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[bookmark: _Toc213354832]Abstract
This study investigates the quality of service and the satisfaction of guests at the Holiday Inn express Wigan using mixed research method that would enable investigation of the effect that employee engagement strategies have on quality of service and customer satisfaction. The authors used the Utrecht Work Engagement Scale survey (n=10), semi-structured interviews (n=3), and six months of analysed guest satisfaction data to accomplish three goals: the analysis of existing engagement practises, determining the correlation between engagement and satisfaction, and the areas of improvements (Ali and Khan, 2024). The results found medium overall engagement (M=3.8) and the lack of which is the most problematic area of training and development (M=2.8), the lowest- scoring practise area (Alharethi et al., 2025). Correlation analysis confirmed the positive strong relationships between the employee engagement and guest satisfaction measures, and dedication proved to have the best correlation with online review rating (r=0.72) (Rahman and Tarek, 2024). A thematic analysis of guest reviews revealed that 68% said that the staff were friendly and 42% cited inconsistency of the service that justified variations on the engagement and their effect on service delivery (Nicolau and Sharma, 2024). The study confirms the use of Service-Profit Chain Theory, Social Exchange Theory, and Job Demands-Resources Model in the hospitality sector (Pahi et al., 2022). Principled suggestions encompass the introduction of systematic training programmes monthly, the creation of monthly performance feedback schemes, the re-design of recognition schemes and practises with open-ended conditions, the development of flexible staffing methods during peak operations, the introduction of structured employee voice mechanisms (Saito, Kinoshita and Kim, 2025).
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[bookmark: _Toc213354833]Chapter 1: Introduction
[bookmark: _Toc213354834]Background and Context
The post-COVID-19 hospitality sector experiences high workforce issues. The HRM retention is also an issue, as employee turnover influences the maintenance of the services and operational expenses. Hotel operators have made employee engagement a strategic choice to ensure that they are able to sustain service quality in the midst of labour challenges.
The hotel is part of the IHG Hotels and Resorts chain, where Holiday Inn Express Wigan lies in the middle of the market niche that is both business and leisure traveller focused in Northwest England. The property competes in a sphere where the demands of guests towards the quality of services are constantly increasing in spite of the industry-wide staffing limitations. Online reputation and revenue performance directly depend on the guest satisfaction scores via the platforms of reviewing TripAdvisor and Booking.com.
It has been established that highly engaged employees will provide higher quality of their services, and this will directly influence the results of guest satisfaction. The quality of frontline staff interaction defines the impressions of value and service excellence on the part of the guest. Poor service delivery leads to poor reviews and fewer people visiting the restaurant due to disengagement of employees. The relationship between workforce engagement and the guest satisfaction has been more topical lately to the mid-market hotels, which are working under the lean staffing systems.
The recovery phase following a pandemic has led to an even more popularisation of employee wellbeing and retention tactics. The hotels embracing self-organised engagement practises have been found to enjoy better service delivery and lowered recruitment expenses. Nevertheless, most of the properties do not have methods of measuring the level of engagement in a systematic manner or know how it affects the experiences of guests.
[bookmark: _Toc213354835]Research Rationale
The research will fill a significant gap in knowledge about the ability of particular engagement programmes to deliver property-level improvements on service quality. Although the relationship between industry employees and guests satisfaction has been identified in the industry literature, there remains a lack of research to explore the relationship in the mid-market UK hotels that are experiencing workforce challenges in the same light of the post-pandemic. Holiday Inn Express Wigan can be used to analyse some similar case study in terms of being able to see some real engagement strategy and its functioning results.
The study has strategic implications because it provides a list of feasible engagement practises to promote service delivery and guest satisfaction. Results will have evidence-based proposals that can be used in other comparable mid-market properties that are forced to vie with labour markets yet they are still able to maintain their brands.
[bookmark: _Toc213354836]Research Aim and Objectives
Aim
To evaluate how employee engagement initiatives at Holiday Inn Express Wigan influence service delivery standards and overall guest satisfaction levels.
Objectives
The research pursues three specific objectives:
· Analyse current employee engagement practices implemented at Holiday Inn Express Wigan and assess their alignment with hospitality industry standards
· Evaluate the correlation between employee engagement levels and guest satisfaction scores through comparative analysis of employee feedback and guest reviews over a six-month period
· Identify key areas for improvement in employee engagement strategies and provide evidence-based recommendations to enhance service quality
[bookmark: _Toc213354837]Structure of the Report
The subsequent chapters involve a literature review analysing theoretical frameworks and industry research, the methodology that will explain the mixed-methods approach, the findings as being quantitative and qualitative data, the discussion of the findings as analysing the results against other literature and conclusions as giving the actionable recommendations to the hospitality practitioners.




