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Abstract 
The study examines how employee engagement can help improve the quality of service provision in the hospitality sector, based on a case study of Stratford Manor Hotel, a mid-scale hotel in the United Kingdom. The research was done in the course of the placement that the researcher had and seeks to assess the present state of employee engagement, the most relevant factors that determine engagement, and propose measures to improve the motivation of employees and service delivery. Considering the dynamics of the UK hospitality industry, in which the satisfaction level of guests and brand image depend directly on the performance of the employees, the research sheds a lot of light on engagement as one of the most important operations and strategic priorities.
A qualitative approach that was inductive was taken and used with an interpretivist research philosophy to permit a contextual explanation of engagement in Stratford Manor Hotel. The research used secondary data obtained as academic literature, reports by the company, and customer reviews on the Internet, and analysed with the help of the thematic analysis. The study also incorporated four main themes that can be linked to the purpose of the research: the existing rates of engagement, the main drivers of engagement, the effect of engagement on the quality of service, and the strategies, which can be used to improve the situation.
The results showed that there are major discrepancies between the levels of engagement between departments. Efforts of front-of-house staff, like reception staff and food service staff were highly engaged, as there was interaction with customers and employee recognition, whereas back-office staff and housekeeping staff were less engaged and had minimal communications with the management. The key engagement drivers were identified to be motivation, communication, recognition and managerial support. The areas of the organisation with such factors proved to be more committed and more consistent in their services. The results affirmed the findings of the Engagement-Performance Model (Liu et al., 2022) and the Adapted Service-Profit Chain (Zeglat et al., 2024) in terms of the mid-scale hotel business as it was found that the engagement of employees directly determines the standard of services, guest satisfaction, and the reputation of the hotel.
The study suggests empowering frontline managers with supportive leadership, wellness and employee recognition programmes and introducing continuous monitoring of engagement and job redesign. Such measures will target promotion, health and reliability in service provision, maintaining employee engagement and better guest satisfaction at Stratford Manor Hotel.
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[bookmark: _Toc212893432]Chapter 1: Introduction 
[bookmark: _Toc212893433]Background to the Study 
The employees are of utmost importance to the hospitality industry. The worth of facilities and their fulfillment with the guests directly depend on their performance. Compared to the manufacturing industries, the facility distribution in the hotel industry cannot be dissociated with the demeanor and the mindset of staff who are in communication with clients on a daily basis (Kandampelly and Solnet, 2024). Employee engagement is now one of the primary aspects in enhancing service delivery, retaining employees, and increasing organizational performance (Govender and Bussin, 2020; Kamel, 2019). Engagement refers to the extent to which the staff are devoted to the job, the amount of effort, and the degree to which they relate to the organizational objectives (Collis and Hussey, 2014; Sharafizad et al., 2020).
Competition intensity in the UK hotels is on the rise, and client demands for customized and uniform services have grown (Hudson and Hudson, 2025). The significance of employee engagement is emphasized in this trend. The motivated personnel will have an increased tendency to go beyond their minimum requirements to deliver a wonderful experience to the guest (Sofi et al., 2025). Conversely, the employees who are disengaged can create poor services, dissatisfied guests, and a reputation for the hotel (Saunders, Lewis, and Thornhill, 2012). A good example, which can be used to explore this problem, is Stratford Manor Hotel, a four-star hotel in the UK (Tripadvisor, 2025). During my placement, I was able to observe that motivation and enthusiasm differed among departments in terms of staff. Such differences might impact uniformity in service, and this may cast doubt on the role of engagement in standard upholding. This paper views employee engagement as a real-life problem and a theoretical problem within the hospitality sector (Denscombe, 2010).
[bookmark: _Toc212893434]Problem Statement
Hotel operators are constantly faced with the challenge of employee engagement. Certain employees of the Stratford Manor Hotel demonstrate great dedication and positive relations with the guests, whereas the rest of the employees appear to be less motivated. This inconsistency causes a gap in service quality, which is paramount in the hospitality industry where service relationships define customer perception (Choi et al., 2020). With the lack of engagement balance, the delivery of services will be irregular, and the guests may lose loyalty or general performance (Veal, 2006; Anderson, 2025).
In addition, although the topic of engagement has been well researched, not much has been done to explicitly relate engagement with service quality delivery by the UK mid-scale hotels (Assaker, 2024). A significant part of the literature focuses on luxury hotels or international chains, and the gap in the literature is to fill the knowledge gap about the impact of engagement in service delivery by regional hotels such as Stratford Manor Hotel (Thomas-Francois et al., 2021).
