clearly linked to the date as opposed to the interpretations of the researcher (Enworo, 2023), this will be addressed by appendices within the final report of all transcribes interviews and data collected as evidence of where the interpretation and analysis originate from. 
Ethical considerations 400-600 words
At the absolute centre of research integrity is ethics (O’Leary, 2021), the ethical considerations necessary to carry out any primary research for an inquiry must in include the consideration of informed consent. This involving the provision of sufficient information along with assurances given to participants about taking part in the process (Saunders, Lewis and Thornhill 2012). This will be considered through an information sheet advising potential participants full disclosure of what the research involves, aims to achieve and how their contribution will be managed. Confidentially is also a consideration due to the participants being asked about situations and their own perspective, especially with the dilemma of if confidentially is not kept after guarantee, then who would talk to you in the future? (Clark, et al, 2012).  
Limitations 
Potential limitations for the inquiry have been considered and acknowledged. The interpretive nature of the inquiry in particularly the adoption of the phenomenological approach of Heideggerian is that findings are shaped by the researcher, which cannot be entirely free of subjective interpretation. Especially in terms of the researcher’s 20 years of experience with the hotel and hospitality industry inclusive of entry level and management level jobs with hotels reception teams. Another potential limitation is that on the influence of cultural influences that impact the lived experiences of individuals with the team and potentially not representative of the entire team within the organisation. There is also a consideration to be made with geographical and regional cultural differences that may not be clear within the findings. Finally, a limitation is identified in terms of the sensitivity of disclosing one’s own feelings within an organisational setting where the participants perform daily not necessarily reflective of their true self. 
8. Conclusion 
In conclusion this critical research proposal has identified a background and context for the research as being within the hospitality setting of hotels and the reception area. Service recovery has been identified as a key area that can impact the sustainability of a business operation and impact guest service along with reputation. The hotel reception employee’s role within this social interaction has been identified along with its importance. A problem statement followed identifying a need to understand the role in which uniforms play in the self-efficacy of employees when dealing with service recovery situations which will be excplored through not only a dramaturgical lens where the transition between back stage and front stage are addressed but from a perspective of the costume that is worn and the symbolic meaning meets physical experience of wearing the uniform to identify the role of this within one’s self-efficacy of service recovery. The intertwined theoretical premise of dramaturgy, self-efficacy and enclothed cognition simultaneously explore cognitive, psychological, and social interactional levels which no one theory could achieve standing alone. A qualitative inquiry is proposed through a solid paradigmatic interpretivist philosophy with a research approach of Heidegger’s phenomenological understanding to achieve the research aim of an exploration through a dramaturgical lens of the role that uniform plays in shaping the self-efficacy of hotel reception team members during service recovery situations through dramaturgical and enclothed cognition perspectives. Ethical considerations, trustworthiness and limitations have all being acknowledged with justified actions. 
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