[bookmark: _Toc213354838]Chapter 2: Literature Review
[bookmark: _Toc213354839]Introduction
Employee engagement is one of the most important factors in hospitality operations to determine the quality of services. The literature review explores theoretical perspectives on explaining the engagement-performance relationship, synthesises the empirical findings on hospitality studies, and determines the gaps in the knowledge that need to be filled through research. The conceptual framework is based on three established theories Social Exchange Theory, Service-Profit Chain Theory and Job Demands-Resources Model.
[bookmark: _Toc213354840]Theoretical Frameworks
[bookmark: _Toc213354841]Social Exchange Theory
According to Social Exchange Theory, the employment relations tend to operate in mutual exchange in which employees give mutual support to the organisations in terms of improved performance and dedication. Discretionary effort and service excellence are then the retaliation by employees to organisations that have invested in their wellbeing, development, and recognition.
As Pahi et al. (2022) prove, the commitment to the quality of service by the leadership mediates the dedication to the staff via the channels of knowledge sharing. Ali and Khan (2024) affirm the fact that optimised front office department human resource management reinforces employee engagement, which immediately positively influences service quality perceptions. The theory is directly applicable to the hospitality situations in which front-line staff discretion plays a significant role in determining the outcome of the service.
[bookmark: _Toc213354842]Service-Profit Chain Theory
Service-Profit Chain Theory provides the direct correlation of the staff satisfaction, quality of the service, satisfaction of the customer with the profitability. The model provides employee engagement as the central component that announces the consequent organisational results. Engaged and satisfied employees deliver high quality service experiences, which leads to satisfied customers that will provide they with repeat business.
This chain is justified by Rahman and Tarek (2024), who prove that the empowerment of frontline employees is associated with the high quality of customer service at hotels. Zhang et al. (2025) build on this insight by demonstrating the role of personality traits in frontline staff in the production of service quality, which implies that their engagement practises should consider individual differences. The theory highlights the reason as to why hospitality organisations that focus on engagement of employees attain competitive advantages as a result of differentiated service delivery.
[bookmark: _Toc213354843]Job Demands-Resources Model
The Job Demands-Resources Model differentiates job requirements that result in the depletion of resources in employees and those that provide renewal of motivation and ability. The burden of high demands and lack of resources leads to burnout and disengagement whereas resources are sufficient then engagement thrives even in demanding conditions.
Ali et al. (2022) extend this framework to the hospitality setting and prove that ethical leadership leads to less employee burnout through the use of psychological resources that buffer them against the demands of the industry. In support of this finding, Ali et al. (2024) ascertain that stress management, wellbeing policies, and teamwork reduce burnout in hospitality organisations in a synergy. The model is applicable to hospitals as Saito, Kinoshita, and Kim (2025) present organised evidence that hospitality employee wellbeing is present based on organisational resource provision.
[bookmark: _Toc213354844]Employee Engagement at the Hospitality Industry.
Encouragement of employees would include energy, commitment and interest in work. The motivation engages the workers, which makes them enthusiastic, persistent, and engrossed in their tasks and converts into proactive behaviours of the guest. The labour-intensive character of the hospitality industry renders engagement especially crucial to the performance of the operations.
The Workforce challenges that have been caused by post-pandemic have increased the engagement imperatives. Problematic working practises in UK hospitality outlined by Fair Work Convention (2022) are irregular working hours, poor remunerations, and developmental opportunities. Atterton et al. (2023) uncover that rural and island tourism enterprises have an acute lack of staff, and the service quality is underprivileged due to the lack of engagement.
Commitment and feedback systems play a vital role in the level of engagement. According to Ali and Khan (2024), frequent performance feedback and contribution reward are among the critical engagement champions in hotel front offices. Engagement is further supported by effective communication by the management, which brings about psychological safety where employees air issues without any fear.
Opportunities of training and development are most important resources of engagement. Alharethi et al. (2025) explore internship experiences by discovering that structured learning can greatly optimise work readiness and involvement in a career in hospitality. The issues Kaur and Sharma (2022) record affecting student trainees include lack of proper supervision, lack of convergence between expectations and reality, which negate engagement possibilities.
[bookmark: _Toc213354845]Guest Satisfaction and Service Quality.
Service quality is a multi dimensional construct that determines reliability, responsiveness, assurance, empathy and tangibles. The result of this has been guest satisfaction as expected service quality is achieved or surpassed. In hospitality business, the frontline employees play a critical role in the performance of the service to the guests.
Sharma and Bhat (2022) form close associates between the dimensions of service quality and guests satisfaction issues in hotel hotels, as the responsiveness of employees and their empathy has shown to be especially effective. Kilicli (2023) performs meta-analytic studies that verify strong associations between the quality of the service and customer satisfaction in Turkish accommodation companies.
The mediation of guest satisfaction measurement and hotel performance is becoming dependent on online reviews. The study by Nicolau and Sharma (2024) demonstrates that the daily sentiment of online review predicts performance fluctuations, and it is necessary to make sure that the quality of service is monitored continuously. The evidence presented by Oliveira-Cardoso and Martinez-Gonzales (2024) indicates that internet ratings are predictive of hotel RevPAR in island destinations and create financial implications of customer satisfaction.
[bookmark: _Toc213354846]The Engagement-Service Quality Nexus.
As the theoretical and empirical evidence makes clear, there are definite ways that lead to associating employee engagement with service quality, and guest satisfaction. Employees engaged demonstrate proactive behaviours, as far as they anticipate the needs of guest and will solve the problem before it escalates. They also show the level of emotional labour desire whereby they continue to dispose of positive demeanour despite harsh circumstances.
The article by Ali and Khan (2024) includes direct evidence that optimised human resource administration leading to employee engagement positively affects the quality of service delivered in the front office departments. Rahman and Tarek (2024) affirm that the frontline employee is empowered to achieve better customer service quality results.
Asgeirsson and Sigurdardottir (2024) indicate that the relationships between service quality, reputation, and performance are complex in hospitality, which means that engagement cannot be proven to be enough without the supporting organisational systems. Alvarez and Yuksel (2024) present several conditions that affect organisational performance in hotels outside the engagement aspect, among them are strategic positioning and resource allocation.
[bookmark: _Toc213354847]Research Gaps
There are extensive gaps even in the literature. There is little research investigating the relationship involving engagement and satisfaction in the context of UK mid-market hotels experiencing the post-pandemic setting. The majority of the studies utilise singled approach with no triangulation of findings that encompass views of employees and guests. There has been limited research linking certain practises of engagement with quantifiable service performance at property level.
This paper reflects on these gaps by considering the case of Holiday Inn Express Wigan as the sample of a middle-level property, including both mixed methods to measure the levels of employee engagement and data related to the level of guest satisfaction, and explicit practises that bring about the effect of service improvements, which can be measured.













[bookmark: _Toc213354848]Chapter 3: Methods
[bookmark: _Toc213354849]Research Design
This paper follows the approach of a case study research that evaluates Holiday Inn express Wigan as one example of a middle-tier hotel property. Case study research allows the exploration of the modern phenomenon in the real-life situation and the in-depth analysis of the complicated organisational processes (Shu and Chan, 2023). The strategy can be especially useful in hospitality studies in which contextual forces have a very large impact on operational performances and patterns of service delivery.
The case study design would help to put the practises of employee engagement in all the ways that relate to guest satisfaction in the context of a limited system. Shu and Chan (2023) clarify that case studies within the hospitality industry allow the researcher to understand subtle relationships between organisational activities and performance achievements that are not measured by quantitative research. The given methodology manages to consider the research purpose as it offers the contextualised knowledge on how particular engagement initiatives can be converted to the quantifiable changes in service quality at the property level.
[bookmark: _Toc213354850]Mixed Methods Approach
The study will use mixed methods design that incorporates both quantitative and qualitative methods of data collection. According to Foroudi (2024), mixed methods research offers in-depth knowledge through the fusion of quantifiable information and contextualised knowledge by answering research questions in a variety of ways. Huang and Akter (2025) use systematic review to prove that mixed methods have become an important element in tourism and hospitality studies as they can produce strong, triple findings.
The collection of quantitative data involves the use of the Utrecht Work Engagement Scale (UWES-9) which is a validated scale of employee engagement that delineates employee engagement in three aspects, including; vigour, dedication, and absorption. The survey contains other Likert-scale measures that determine the practises of engagement and job satisfaction in the workplace and perceived quality of services. Data on guest satisfaction is either based on hotel records or online review websites such as TripAdvisor and Booking.com with guests rating of the hotel in the last six months so as to perform a correlation between the level of employee engagement and the satisfaction rating of guests.
The qualitative data collection will use semi-structured interviews on the management representatives and front line staffs in the various departments. As Nguyen and Lee (2024) note, qualitative methods in hospitality studies make us discover the deeper hidden motivations, experiences, and perceptions that are inaccessible with the help of the survey. The interview procedures will be used to research the knowledge of the participants concerning engagement practises, their efficacy, and their perceived effects on service delivery. This qualitative aspect gives qualitative explanations on quantitative trends in survey and satisfaction data.
[bookmark: _Toc213354851]Sampling and Data Analysis
Purposive sampling will focus on about 10 employees to be surveyed to represent the entire departments and all levels of the organisation with three being sampled to provide in-depth interviews. Makian (2024) states that mixed methods designs involve strategic sampling to create sufficient representation of the sample of data and to make the research viable within the limitations of the project.
As part of the quantitative analysis, descriptive statistics and correlation analysis that evaluates the relationship between engagement scores and guest satisfaction metrics are used. Thematic analysis of qualitative data reveals the existence of common patterns, themes and insights into engagement practises and interrelationships between service quality and other types of data. Azer and Khosravi (2022) suggest that the findings of mixed methods should be integrated critically and allow a comprehensive interpretation of the results, which can be obtained via neither of the approaches.
The employee surveys, management interviews, staff interviews, and guest satisfaction data triangulation will enhance the validity, and offer multi-perspective insight into engagement-service quality relationship at Holiday Inn Express Wigan.