[bookmark: _Toc212893435]Research Aim & Objectives
[bookmark: _Toc212893436]Aims 
[bookmark: _Toc212893438][image: ] 
Overview of the study 
The purpose of this study is to explore how employee engagement influences the quality-of-service delivery at Stratford Manor Hotel. The study has three objectives: the first objective is to assess the current level of employee engagement within the organisation; the second objective is to identify the key factors that influence engagement, including motivation, communication and managerial support; and the third objective is to propose actions that can be taken to improve engagement and enhance service quality. The study adopts a qualitative, inductive and interpretivist approach, and instead of collecting primary data through surveys, it uses secondary data sources, such as academic literature, organisational reports and online guest feedback. The data is analysed using thematic analysis to identify recurring patterns related to employee engagement and its impact on service delivery.
[bookmark: _Toc212893439]Chapter 2: Literature Review 
[bookmark: _Toc212893440]Employee Engagement in the Hospitality Industry 
Worker engagement is currently being recognized as one of the principal factors contributing to the level of performance in businesses, in particular those of a provider nature (Schneider et al. 2017). Huang et al. (2022) at the beginning defined engagement as the bodily, cognitive, and emotional participation of the employees in their work. Subsequently, this was elaborated on by Memon et al. (2020), who mentioned that social change processes play a role in creating engagement. Employee engagement is massive inside the hospitality zone since frontline personnel are the first to be in contact with clients in service transport (Aslam et al., 2020). While Milliman et al. (2018) suggest that frontline workers play a crucial role in customer service of hospitality sector. However, by engaging employeers organisations can enhance service delivery. Their behavior and attitudes have an immediate effect on the perceptions of clients concerning carrier exchanges. This will bring about a decrease and enhanced revenue of clients in the accommodations (Mandić et al., 2023). However, disengagement outcomes in absenteeism, turnover, and decreased provider satisfaction (Andriani et al., 2023; Ofei-Dodoo et al. 2020). Moreover, the management fashion, reputation, communication, and profession improvement possibilities appear as the factors that impact employee engagement in hospitality (Rabiul et al., 2023). Further, it was also established by Liu et al. (2022) that the employee engagement eventually enhanced both individual and organisational performance. Also, the mediation role of organisational innovation culture on the association between organisational employee engagement and organisational performance was validated. Thus, lodges have peculiar problems like excessive running hours, great customer demands, and emotional labour demands, which necessitate engagement approaches to hold morale among the personnel and reduce burnout (Hassanein and Özgit, 2022).
[bookmark: _Toc212893441]Service Quality in Hotels 
One of the key overall performance signs of the hotel and consumer pride is the quality of the offerings. Setiono and Hidayat (2022) designed the SERVQUAL model of service excellence that highlights five provider satisfaction dimensions, which include tangibles, dependability, reaction, warranty, and empathy (Bentum-Micah et al. 2020). The version remains used significantly within the context of the hospitality industry, and it has been demonstrated that customer loyalty and repeat business undoubtedly correlate with service satisfaction (Ali et al., 2021). The carrier fine inside the motel placement is complex due to its nature, both physical (rooms, facilities, facilities) and non-physical (group of workers' behaviour and provider attitudes) (Kalnaovakul and Promsivapallop, 2023).
Customer expectations in hospitality are rising due to competition, globalisation, and digital platforms where experiences are publicly reviewed (Collins, 2023). Therefore, maintaining consistent quality requires employees to deliver beyond basic duties, particularly in creating personalised guest experiences (Das, 2023). High service quality also contributes to brand reputation and competitive advantage (Cham et al., 2021). Research confirms that underperformance, even in individual instances, can cause serious harm to the hotel's rating on the review sites and decrease the trust of guests (Chen and Tussyadiah, 2021). As a result, service quality is a marketing tool, but also a strategic resource based on the actual organization of human capital (Papademetriou et al., 2023).
[bookmark: _Toc212893442]Linking Employee Engagement to Service Quality
The existing literature shows that there may be an instantaneous hyperlink between worker engagement and the carrier satisfaction effects in hospitality. Patel et al. (2020) offers a framework of the provider-income Chain to comprehend the connection between the 2, suggesting that a carrier behaviour because of the extent of worker delight and engagement leads to a boom in client delight and loyalty. As Kim and Kim (2020) discovered, engaged employees perform advanced performance on duties and provide better customer interfaces, especially in service-oriented positions.  Equally, Geisler et al. (2019) opined that a conducive running environment will increase engagement, which might translate to higher levels of activity pleasure and organisational dedication, which precedes quality service.
Empirical studies among hotel employees indicate that motivated, recognised, and supported employees have a higher chance of providing proactive and customer-oriented service (Memon, Ghani and Han, 2024). Chathoth et al. (2020) determined that the enhancement of the quality of services is closely linked with the commitment and engagement of staff, which supports the concept that the quality of the experience offered by the hospitality sphere is preconditioned by the human factors. This is especially crucial in mid-sized hotels, as the service experience serves as one of the main points of difference with the low-end and high-end hotels (Thapa, 2025; Rajini, 2016). Therefore, engagement is human resources matter and a strategic service excellence (Sharma and Kamble, 2021).
[bookmark: _Toc212893443]Conceptual Frameworks 
[bookmark: _Toc212893444]Engagement–Performance Model
The Engagement Performance Model is based on the latest research, whereby Liu et al. (2022) show that the driving forces of engagement, including leadership support, recognition and communication, are able to produce positive employee outcomes, which ultimately lead to organisational performance in the hospitality area. According to the model, a positive psychosocial climate is generated by the engagement drivers (communication, recognition, and managerial support) that encourage a greater engagement (Teo et al., 2020; Reina-Tamayo et al. 2018). This involvement subsequently transfers into worker performance, in terms of occupation fulfilment, organisational obligation, and low turnover intentions (Lin et al., 2020).
The model in hospitality emphasises how motivated staff can provide better quality of services through their enthusiasm, attention, and resilience towards their contacts with guests (Aslam et al., 2020). In the situation of Stratford Manor Hotel, the model will offer a guideline that would be used to measure the effect of internal factors like the management support and recognition on the staff's willingness to provide quality service. This framework is used to design survey questions in this study that measure engagement drivers and their results in service delivery (Khalifa, Nguyen, and Hossain, 2022).
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Figure 1 Engagement performance model 
Source: (Bhardwaj and Kalia, 2021)
[bookmark: _Toc212893445]Adapted Service-Profit Chain 
Service-Profit Chain is an old theory that is connected to internal service quality, employee gratification, and customer devotion (Zeglat et al., 2024; Adeinat, I. and Kassim, 2019). This study modifies the framework of the Stratford Manor Hotel by focusing on employee engagement as one of the core variables (Hasnat, 2021). According to the modified model, employee engagement will improve staff behaviour, which results in the improvement of facility value perceptions that ultimately translate into an increase in guest satisfaction and loyalty (Ababneh, 2020). The assumptions of the chain are supported by evidence given by Chang (2024), according to which engaged employees exhibit better performance and well-being. 
A similar connection between worker engagement and customer satisfaction in hotels was also confirmed by Ali et al. (2021), who additionally proved that the relationship is mediated by service quality.  For Stratford Manor, the adapted framework illustrates the practical impact of engagement initiatives on customer outcomes. This framework is especially applicable since it makes it possible to conduct a comprehensive analysis. The involvement enhances employee sentiments and can be quantitatively linked to the organizational achievement (Yadav et al., 2022). The framework offers realistic advice to engage more and deliver better services by incorporating the results of the staff survey with the customer service performance.
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Figure 2 Adapted service-performance model 
Source: (Briggs et al., 2020)

[bookmark: _Toc212893446]Research Gap 
Although the connection between worker engagement and facility value is an issue increasingly being observed by more people, the majority of studies emphasize indulgence or global hotel chains. Not many studies have been done regarding mid-scale regional hotels in the UK, such as Stratford Manor, with resources and structures being highly dissimilar. Also, studies tend to concentrate on employee engagement or service quality independently, but do not consider their relationship. This paper bridges such a gap by offering a synergized examination of engagement and service quality within the background of a UK mid-scale hotel.
[bookmark: _Toc212893447]Summary 
This chapter talked about the examination of the connection between worker engagement, service quality, and their relationship in the hospitality business. Theories of engagement demonstrate that committed and motivated employees enhance service behaviors. Also, service quality models underscore the significance of monotony of delivery in determining the level of satisfaction that guests develop. Two conceptual models were unveiled, namely the Engagement-Performance Model and an adapted form of the Service-Profit Chain. These models articulate the relation of engagement with facility outcomes. The review has also indicated that there was a research gap on mid-scale hotels in the UK, which is why it is worth concentrating on Stratford Manor Hotel. How these relationships are going to be explored will be described in the next chapter.


[bookmark: _Toc212893448]Chapter 3: Methodology
[bookmark: _Toc212893449] Research Philosophy 
The study embraces the interpretivist research philosophy, which is considered to be suitable in exploring the substantive meanings and social realities that form the basis of the hospitality industry. Interpretivism asserts that people are proactive viewpoints who seek to understand their roles, their motivation, and experiences relative to organisational aims (Mbanaso et al. 2023; Ryan, 2018). Since the study is based on secondary data, like academic sources, corporate reports and online reviews, the interpretivist position provides an opportunity to study the constructions of the notions of employee engagement and their connexion to the quality of service in a more precise manner. This philosophical inclination made it possible to interpret contextual relations and human behaviour, without being restricted to the use of numerical or causal generalisations.
[bookmark: _Toc212893450]Research Approach  
The research takes an inductive approach in a qualitative case study design. The methodology of the study is the inductive approach as it allows patterns and connections among service quality and employee engagement to emerge naturally out of the data, instead of applying a set of predetermined hypotheses. The study will focus on Stratford Manor Hotel, as one case, to provide more generalised findings regarding the involvement in mid scale hotels in UK. Kumar (2024) opines that inductive method assists in the writings of exploratory studies in which the main emphasis is on the workplace understanding of contexts and the development of theories.