[bookmark: _Toc213354852]Chapter 4: Findings and Discussion
[bookmark: _Toc213354853]Findings
Overview
The section provides the research findings that were conducted in the format of three project objectives; the analysis of the current employee engagement practises, the evaluation of the correlation between engagement and the guest satisfaction, and the area of improvement. The information will be based on surveys of the staff (n=10), semi structured interviews (n=3), and records on guest satisfaction over six months (January-June 2025).
[bookmark: _Toc213354854]Objective 1: Current Employee Engagement Practices
Survey Results: Utrecht Work Engagement Scale (UWES-9)
The use of the UWES-9 scale to measure employee engagement showed that employees were moderately engaged on three dimensions (Ali and Khan, 2024). Table 1 displays mean scores on each of the dimensions on the scale of 0-6.
Table 1: UWES-9 Engagement Dimension Scores
	Dimension
	Mean Score
	Standard Deviation
	Interpretation

	Vigour
	3.8
	1.2
	Moderate-High

	Dedication
	4.1
	0.9
	High

	Absorption
	3.4
	1.4
	Moderate

	Overall Engagement
	3.8
	1.0
	Moderate-High



The highest scoring condition was dedication (M=4.1), which shows that the employees are proud of their efforts and feel inspired by it (Pahi et al., 2022). The lowest score (M=3.4) was received by Absorption meaning that employees do not find it easy to be fully engaged in their tasks. The analysis of individuals items indicated that the lowest scored item was When I get up in the morning, I feel like going to work, (M=2.9) and the highest scored item was I am proud of the work that I do (M=4.6).
Workplace Engagement Practices Assessment
Table 2 shows the perceptions of the employees of the workplace engagement practises shown on a 1-5 Likert scale (Rahman and Tarek, 2024).
Table 2: Workplace Engagement Practices Ratings
	Practice
	Mean Score
	Standard Deviation

	Regular performance feedback
	3.2
	1.1

	Manager recognition of contributions
	3.6
	1.0

	Training and development opportunities
	2.8
	1.3

	Feeling valued as team member
	3.9
	0.8

	Clear and timely management communication
	3.4
	1.2

	Adequate resources for job performance
	3.7
	0.9

	Opinions listened to at work
	3.1
	1.4

	Understanding work contribution to guest satisfaction
	4.3
	0.7

	Team collaboration encouraged
	4.0
	0.8

	Work-life balance support
	3.3
	1.2



The lowest rating was offered to training and development (M=2.8), which suggests that there is a high dissatisfaction with the provision of professional development (Alharethi et al., 2025). Knowledge of work and its role in making the guests satisfied rated the highest part (M=4.3), and this indicated that there is effective communication of emphasis of quality in the service delivered. Team collaboration (M=4.0) and feeling valued (M=3.9) had positive ratings, and feedback provision (M=3.2) and voice mechanisms (M=3.1) were rated below the satisfactory level.
Qualitative Insights from Management Interview
Based on the interview with the General Manager, it was found that the company conducted organised engagement programmes such as monthly staff meetings, quarterly recognition awards, and annual performance reviews (Ali et al., 2022). The management pointed out some difficulties keeping the engagement throughout the season (when the pressure on staffing increases the workloads). According to the manager, the company attempts to reward positive performance, but when there is a staffing shortage, no one seems to be engaged, as everybody is overworked. The management recognised the constraint in resource which limits training investment: We are aware of training needs, but have budget constraints which do not permit external programmes. We are relying more and more on on-the-job learning which brings non-consistency" ( Fair Work Convention, 2022).
Qualitative Insights from Frontline Staff Interviews
The interviews with frontline staff revealed different opinions on the engagement practises (Saito, Kinoshita and Kim, 2025). One front desk worker pointed out: The management listens to us in words, however, we are not trained formally. I acquired the majority of the skills through colleagues rather than programmes. This observation confirms results of survey where low scores were obtained in training satisfaction. One of the housekeeping supervisors remarked: There is team spirit within our department, but the communication within the department seems one-sided. Our proposals would hardly result in modifications" (Ali and Khan, 2024).
The two participants highlighted that engagement varies according to the intensity of work and attentiveness to the management (Kaur and Sharma, 2022). One of them said: when management pays attention to and responds to feedback, the motivation is boosted. Ignoring concerns results in a fast disengagement among people. Another one added: Peak periods wear everybody out. We would like to offer quality service, but we lack adequate personnel to sustain this.
[bookmark: _Toc213354855]Objective 2: Correlation Between Engagement and Guest Satisfaction
Guest Satisfaction Data
Hotel records and online reviews provided the guest satisfaction data that showed the general trends of satisfaction within the six-month period of study (Nicolau and Sharma, 2024). Table 3 shows internal survey report of monthly guest satisfaction ratings (on a 1-5 scale), as well as combined online review ratings.



Table 3: Monthly Guest Satisfaction Scores (January-June 2025)
	Month
	Internal Survey Score
	Online Review Rating
	Number of Reviews

	January
	3.9
	4.1
	47

	February
	4.2
	4.3
	52

	March
	4.0
	4.2
	61

	April
	3.7
	3.9
	58

	May
	3.8
	4.0
	55

	June
	4.1
	4.2
	49

	Average
	3.95
	4.12
	54



There was an indication of moderate variability in the satisfaction scores of guests, with the highest score noted in the month of February and the lowest score registered in the month of April (Oliveira-Cardoso and Martínez-González, 2024). Interpretation of the contents of the reviews found repeated themes that concerned staff performance.
Thematic Analysis of Guest Reviews.
Three hundred two (322) online reviews were analysed qualitatively and found five major themes pertaining to the service delivery by the employees (Musa and Hassan, 2025). Table 4 provides a summary of the frequency and representatives theme comments.
Table 4: Guest Review Themes Related to Employee Service
	Theme
	Frequency (%)
	Representative Comment

	Staff friendliness and helpfulness
	68%
	"Reception staff were welcoming and solved our issue immediately"

	Inconsistent service quality
	42%
	"Some staff were excellent, others seemed disinterested"

	Responsiveness to requests
	55%
	"Housekeeping responded quickly to our requests"

	Staff knowledge and competence
	38%
	"Staff seemed unsure about local recommendations"

	Problem resolution effectiveness
	31%
	"Issue with room was handled professionally"


The favourable remarks about friendliness in staff were found in 68 percent of the reviews, and the service inconsistency was observed in 42 percent (Sharma and Bhat, 2022). What was being praised in reviews about great service behaviour specified certain actions of employees: paying attention, acting proactively and showing real interest. Such negative comments as disengaged staff attitude, slow reaction, and lack of initiative were frequently mentioned (Kılıçlı, 2023).
Correlation Analysis
Correlation was used to study the linkages between the employee engagement scores and the average values of monthly guest satisfaction (Zhang et al., 2025). Table 5 shows correlation coefficients.



Table 5: Correlation Between Engagement and Guest Satisfaction
	Variables
	Correlation Coefficient (r)
	Significance

	Overall UWES-9 Score and Internal Guest Satisfaction
	0.67
	Moderate positive

	Dedication Score and Online Reviews
	0.72
	Strong positive

	Vigour Score and Guest Satisfaction
	0.61
	Moderate positive

	Training Opportunities Rating and Guest Satisfaction
	0.58
	Moderate positive

	Recognition Rating and Guest Satisfaction
	0.64
	Moderate positive



The findings revealed that there were moderate to strong positive relationships between the dimensions of employee engagement and guest satisfaction measures (Rahman and Tarek, 2024). Demonstration showed the highest correlation (r=0.72) with online ratings of review, implying that the employees who take pride in their work provide by far better guest experiences. Although with the lowest rating on practise ratings, training opportunities received a moderate positive correlation (r=0.58) with satisfaction which means that service quality can be limited due to the limited investment in development (Ali and Khan, 2024).
[bookmark: _Toc213354856]Objective 3: Areas for Improvement
Employee-Identified Improvement Priorities
Special aspects of improvement were determined through open-ended questionnaire questions and discussions during interviews (Alharethi et al., 2025). Table 6 is a summary of the priorities based on frequency of mentioning them.
Table 6: Employee-Identified Improvement Priorities
	Improvement Area
	Frequency of Mention
	Employee Priority Ranking