[bookmark: _Toc212893451]Research Design: Case Study Method
The study follows the case study approach with a representative example of a mid-scale UK hotel Stratford Manor Hotel. This design will allow to test employee engagement and its influence on service quality in the setting of an authentic organisation. According to Annamalah (2024), the case study approach has a broad application in social science, and it is crucial in exploring complex social phenomena where contextual knowledge is crucial. The design allows one to integrate various data sources- including secondary reports and reviews to provide a detailed examination. Nevertheless, the narrow scope of the generalisability of a single case is recognised and offset by careful contextual interpretation.
[bookmark: _Toc212893452]Data Collection Methods
The secondary collection of data is exclusively carried out as it involves searching existing data in credible and relevant sources. The sources that are to be used to study employee engagement and quality services at Stratford Manor Hotel are industry reports, company publications, academic journals and online review sites like TripAdvisor. Analysis of secondary data could identify important knowledge, and therefore, it is critical to follow certain rules when working with such information (Pederson et al. 2020; Saunder, 2012). This process also gives the researcher a chance to reflect on the proven facts in the hospitality industry. However, certain restrictions, including data bias, and the inability to control its accuracy are considered and overcome by proper evaluation of sources.
[bookmark: _Toc212893453]Data Analysis Techniques
Thematic analysis is utilised to determine the recurrence of patterns, which the researchers then describe in the form of general themes (Lochmiller, 2021). This method can be especially applied to the current investigation because it explains the impacts of employee engagement on service quality in the hospitality industry. The process of analysis includes unfamiliarisation of a data, coding, analysis of the themes, and identification of themes in connexion to the research goals. Such approach would allow gaining deeper understandings into the contextual linkages between engagement and service performance in Stratford Manor Hotel.
[bookmark: _Toc212893454]Ethical Considerations
The ethical features to be considered during this study include integrity, confidentiality and responsible data use. Since secondary sources are used, all information has been cited accordingly to prevent any form of plagiarism. The information derived in the corporate reports and in the online formats is handled with respect and thus, accuracy and transparency. Research follows the institutional ethical protocols and respects the academic honesty in the course of the study.


[bookmark: _Toc212893455]Chapter 4: Result and Discussion 
[bookmark: _Toc212893456]Theme 1: Current Level of Employee Engagement
The first theme of this study aims at evaluating the present state of employee engagement at Stratford Manor Hotel, which is in line with the initial research objective. Employee engagement is how committed a person is, gives himself and is loyal to the organization, superiors, work and colleagues. However, the engagement is used to mention personal participation and job satisfaction equal in the level with the work enthusiasm (Hermawan et al. 2020). The reason why knowledge on the current level of engagement is vital is that it directly relates to the delivery of service, the guest satisfaction and general performance of an organization, especially in the hospitality industry where direct staff interacts with clients on a daily basis.
As per secondary data, including internal hotel reports, literature research and online reviews, engagement of the employees in Stratford Manor Hotel differs depending on the departments. As an example, front-of-house employees, such as reception and concierge staff, are more likely to be highly engaged, as they show interest in their interactions with the guest and a great compliance with the service standards. This observation is similar to the conclusions made by Sofi et al. (2025) who note that motivated employees are fond to exceed their minimum requirements to create a better experience to guests. On the other hand, other departments like housekeeping and back-office processes are likely to report lower engagement levels. This can be traced in both in industry surveys and employee surveys in hospitality case studies, where the repetitiveness, the lack of recognition, and communication were linked with the levels of low motivation and no participation (Andriani et al., 2023; Rabiul et al., 2023).
The fact that the challenges associated with the role are also the determinants to engagement may also be outlined through the analysis of the available data. High-contact employees will feel appreciated because of the instant feedback given by the guests, and operation or support employees will lose engagement because they will not be seen, and will not get rewarded. Besides, dissimilar exposure to tenure, career progression, and management support are other factors that result in the difference in the level of engagement and make service delivery inconsistent (Huang et al., 2022; Hassanein and Ozgit, 2022).
[bookmark: _Toc212893457]Theme 2: Key Drivers of Employee Engagement
The second theme of this study guides on the primary causes of employee engagement in Stratford Manor Hotel, which directly discusses the second research objective. The engagement of employees is a series of connected phenomena that inspire employees, boost their commitment, and increase service delivery. The management of the hotel needs to know about these drivers in order to apply the strategies that will help create a motivated and committed workforce (Sharafizad et al., 2020).