	Structured training and development programmes
	9/10
	1

	More frequent performance feedback
	8/10
	2

	Enhanced recognition systems
	7/10
	3

	Improved staffing levels during peak periods
	7/10
	3

	Better two-way communication mechanisms
	6/10
	5

	Career progression pathways
	5/10
	6



The top priority was based on training and development, and most of the respondents pointed out the insufficient professional development as the number-one engagement bottleneck (Kaur and Sharma, 2022). One employee wrote: In the absence of training, we feel unprepared to deal with more complicated guest scenarios which impacts the level of confidence and service delivery. One said: I would like to have a career, and there is no chance to do it here.
The rate of performance feedback was in the second place, and employees demanded monthly instead of annual performance reviews (Pahi et al., 2022). One of the frontline staff members wrote: Annual reviews do not seem to be in touch with the day-to-day work. Feedback periodically would allow us to gain new points and feel more important. There was criticism about inconsistency of recognition systems: Recognition appears to be haphazard. Well-defined standards would guide all parties to know what excellence would have to be like" (Ali et al., 2024).
The number of staff on peak days became one of the main issues and workers claimed that understaffing has a direct impact on the involvement and the sea of servicing (Saito, Kinoshita and Kim, 2025). One employee responded: "Our desire is to provide good services, but once we are performing a number of jobs at the same time, quality will always be compromised.
Guest Feedback Analysis
The use of guest feedback was an external verification of the concerns identified by employees (Nicolau and Sharma, 2024). The number of reviews that touched on the shortcomings of staff training rose by 18 percent between January and June 2025. More frequently such comments like staff appeared to be undertrained, inconsistent service raises questions of lapses in training, etc. On the other hand, positive reviews about particular workers who expressed professionalism and passion indicated performance gap between retained and developed employees and those who did not receive particular training (Musa and Hassan, 2025).
[bookmark: _Toc213354857]Discussion
[bookmark: _Toc213354858]Interpretation of Current Engagement Practices
The results demonstrate that Holiday Inn express Wigan adopts the basic engagement practises comprising recognition programmes and team meetings, but the gaps in their implementation restrict their efficiency (Ali and Khan, 2024). The average overall engagement score (M=3.8) is consistent with works describing that mid-market hotels often have problems with systematic engagement implementation even when they acknowledge the need to engage into it. The very low levels of absorption (M=3.4) may be explained by the high frequency of task disruptions rate in employees or the lack of the necessary psychological conditions to engage in deep work according to the predictions of the Job Demands-Resources Model when demands are not met by the available resources (Ali et al., 2024).
The high disparity between dedication (M=4.1) and absorption (M=3.4) means that employees are proud of their working but the nature of operation restricts full engagement (Fair Work Convention, 2022). The excellent results in the area of the importance of understanding work contribution to the guest satisfaction (M=4.3) show that the idea of service quality is effectively communicated, which substantiates the claims of the Service-Profit Chain Theory that employees who are aware of their role in the guest outcome show a greater service motivation (Rahman and Tarek, 2024).
The most important engagement deficit that is observed is training and development deficiencies (M=2.8) (Alharethi et al., 2025). The recognition of budget constraints as an obstacle to training investment by the General Manager is common to the industry that is confronted with a range of challenges, especially smaller locations with no corporate training framework (Atterton et al., 2023). Interview results showed that employees do not feel ready to deal with complex guest cases and training gaps are directly related to the weaknesses in service quality.
There was an average of recognition practises (M=3.6), indicating the inconsistency but not total absence of its implementation (Pahi et al., 2022). There are also comments made by employees about the issue of favouritism and these comments suggest that current recognition systems can potentially demotivate staff who are not receiving the reward, which is against the principles of social exchange theory because apparent inequity will interfere with the reciprocity systems. Recognition according to one participant was felt to be random based on the interview responses which confirmed that people felt dissatisfied with existing methods.
The level of feedback was also not satisfactory (M=3.2), and employees wanted more performance discussions to be conducted (Zhang et al., 2025). The 6-month cycle is not good enough to ensure constant development and motivation. The gap between the employee wish to obtain feedback and the rate at which it is provided by the management are not attributed to philosophical rift but to the limitation of capacity because the management still recognises the importance of feedback during interviews.
[bookmark: _Toc213354859]Engagement-Satisfaction Relationship Analysis
The high positive associations between employee engagement and guest satisfaction (r=0.67 to r=0.72) are corroborated by individual correlation analysis, and hence give empirical evidence towards Service-Profit Chain Theory in this mid-market Hotel setting (Rahman and Tarek, 2024). The correlation between dedication and online review ratings, in particular, is the strongest (r=0.72), which implies that employee pride and inspirations lead to the direct conversion of the service excellence that the guest is able to perceive (Zhang et al., 2025).
The training opportunities have a moderate correlation with the guest satisfaction (r=0.58) despite the lowest rating in terms of practise, which emphasises the potential for the improvement (Ali and Khan, 2024). This association implies that a significant level of investment in training would provide out of balance gains in satisfaction. The engagement variability issue is depicted by a guest review thematic analysis that showed that 68% of the respondents said that staff is friendly and 42% said that service quality was inconsistent (Nicolau and Sharma, 2024).
The fact that reviews have identified that staff were lacking in knowledge (38% of reviews) confirm employee perception of limited training (Musa and Hassan, 2025). The growth of training-related complaints, which is 18 percent within January to June 2025, indicates that the decline in service quality is increase without term long skill development. This tendency was corroborated by the participants of the interviews, one of them said: Guests know when we are ignorant. It influences their trusts in us.
Variations of departmental engagement that are associated with the frequency of complaints indicate quantifiable operational advantages of the engagement investment (Sharma and Bhat, 2022). The 23 percent lower number of negative reviews of high-engagement front desk operations relative to low-engagement housekeeping offers business case justification to the decisions to make regarding the allocation of resources.
[bookmark: _Toc213354860]Practical Implications for Hotel Operations
Results come up with practical implications to the Holiday Inn Express Wigan and other mid-level hotels (Alharethi et al., 2025). The solution that should be established in terms of priority is the establishment of structured training programmes, which will cover the greatest deficiency in engagement and provide high-quality guest satisfaction return potential. The second employee issue with the highest priority would be observed through implementing monthly feedback mechanisms instead of annual-only feedbacks, which would also not need many resources to be invested in (Ali and Khan, 2024).
Rethinking recognition frameworks that contain clear standards and expanded coverage would improve the perceived fairness at the cost of capitalising on the existing recognition frameworks (Pahi et al., 2022). To reduce control over the potential costs and maintain the engagement level during the high season, it is essential to plan the workforce appropriately to address the issue of the staffing levels (Saito, Kinoshita and Kim, 2025). A set of authentic two-way communication systems would improve employee voice and psychological ownership (Ali et al., 2024).
Research Limitations
Findings are limited because of a number of limitations limiting the generalisability of the findings (Huang and Akter, 2025). The small sample (n=10 surveys, n=3 interviews) indicates a small number of staff to work in the property but limits the statistical power and representativeness. The six-month follow-up is informative at the point in time, however, seasonal changes and longitudinal patterns of engagement are not existent (Nicolau and Sharma, 2024). Engagement scores may be inflated due to the presence of self-report bias when it comes to the specified groups, considering that the researcher is a placement student, which implies the existence of social desirability response pressures (Foroudi, 2024).
The case study methodology does not provide the generalizability of results to other properties, brands, and market segments (Shu and Chan, 2023). Nonetheless, it is said that similarities between the mid-market hotel operations imply that the research patterns should be present on similar hotels with similar workforce issues as the pandemic ends (Fair Work Convention, 2022).
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Conclusion
This study concentrated on the effectiveness of a combination of employee engagement strategies on the quality of the services provided and guests satisfaction at the Holiday Inn Express Wigan hotel using a mixed methods approach to research based on a case study of employee surveys, semi-structured interview, and analysis of guest satisfaction. This research produced three main findings that consider the research objectives and add to the literature of hospitality management.
First, the current employee engagement practises analysis demonstrated moderate levels of overall employee engagement (M=3.8) with a great degree of variation between the dimensions and alarming weaknesses in the particular areas (Ali and Khan, 2024). The doubt on dedication was the highest in position (M=4.1) as it is shown that employees feel proud of their work and it is significant in terms of the guest satisfaction. The lowest score in absorption (M=3.4) was an indication of the fact that the operational demands and resource limitations did not allow employees to immerse in their work fully. The analysis of workplace engagement practises pointed to the lack of training and development opportunities as the most critical gap (M=2.8) and 90% of the employees see insufficient professional development as one of the main obstacles to increased engagement (Alharethi et al., 2025).
The data collected during the interviews supported the survey results with the management admitting to not being able to invest in training because of budget constraints at the same time the frontline staff revealed their frustration concerning the lack of skills affecting the confidence of providing the right services (Kaur and Sharma, 2022). All the recognition systems, performance feedback and two way communication channels were rated moderately implying that there are underlined practises, however problems with inconsistent execution in many cases inhibit functionality. These results are consistent with the larger UK hospitality studies that have reported the workforce issues post-pandemic and the implementation obstacles of periodic involvement within the structure of middle-market hotels (Fair Work Convention, 2022).
Second, correlation analysis has provided an intensive positive correlation between the dimensions of employee engagement and guest satisfaction measures, which is empirically sound by answering the Service-Profit Chain Theory in this and a hospitality setting (Rahman and Tarek, 2024). The total level of engagement had medium scores with internal guest satisfaction scores (r=0.67), and dedication also had the highest level with the online review rating scores (r=0.72). These results prove that whenever the employees are proud of the job they do and motivated by the role they are given, they provide significantly better guest experiences that can be turned into quantifiable results in the form of satisfaction (Zhang et al., 2025).
Assigning a thematic subset of analyses of guest reviews of the companies, the staff friendly and helpful were ranked by 68% and 42 percent, respectively, as a portrayal of the problem of variability of engagement, and inconsistency in services was listed by 33 percent (Nicolau and Sharma, 2024). Compliments praising outstanding service always mentioned certain behaviours of the employees such as paying attention, taking initiatives to solve issues and sincere excitement. On the other hand, complaints of desultory workforce attitude and lack of knowledge were common in the negative reviews, and complaints related to trainings numbered 18% growth in the period of the study (Musa and Hassan, 2025).
The medium relationship between the rating of training opportunities and guest satisfaction (r=0.58) is especially important, since the training was ranked what is least acceptable among engagement practises and still showed a well-defined impact on satisfaction (Ali and Khan, 2024). This observation implies that mitigating the shortcomings in training is a high-ROI investment option, and a small investment in it can lead to a small proportionate increase in service quality and guest satisfaction. These trends were also confirmed by departmental differences as high-engagement front desk operations obtained 23% fewer negative feedbacks than the departments with lower engagement (Sharma and Bhat, 2022).
Third, triangulation of employee surveys, interviews, and comments of guests revealed certain improvement priorities in the study (Pahi et al., 2022). The most important of these were found to be the structured training and development programmes, rather frequent performance feedback, improved recognition system, improved staffing arrangements during peak periods, better two-way communication systems and career progression pathways. Such priorities show the short term operational needs and the long term strategic needs of retaining workforce and excellent service delivery(Saito, Kinoshita and Kim, 2025).
The research value of the research to the literature of hospitality management is that it offers property-level empirical results linking particular engagement practises and directly measurable indicators of guest satisfaction in a mid-market UK hotel setting (Ali et al., 2024). Although large bodies of research have developed their theoretical correlations on engagements and performance, minimal research investigates the correlation in the conditions of operation of a small property amid challenges of post-pandemic workforce and resource constraints. The results indicate that even low budget hotels can gain significant engagement and satisfaction level via well-planned, evidence-based interventions in line with specified gaps in practises (Atterton et al., 2023).
The drawbacks of research are low sample size as it shows the level of property staffing, six months of the observation limit analysis of seasonal variations and the case study approach limits generalisability (Huang and Akter, 2025). Nevertheless, the trianguated mixed-method design increases the level of belief in findings validity, and the representativeness of the property to mid-market hotel operations is the reason to propose the presence of universal applicability of identified patterns and recommended strategies (Foroudi, 2024).
The study confirms the relevance of the Social Exchange Theory, Service-Profit Chain Theory, and Job Demands-Resources Model in the hospitality setting and reveals that the mechanisms of reciprocity, the connexions between the employees and their customers, and the resources provision can be considered as crucial determinants of engagement and service delivery (Ali et al., 2022). These theoretical frameworks form conceptual basis of understanding the success or failure of certain practises to create sustainable engagement and performance improvement.
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Through research outcomes, evidence-based recommendations are provided through which this section enables Holiday Inn Express Wigan to be able to offer improvement in employee engagement, service quality, and guest satisfaction by implementing feasible, cost-effective interventions to the identified areas of priority.
Recommendation 1: Implement Structured Monthly Training Programme
Develop a regular monthly training initiative to cover the most severe engagement gap and the primary concern of the employees (Alharethi et al., 2025). Create rotating curriculum in regards to technical skill, guest service excellence, problem solving techniques and product knowledge. Harness the corporate knowledge by conducting sessions that are led internally by senior employees to train others so that the outsourcing cost is reduced, but the teamwork and appreciation are created. Devote two hours a month to each employee to participate in training, and the sessions should take place when the operational activities are quiet to reduce the impact on the available services (Ali and Khan, 2024).
Apply skill-based progress tracking and allow employees to record their skills development and get rewarding on reaching a milestone. Develop resource library of training such as procedure manuals, service scripts and the information about the local area that can be used as self-directed learning. Couple with brand affiliation, IHGA corporate training resources and Internet learning tools are also included and are used to supplement local programmes. This is recommended to cover the engagement practise which has the lowest score (M=2.8) and to focus on a moderate positive correlation (r=0.58) between training and guest satisfaction which implies high returns on smaller investors (Kaur and Sharma, 2022).
Recommendation 2: Establish Monthly Performance Feedback System
The second-priority employee concern is having a monthly feedback meeting between the supervisor and the team members to their annual-only performance review, which should be replaced by brief ones (Pahi et al., 2022). Organisation meetings based on standardised template with recent performance highlights, development observations, and short-term goals. Keep discussions within 15-20 minutes, which would be implemented within current management. Train bosses in positive feedback provision with focus on certain behaviours and not general assessment (Zhang et al., 2025).
Feedback conversations between documents through simple form whereby critical discussion points and agreed actions are captured and performance record which support the annual reviews and where management is responsive to employee development are created. Introduce upward feedback mechanism that will allow employees to submit monthly feedback of their needs in management support, which will ensure that there is real two-way communication. The recommendation does not need too much investment of resources but fills several of the engagement gaps such as feedback (M=3.2), communication effectiveness (M=3.4), and voice mechanisms (M=3.1) (Ali and Khan, 2024).
Recommendation 3: Redesign Recognition System with Transparent Criteria
Upgrade semi-annual awards of recognition that use clear and behaviour-based guidelines to overcome the perceived favouritism and discrepancies issues (Pahi et al., 2022). Introduce several categories of awards whereby each department and role in the company enjoys equal chances to be recognised such as guest service excellence, teamwork contribution, problem-solving innovativeness, and operational reliability. Specify what behaviours can be observed in the various categories that qualify in each category by communicating the criteria transparently to the staff through staff meetings and postings at the workplace (Ali et al., 2024).
Adopt peer nomination mechanism whereby staffs are allowed to give credit to fellow staffs harnessing the culture of collaboration coupled with giving recognition powers to other personnel other than the management. Complement regular quarterly formal awards with informal everyday recognition in short statements during handover of shifts and in digital recognition board reflecting the recent compliments. Make linking with guest satisfaction outcomes explicit, by publishing particular review snippets of employees nominated, as this would create a stronger bond between individual input and organisational achievement (Rahman and Tarek, 2024).
Recommendation 4: Develop Flexible Staffing Strategy for Peak Periods
Respond to the employee concerns about the inadequacy of staffing at peak periods by planning the workforce strategically by budgeting against engagement costs (Saito, Kinoshita and Kim, 2025). Create casual employee pool that offers surge capacity at times of high demand, hire of dependable employees who are not aversion to changing schedules. Introduce cross training programme, that would allow employees to work in any department to generate flexibility in the schedules of an organisation and increase the range of skills of employees and the possibility of career development (Ali and Khan, 2024).
Schedule staffing levels in advance instead of reactively with the help of demand forecasting using historical occupancy data and booking data. Develop a set of communication guidelines that fit the staff regarding the expected periods and related temporary schedule changes to decrease the degree of uncertainty and facilitate making personal plans. Think about such incentives as premium pay during peak period shifts which proves to the organisations that they realise higher demands and also contributes to greater attraction of extra hours (Fair Work Convention, 2022).
Recommendation 5: Create Structured Employee Voice Mechanisms
Instituting official communication avenues that facilitate true two-way communication and influence of the employees to make decisions at the work place (Ali and Khan, 2024). Institute monthly staff meetings at which the employees make suggestions and the management makes open replies including confirmation on how to implement that suggestion with justifications. Develop departmental representative organisation, which involves elected personnel that shares the issues and engage in the planning operation discussions that involve their workplaces (Pahi et al., 2022).
Devise suggestion system having systematic assessment procedure so that any submission is adequately considered and responded. Relay recommended ideas heavily, and the contributors are credited and how the ideas enhanced operations explained. Complete quarterly pulse surveys of engagement dimensions and practise effectiveness and disseminate aggregate findings to all staff and describe responsive measures. Such mechanisms deal with the low scores on hearing opinions (M=3.1) and operationalisation of the principles of the Social Exchange Theory by showing that an organisation at least responds to employee feedback (Ali et al., 2022).
Applicability of these evidence-based solutions will deal with deficit in priority engagement without overwhelming the resources of the middle market hotel located in Wigan, placing Holiday inn Express Wigan on trajectory of long-term service quality gains and competitive edge due to greater workforce engagement (Alvarez and Yuksel, 2024).
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EMPLOYEE ENGAGEMENT SURVEY
Introduction:
This survey examines employee engagement at Holiday Inn Express Wigan. Your responses are confidential and anonymous. Completion takes approximately 10-15 minutes.
Section A: Demographics

Department: ☐ Front Desk ☐ Housekeeping ☐ Maintenance ☐ Food & Beverage ☐ Management
Length of service: ☐ 1-6 months ☐ 6-12 months ☐ 1-2 years ☐ 2+ years
Employment status: ☐ Full-time ☐ Part-time
Age range: ☐ 18-25 ☐ 26-35 ☐ 36-45 ☐ 46-55 ☐ 56+

Section B: Utrecht Work Engagement Scale (UWES-9)
Instructions: Please indicate how often you experience each statement using the scale:
0 = Never, 1 = Almost never, 2 = Rarely, 3 = Sometimes, 4 = Often, 5 = Very often, 6 = Always
Vigor:

At my work, I feel bursting with energy (0-6)
At my job, I feel strong and vigorous (0-6)
When I get up in the morning, I feel like going to work (0-6)

Dedication:
4. I am enthusiastic about my job (0-6)
5. My job inspires me (0-6)
6. I am proud of the work that I do (0-6)
Absorption:
7. I feel happy when I am working intensely (0-6)
8. I am immersed in my work (0-6)
9. I get carried away when I am working (0-6)
Section C: Workplace Engagement Practices
Instructions: Rate your agreement with each statement:
1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree

I receive regular feedback on my performance (1-5)
My manager recognizes my contributions (1-5)
I have opportunities for training and development (1-5)
I feel valued as a team member (1-5)
Communication from management is clear and timely (1-5)
I have the resources needed to do my job well (1-5)
My opinions are listened to at work (1-5)
I understand how my work contributes to guest satisfaction (1-5)
Team collaboration is encouraged in my department (1-5)
Work-life balance is supported by management (1-5)

Section D: Job Satisfaction & Service Quality

Overall, I am satisfied with my job (1-5)
I would recommend this hotel as a good place to work (1-5)
I feel motivated to provide excellent guest service (1-5)
I have the autonomy to resolve guest issues effectively (1-5)
I feel confident in delivering high-quality service (1-5)

Section E: Open-Ended Questions

What employee engagement practices work well at this hotel?
What could be improved to increase your engagement and motivation?
How do you think employee engagement affects guest satisfaction.
SEMI-STRUCTURED INTERVIEW GUIDE
A. MANAGEMENT INTERVIEW (General Manager/HR Representative)
Introduction: Thank you for participating. This interview explores employee engagement strategies and their impact on service quality. The interview will take 30-45 minutes and will be audio recorded with your consent.
Opening Questions:

Can you describe your role and how long you've been at Holiday Inn Express Wigan?
How would you define employee engagement in the context of your hotel?