Engagement is a major factor identified to be motivated (Martin et al. 2017). Alabi et al. (2024) state that the interdependence between engagement and quality of service lies in the nature of attitudes and behaviors of employees who feel appreciated, inspired, and dedicated to their company. In the hospitality industry, motivation may take the form of intrinsic motivation, i.e. personal gratification by attending to the guest, and extrinsic motivation (Putra et al. 2017), i.e. financial incentive, recognition, and advancement. Secondary sources at Stratford Manor Hotel reveal that employees who feel rewarded by the motivational value of their work and their contribution to the facility show greater levels of engagement, especially in front office work.
The other important driver is communication. The impactful communication between the management and staff has led to a well-understood role, responsibility, and expectation that has a positive impact on engagement (Dauda Yinusa and Ogoun, 2024). Moreover, through frequent meetings in a team, feedbacks, and open communication, the staff feels respected and as part of organizational processes. Secondary sources on the research on hospitality emphasize that the lack of effective communication frequently causes misunderstandings, dissatisfaction, and disengagement, particularly at the level of operational departments less closely involved in communication with the management (Rabiul et al., 2023).
The engagement must be maintained by recognition and appreciation. When employees are recognized based on their output and given any form of rewards (formal and informal), they become more committed and motivated (Liu et al., 2022). Ramya and Vanithamani (2023) claim that high employee recognition in an organization reduces the turnover and increases the productivity.
Lastly, there is the role of managerial support. Guiding, resource-plays, and mentoring can facilitate trust and psychological safety essential to engagement in a supportive leadership that is commonly offered (Teo et al., 2020; Hassanein and Ozgit, 2022). Workers who are supported by the managers have a higher chance of commitment to the organizational goals and will show discretionate effort in the delivery of their services.
[bookmark: _Toc212893458]Theme 3: Influence of Employee Engagement on Service Quality
The third theme revolves around how the engagement of employees impact the quality of services in Stratford Manor Hotel that is central to the core research undertaking. Frontline employees play a key role in any hospitality market since their attitudes, motivation, and commitment define service quality and have direct impact on the experiences of guests (Setiono and Hidayat, 2022; Aslam et al., 2020). According to secondary data, the difference in the level of engagement in different departments of Stratford Manor Hotel results in the observation of the difference in service consistency and general performance.
Great levels of engagement correlate with active, focused, and individual service. Enthusiastic workers are in a better position to predict demands of the guests, address problems effectively and ensure positive relationships, which will result in the increased satisfaction with the entire system (Patel et al., 2020; Chathoth et al., 2020). Instead, disengaged employees can demonstrate little effort, attention-lack of details, and a sense of non-responsiveness, a phenomenon that impacts the quality of services offered negatively and may lead to complaints and other negative ratings in such platforms as TripAdvisor (Chen and Tussyadiah, 2021). These differences depict the significance of involvement in maintenance of the high-quality and efficient service in all departments.
This relationship can be figured out with the help of the Engagement-Performance Model. Liu et al. (2022) suggest that positive psychosocial climate can be achieved by such engagement drivers as communication, recognition, and managerial support and improves employee performance. Under the conditions in Stratford Manor Hotel employees who are recognized and supported display all the more enthusiasm and resilience resulting in better service delivery.
The Relaxed Service-Profit Chain, in its turn, emphasizes on the link among customer satisfaction and employee engagement (Zeglat et al., 2024). Involved workers will have a positive influence on the value of perception of the services delivered, which leads to increased loyalty and customer satisfaction (Budur and Poturak, 2021). Secondary sources are of the opinion that hotels that have engaged employees enjoy a repeat bookings, and better reviews as well as brand reputation, which are paramount in mid-scale hospitality markets, all of which are essential features of competitive edge (Ali et al., 2021; Cham et al., 2021).
[bookmark: _Toc212893459]Theme 4: Policies to Enhance Employee Engagement and Service Delivery
The fourth theme touches on the approaches towards improving the service delivery and employee engagement at Stratford Manor Hotel, which is aligned to the third objective of the research. It is vitally important to improve engagement to achieve the stability of high-quality service, staff retention, and the overall hotel success (Govender and Bussin, 2020; Sofi et al., 2025). According to literature and industry reports, there are a number of successful strategies which can be adapted to the mid-size hotels such as Stratford Manor.
Motivation and Recognition Programs: It is a commonly known tool to increase engagement, and the implementation of the structured reward systems, both financial and non-monetary ones, is an effective method to implement it (Liu et al., 2022; Memon, Ghani, and Han, 2024). Appreciation may be in the procedure of Employee of the Month award, performance bonus and making one feel special through other public means. Such programmes enhance emotional commitment of workers to their duties, morale and discretionary hard work in service delivery.
Improved Communication: Transparent and open communication lines contribute to the growth of trust and inclusion, which are essential in order to engage (Huang et al., 2022; Rabiul et al., 2023). It can conduct regular team meetings, feedback, and suggestion platforms to deliver the workers with a chance to express their concerns and give their contribution to the service improvements. Communication helps in making sure that the staff are well informed about the objectives of the organization, they are valued and can level their performance with the demands of the services.