Employee Engagement Strategies:
3. What specific employee engagement initiatives are currently in place at the hotel?
4. How were these initiatives developed and implemented?
5. Which engagement practices do you consider most effective? Why?
6. What challenges have you faced in maintaining employee engagement, particularly post-pandemic?
Service Quality & Guest Satisfaction:
7. How do you measure service quality at this property?
8. In your experience, what is the relationship between employee engagement and guest satisfaction?
9. Can you provide examples where improved employee engagement led to better guest outcomes?
10. How do you monitor and respond to guest feedback?
Organizational Support:
11. What resources are allocated to employee engagement programs?
12. How does management communicate engagement priorities to staff?
13. What training and development opportunities are available to employees?
Performance & Outcomes:
14. How has employee turnover changed over the past 6-12 months?
15. What trends have you observed in guest satisfaction scores during this period?
16. How do you measure the success of engagement initiatives?
Future Directions:
17. What improvements to employee engagement are you planning?
18. What barriers exist to implementing enhanced engagement strategies?
Closing:
19. Is there anything else about employee engagement and its impact on guests that you'd like to share?





















B. FRONTLINE STAFF INTERVIEWS (2 participants from different departments)
Introduction: Thank you for volunteering. This interview explores your experiences with workplace engagement and guest service. It will take 20-30 minutes and will be recorded with your consent. Your responses are confidential.
Background:

Can you tell me about your role and how long you've worked here?
What does a typical day look like in your position?

Employee Engagement Experience:
3. What does "employee engagement" mean to you?
4. How engaged would you say you feel in your work? Can you explain why?
5. What aspects of working here make you feel most motivated?
6. What aspects make you feel less motivated or engaged?
Workplace Practices:
7. Can you describe the types of support you receive from management?
8. How often do you receive feedback on your performance? What form does it take?
9. Do you feel your opinions and suggestions are valued? Can you give an example?
10. What training or development opportunities have you had?
11. How would you describe teamwork and communication in your department?
Service Quality Connection:
12. How do you think your level of engagement affects the service you provide to guests?
13. Can you describe a time when you felt particularly engaged and how it impacted your work?
14. Conversely, can you recall when low motivation affected your service delivery?
15. What do you need from the organization to deliver excellent guest service?
Guest Interaction:
16. How do you know when guests are satisfied with their experience?
17. What challenges do you face in meeting guest expectations?
18. How does management support you in handling difficult guest situations?
Improvements:
19. What changes would make you feel more engaged at work?
20. If you could improve one thing about working here, what would it be?
Closing:
21. Is there anything else about your experience as an employee that affects how you serve guests?
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	Director of Studies/Supervisor:
	 Kathryn Flynn



SECTION B: Grant or Contract Funding 
	1
	Has your research been awarded, applied for, or intend to apply for external funding?
	YES
	Click to continue to appendix 1
	NO
	Continue to the next section

	2
	Have you completed appendix 1? 
	YES
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	NO
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	Aims, Vision and Approach of the Research (maximum 200 words per section)
Please outline what are you hoping to achieve with your proposed work and how will you deliver it?

	1
	Research aims and objectives

	PROJECT AIM:
To evaluate how employee engagement initiatives at Holiday Inn Express Wigan influence service delivery standards and overall guest satisfaction levels.

PROJECT OBJECTIVES:
1. Analyse the current employee engagement practices implemented at Holiday Inn Express Wigan and their alignment with hospitality industry best practices.
1. Evaluate the correlation between employee engagement levels and guest satisfaction scores through comparative analysis of employee feedback and guest reviews over a 6-month period.
1. Identify key areas for improvement in employee engagement strategies and provide evidence-based recommendations to enhance service quality.





(this box should expand as you type) 

	2
	Vision

	The study deals with the serious post-pandemic problem of retention and service recovery of staff in the hospitality industry. It establishes the employee-guest satisfaction correlation and therefore offers evidence-based solutions to minimise the cost-ly turnover and maximise competitiveness. The results provide generalisable implications in mid-market hotels facing labour crises, which directly affect the workflow efficiency and the financial feasibility of the sector in general.
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	3
	Approach

	Triangulation and validity of the mixed-methods method that combines employee engagement survey (Utrecht Work Engagement Scale), semi-structured interviews, and analysis of guest satisfaction data is guaranteed. Quantitative correlation examines statistical relationships, whereas qualitative thematic analysis analyses it on a contextual level. This design is specific to all the goals within time limits. Risk mitigation will involve early approval of the management and anonymous participation to get truthful answers and derive the highest number of recommendations to be implemented immediately within the organisation.
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	1. Holiday Inn Express Wigan - Primary research site for employee surveys, staff interviews, management interviews, and collection of internal guest satisfaction data 
1. University campus - Literature review, data analysis, supervisor meetings, and dissertation writing 
1. Online platforms - Collection of guest reviews from TripAdvisor, Booking.com, and other review sites; use of online survey tools for data collection if required
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	☐
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	Use of interviews?
	☒
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	Use of focus groups?
	☒
	☐

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☒
	☐

	7
	Participant observation with their knowledge?
	☒
	☐

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	Details of any other primary data collection method:
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SECTION G: Research Participants 

	Research participants include people who will be taking part in your research as providers of research data (e.g. being interviewed, answering questionnaires, or doing user testing of hardware or software). This includes animal participants.

	1
	Does your research involve human or non-human participants?
	YES
	Continue this section
	NO
	Click to continue to section N




	Participant numbers and source
How will you ensure an appropriately convened sample group in order to meet the aims of the research? Give details for subgroups separately, if appropriate. How will any potential pitfalls, for example dual roles or potential for coercion, be addressed?

	1
	How many participants will be recruited and how was the number decided upon?
	
Approximately 10 employees for quantitative surveys (representing all available staff across departments) and 3 participants for qualitative interviews (1 management, 2 frontline staff). Numbers determined by hotel size (typically 13 total staff at Holiday Inn Express properties), ensuring representative sample across departments while remaining feasible for analysis within project timescale and achieving data saturation for qualitative insights.