Managerial Support and Training: The employee commitment and the level of skills should be enhanced with the assistance of continuous managerial support and professional development (Teo et al., 2020; Hassanein and Ozgit, 2022). Employees can be provided with the competencies and self-assurance to provide outstanding customer experiences, using cross-training, customer service, and excellence workshops, and mentorship. Supportive leadership minimizes burnout and promotes a good working environment as well.
Work-Life Balance and Wellbeing Programmes: The literature emphasizes that heavy workload coupled with emotions in the hospitality sector might decrease engagement (Hassanein and Ozgit, 2022). Flexible working schedules, wellness and stress management programs can be used to boost the morale and maintain the engagement levels. Together with these strategies, Stratford Manor Hotel will be able to establish the environment in which employees can feel motivated, recognized, supported, and valued. The combination of these practices corresponds to the Engagement-Performance Model and the Adapted Service-Profit Chain as this means that the increased engagement will be reflected in the improved quality of services, enhanced satisfaction of guests, and improved performance of the organization (Bhardwaj and Kalia, 2021; Ababneh, 2020). All in all, there are practical plans based on literature and industry experience and practice that could be used as the roadmap to maintaining engagement and improving service delivery in all hotel departments.
[bookmark: _Toc212893460]Discussion
The research indicate that the engagement of employees is one of the key features to improve the quality of services in the hospitality industry, which can be argued to correspond well with the current literature, according to which engagement is one of the core drivers of organizational performance (Govender and Bussin, 2020; Sofi et al., 2025). The example of Stratford Manor Hotel shows that the rates of engagement among front-line workers are relatively high, but not across the departments as back-office and housekeeping teams exhibit a lower motivation rate and weaker commitment. Customers facing staff tend to be socially validated and reinforced through instant feedback, which strengthens the feeling of intrinsic motivation, and support staff operating in the background might not receive the same sense of appreciation, causing disengagement. This inequality at Stratford Manor thus reflect the results of Huang et al. (2022) who note that the emotional and cognitive aspects of engagement are more often intensive in case employees believe that their efforts can be traced and appreciated by the management as well as customers. 
The currently existing theories such as Engagement-Performance Model (Liu et al., 2022) or the Adapted Service-Profit Chain (Zeglat et al., 2024) are supported and expanded with the help of key engagement drivers motivation, communication, recognition, and managerial support, the analysis of which has been performed. They found that the most effective means to have engagement and the quality of service delivery is by motivation similarly found in Alabi et al. (2024) who propose that motivation not only contributes to the quality of a given service provided in an exercise, but also on discretion behaviours that constitute the quality of great guest service. The workers in Stratford Manor who achieved intrinsic job satisfaction, better, in front-of-house works manifested greater commitment towards the front-of-house staff having the ambitions to surpass the expectations of the guests. Nevertheless, secondary sources stated that the extrinsic rewards like payment and rewards were not so actively used, and this is one of the gaps in its operations like in the case of Rabiul et al. (2023), having stated that the lack of fair incentive systems can destroy the harmony within an organisation and such engagement can be achieved by the people in the lower ranks. Effective communication was also another powerful incentive and agreed with the results reported by Dauda Yinusa and Ogoun (2024), who found that open managerial communication forms a sense of belonging and connexion.
 The study highlighted the fact that the departments whose briefings and feedback mechanisms were more frequent such as the reception department and the food service department were more involved and consistent when delivering their services. This sounds like a study by Sharafizad et al. (2020), who suggest that commitment paid off in cases where the employees understand their role and the organisational needs through the active communication between them and the organisation. Stratford Manor experience thus underlines the point that communication is no longer an administrative tool, but it is more of a strategy used to shape the culture of the workplace, commitment and service orientation. In ensuring engagement, managerial support and recognition was also critical. Employees who were appreciated by the style of dealing with their contribution were more enthusiastic and responsible, which conforms to the connexion between recognition and performance that Ramya and Vanithamani (2023) identified. In the literature, it is also evident that recognition has a higher emotional commitment and less turnover among employees, which is formal and informal (Teo et al., 2020; Liu et al., 2022).
Besides, when the issue of the psychosocial climate and equal treatment is essential in maintaining long-term participation, Geisler et al. (2019) emphasise that aspect. Managerial support was also one of the main themes, and the findings aligned with the statement made by Hassanein and Ozgit (2022) according to which supportive leadership encourages psychological and resilience and, in turn, the quality of the services. The data shows that more effective supervisors of Stratford Manor who use the empathetic management approach and mentorship work are more efficient in motivating the team members and guaranteeing the consumerist performance in service provision. The relationship between the standards of the working process and the quality of the services in Stratford Manor is related to the model of the Service-Profit Chain (Patel et al., 2020; Zeglat et al., 2024) that is grounded on the assumption that the engagement of employees contributes to customer satisfaction and loyalty through improved service delivery. This point is evident in the outcome of Cham et al. (2021) and Chen and Tussyadiah (2021) who correlate the commitment of the employees with customer perceptions and online reputation. Divisions having lower engagement, on the other hand, showed inconsistency in service delivery, a fact that validates the thesis of Setiono and Hidayat (2022) that reliability and responsiveness, one of the dimensions of SERVQUAL framework, will be compromised when employees are not driven or facilitated through communication.
Similarly, cross-departmental engagement programmes might be a viable option and help the company to avoid the specified disparities between front-line and back-office departments and ensure that every employee can feel equally valued. Such a strategy would consider justifying the holistic nature of engagement environment that Liu et al. (2022) and Bhardwaj and Kalia (2021) describe under favourable organisational climates based on which the optimal service outcomes are coined. The research implications on the sustainability of operations are high as well. The engagement of employees will reduce turnover, training cost, and will enable service consistency that is critical in acquiring guest loyalty (Aslam et al., 2020). Perhaps in the scenario of Stratford Manor, the higher extent of engagement can be converted into business stability and financial sustainability particularly in the competitive market where customer satisfaction directly impacts revenue lines. The incorporation of the measures of the engagement in the performance review and management dashboards would allow the hotel to monitor the progress in a systematic manner and make decisions informed by the information which relates to the progress of the working force. Even though this research has certain valuable understandings, there are several limitations identified. Firstly, the secondary data restricts opportunities to obtain true and current data regarding the perception of employees towards engagement and quality of service. The secondary sources though informative may not reflect the nuances of the workplace culture of Stratford Manor or the managerial changes that have taken place in the recent past.
This downside is associated with Pederson et al. (2020), who cautions that secondary analysis does not provide the researcher with the capacity to regulate the accuracy and context of data. Secondly, the study has a single-case design limiting the generalisation of the study to other mid-scale hotels like the Stratford Manor. Despite this shallow contextualization, a future research can strengthen the external validity by use of comparative case study of a number of regional hotels. Nonetheless, the limitations are also good areas of research and improvement of the operations of the placement hotel in future. The main research-based study (interviews with the staff or staff satisfaction survey) would provide a more accurate picture of the single causes and reasoning of engagement. 


[bookmark: _Toc212893461]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc212893462]Conclusion 
The aim of the present study was to understand the connection among employee engagement and the quality of the service delivery in the mid-scale Stratford Manor Hotel in the United Kingdom. The study was conducted to evaluate the present condition of employee engagement, to regulate the key drivers of engagement, and to suggest the areas of improvement that could assist to enahcne quality of service. Based on the secondary sources and literature review, the research is able to give both theoretical and practical facts about the complicated correlation between employee motivation, workplace culture, and service excellence in the hospitality-industry. The results indicate that the engagement of employees in Stratford Manor is unequally distributed across the departments. Front- of- house staff, including reception area, concierge, and food and beverage services demonstrate greater levels of engagement which in large part are characterised by the direct interaction teams face with the guests, the ability to see performance and the possibility of receiving market feedback income. Conversely, lower involvement is seen in back-office and housekeeping employees due to mundane nature of their jobs, lack of dialogue with the management, and lack of appreciation.
The second key result is the main sources of engagement which are motivation, communication, recognition, and managerial support. The most critical aspect has become motivation, especially when both the intrinsic and extrinsic motivation is balanced. The more commitment was observed among intrinsically motivated employees, namely, those that felt proud to provide excellent service, which again can be interpreted as the position of Alabi et al. (2024) that personal fulfilment is the cause of discretionary effort. Nevertheless, the research also established that extrinsic motivators (e.g. bonuses or official recognition programme) were not uniformly applied across departments. Such results are quite consistent with the Engagement-Performance Model introduced by Liu et al. (2022), which is associated with recognition, communication, and support in leadership, thus, leading to better organisational performance and better employee outcomes.
The third key theme discussed the effect of employee engagement on service quality. Both the results validate the notion that there is a positive direct connection among the two and confirm the theory of Adapted Service-Profit Chain (Zeglat et al., 2024; Patel et al., 2020). This resulted in more stable service provision, faster response to issues, and increased guest satisfaction in departments that proved more engaged. In comparison, the lack of engagement of departments was linked to the slowness of the response, unstable criteria, and negative reviews posted on the Internet. All these results point to the fact that the quality of service is not only technologically competent but depends on the level of emotional investment and interest of the working staff. Thus, Cham et al. (2021) and Chen and Tussyadiah (2021), state the study supports an answer that engages employees have a direct impact on the customer perceptions, loyalty, and the competitive standing of the hotel.
Though the study has a lot of insights, it also notes a number of limitations. Use of secondary data only restricted the organising of the current and experienced experiences of employees in Stratford Manor. Since engagement is a dynamic and context-based construct, the primary research approach that must be deployed in future studies is interviews or surveys that will capture more qualitative and quantitative evidence. Moreover, being a single-case study, the consequences cannot be extended to the whole hotel segment, but they can provide lessons to be transferred to the other similar in the middle range. The temporal constraints can also have an effect on the findings, as the degree of engagement changes with the change of management, fluctuations in workloads and the outside market conditions.
Irrespective of these shortcomings, this research is insightful to the academic and practical knowledge on employee engagement in mid forge operations in hospitality industry. In theory, it confirms the models of Engagement-Performance and Service-Profit Chain in a UK regional setting, a region that has been neglected in the literature. In practise, it will offer Stratford Manor Hotel a clear guideline to enhance its engagement by providing recognition, communication and leadership assistance, which have been shown to impact on the consistency of service and customer satisfaction.
[bookmark: _Toc212893463]Recommendations and Practical Strategies 
Recommendation 1: Empowering and Leadership Support of Frontline Managerial	
Stratford Manor Hotel would benefit by focusing on empowering its frontline managers and encouraging supportive leadership behaviours to raise the level of employee engagement and service quality. Trained employees will have more incentive to own their job and provide better guest experience. Lambert et al. (2021) point out that engagement is an essential element of the service-profit chain that has a direct impact on service quality and the performance of the business. According to Liu et al. (2022) established that employee engagement in the hospitality industry is greatly improved by the support provided by the leader, empowerment, and a collaborative culture. The managers who assume autonomy, reward employee efforts, and establish an open-linked culture of communication allow employees to make a difference and add something of significance to their work. In contrast, Rabiul et al. (2023) practices of human resources as empowerment and supportive supervision enhance engagement by increasing psychological safety and meaningfulness. Stratford Manor must invest in the leadership development programs, which will train the supervisors to adopt the empowerment-based practice, including delegating decision-making, coaching the team members, and rewarding initiative. The establishment of a culture of empowerment on the managerial level will result in increased interaction between the departments and more uniform and quality service delivery.
Recommendation 2: Establish Wellness and Employee Recognition Program
Hospitality industry is extremely stressful and can result in stress and burnout in the employees. In response, Stratford Manor is advised to integrate in an extensive wellness program and formal recognition system to enhance the engagement and retention. Yu et al. (2024) workplace wellness programs such as mental health support, physical fitness, and work-life balance programs have a positive impact on employee engagement that is significant. Once workers realise that their organisation is concerned about their wellbeing, they return the favour by being more loyal and working harder. Liu et al. (2022) also stress that recognition and fair rewards systems can contribute to the development of engagement since engaged employees tend to be more motivated and can provide high-quality service. According to Rabiul et al. (2023), HR practices increase the psychological availability and significance of employees, the level of engagement increases dramatically. Stratford Manor initiate wellness meetings on a monthly basis develop peer-nomination recognition programs such as Service Champion of the Month and should apply the same program to all employees even those in the back-office teams. Moreover, wellbeing assistance and appreciation will result in an improved and more energised workforce, and an immediate improvement in the quality of guest service.

Recommendation 3: Use Continuous Engagement Measurement and Job Design Improvement
Stratford Manor should also define a constant system of engagement and job design to maintain high engagement levels and use them to guarantee the quality of services is constant and not fluctuating. The process of engagement must be a continuous process and not a single project. According to Lambert et al. (2021), the measure of engagement in the service-profit chain allows organisations to directly relate employee motivation to service and profitability results. On the other hand, wan et al. (2022) show that engagement promotes innovative and proactive service behaviours, which are critical to the high-quality standards of hospitality maintenance. 
Rabiul et al. (2023) propose that HR practices that can foster psychological safety and meaningfulness must be checked on a regular basis to maintain engagement. Stratford Manor might implement short-term monthly surveys of engagement in the form of pulse surveys to take the comments of the employees that would be working in the various departments and compare the levels of engagement with the levels of satisfaction of the guests. Furthermore, the disengagement of the back-office employees can be avoided by redesigning the monotonous or physically demanding jobs such as the job rotation or task enrichment. This is a process of constant feedback and improvement that will then be useful in ensuring that engagement is high and that the excellence in the service is evident throughout the organisation.
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The aim s to explore how employee engagement impacts the quality of service delivery at

Stratford Manor Hotel.
1.3.2 Objectives

1

To evaluate the current level of employee engagement at Stratford Manor Hotel through a
structured staff survey, with a minimum response rate of 70%, by the end of Week 5 of
placement

To identify key engagement factors (e.g., motivation, communication, support) that staff
believe affect their service delivery performance using survey data, analysed by the end of
Week 7 of placement

To recommend strategies to enhance employee engagement that could lead to improved

service quality by the end of the placement period.
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