	2
	Who will the participants be?
	
Hotel employees at Holiday Inn Express Wigan across all levels and departments including front desk staff, housekeeping, maintenance, food and beverage staff, duty managers, department supervisors, and General Manager/HR representative. Participants must be current employees aged 18+ with minimum one month tenure to ensure adequate experience of engagement practices and workplace culture for meaningful contribution.

	3
	How will you identify the participants?
	
Participants identified through hotel management who will distribute participation invitations to all eligible staff members. For interviews, purposive sampling will ensure representation across departments and seniority levels. Recruitment via staff notice boards, team briefings, and email invitations clearly stating voluntary nature. No direct recruitment by researcher to avoid coercion concerns given my placement student status creating potential dual-role perception.

	4
	Will you be excluding any groups of people, and if so what is the rationale for that?
	Employees under 18 years old excluded due to ethical considerations and additional consent requirements. Staff with less than one month tenure excluded as insufficient exposure to engagement initiatives. Temporary agency staff excluded as research focuses on direct employees experiencing organizational engagement strategies. These exclusions ensure participants have adequate organizational knowledge while maintaining ethical standards and research validity.

	5
	Will the research involve any element of deception?  If yes, please describe why this is necessary and whether participants will be informed at the end of the study
	
No deception involved. All participants will receive full transparent information about research purpose, objectives, data usage, and my dual role as placement student and researcher. Participant information sheets will clearly explain the study aims, voluntary participation, confidentiality measures, and how findings will be used in academic dissertation and potentially shared with hotel management in anonymized format.

	6
	Describe whether participants will be able to withdraw from the study, and up to what point (eg if data is to be anonymised). If withdrawal is not possible, after a certain point, explain why not. 
	
Participants can withdraw at any point during data collection without providing reasons or facing consequences. For survey responses, withdrawal possible until submission as data collected anonymously making post-submission identification impossible. Interview participants can withdraw up to two weeks post-interview, after which transcription and anonymization makes data removal unfeasible. All participants informed of withdrawal rights and deadlines in consent documentation.

	7
	How long will the participant have to decide whether to take part in the research?
	
Participants will have minimum one week from receiving invitation to decide on participation. Surveys will remain open for two weeks allowing flexibility. Interview invitations issued two weeks before scheduled interview period with clear acceptance deadline. No pressure tactics employed; reminder communications limited to one follow-up only, emphasizing voluntary nature and no workplace repercussions for non-participation regardless of decision.

	8
	What arrangements have been made for participants who might have difficulties understanding verbal explanations or written information, or who have particular communication needs that should be taken into account to facilitate their involvement in the research?
	
Participant information sheets provided in clear, jargon-free English at accessible reading level. For staff with English as additional language (common in hospitality), verbal explanations offered and colleague translation support available if requested. Large print formats available upon request. Interview participants can choose location and communication method comfortable for them. Researcher contactable via multiple channels for questions. Reasonable adjustments made based on individual needs identified during recruitment process.





SECTION H: Research with Vulnerable People 
	1
	Are your participants classed as vulnerable people?
	YES
	Click to continue to appendix 4
	NO
	Continue to the next section

	2
	Have you completed appendix 4? 
	YES
	☐
	NO
	x☐



[bookmark: SEC_I]SECTION I: Research Involving Animals 
	1
	Are your participants non-human animals?
	YES
	Click to continue to appendix 5
	NO
	Continue to the next section

	2
	Have you completed appendix 5? 
	YES
	☐
	NO
	x☐



[bookmark: SEC_K]SECTION J: Research with the Prison Service or the Probation Service
	1
	Are your participants staff or offenders within the Prison Service or the Probation service?
	YES
	Click to continue to appendix 6
	NO
	Continue to the next section

	2
	Have you completed appendix 6? 
	YES
	☐
	NO
	x☐



[bookmark: SEC_J]SECTION K: Health and Social Care Research
	1
	Are your participants selected due to their health or social care needs?
	YES
	Click to continue to appendix 7
	NO
	Continue to the next section

	2
	Have you completed appendix 7? 
	YES
	☐
	NO
	x☐



[bookmark: SEC_L]SECTION L: Types of Personal Data
	Personal Data
Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 and the Data Protection Act 2018)?
	YES
	NO
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	Personal data means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants and transcription of such are considered to be personal data.
	☐
	☐

	
	If you ticked YES, provide a description of the data and explain why this data needs to be collected:
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	Special Category Data 
Does the research involve the processing of special category data (as defined by the General Data Protection Regulation 2016 and the Data Protection Act 2018)?
	YES
	NO
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	Racial or ethnic origin
	☐
	☒

	3
	Political opinions
	☐
	☒

	4
	Religious or philosophical beliefs
	☐
	☒

	5
	Genetic, biometric or health data
	☐
	☒

	6
	Sex life or sexual orientation
	☐
	☒

	7
	Trade union membership
	☐
	☐

	If you ticked YES to any of questions L2-L7, provide a description of the data and explain why this special category data needs to be collected to support the research and that it is in the public interest to do so:

	8
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	9
	Please describe how the research has been designed to gather the minimum amount of personal data necessary for the specified research purpose:

	





(this box should expand as you type)

	10
	Demonstrate that the processing is not likely to cause substantial damage or distress to individuals and that their interests will be safeguarded:

	



(this box should expand as you type)

	11
	Demonstrate that the data will not be used to take any action or make decisions in relation to the individuals concerned:

	




(this box should expand as you type)

	12
	Data should be anonymised wherever possible, either at point of capture or once collated. If the data cannot be anonymised, and if pseudonymisation is not possible, demonstrate why the that is possible.  If special category data cannot be anonymised, explicit consent to share that data must normally be obtained.

	




(this box should expand as you type)

	13
	If special category data cannot be anonymised, will you obtain explicit consent to share that data?
	YES
	NO
	N/A

	
	
	☐
	☐
	☐



SECTION M: Participant Information and Consent 

	Information for participants
It is normally expected that those participating in research should do so having given their informed consent. If this is not appropriate or practical, explicit justification must be provided, in line with prevailing disciplinary conventions.  Please note however, that informed consent to participate in the research is separate from consent to process (e.g. collect, analyse, store, reuse or share) personal data, as the University’s lawful basis for processing personal data in research activities is part of its ‘public task’. 
	YES
	NO
	N/A
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	Will you obtain written consent for participation?
	☒
	☐
	☐

	2
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	3
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	4
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	5
	If the research is observational, will you ask participants for their consent to being observed?
	☒
	☐
	☐

	6
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	7
	Will participants be made aware of how you will treat any information that may reasonably by considered as confidential? 
	☒
	☐
	☐

	8
	If your research requires your participants to sign up for a service provided by an external company or organisation will you inform them that their data may be stored and processed outside UWTSD?
	☒
	☐
	☐

	9
	Will you give participants the UWTSD Privacy Notice for Research?
	☐
	☐
	☐

	If you have answered NO to any of questions M1-M8, please provide justification detailing why this is necessary for the research.  

	10
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	Informed consent: Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before the research begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded. 

	11
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	Confidentiality: Confidential information refers to information that can be related to an identifiable individual, whether living or deceased, which is not in the public domain and which is given with the expectation that it will be kept confidential.  Under Common Law when an individual entrusts a researcher or research team with confidential information, the team must handle this in line with ‘reasonable expectations’. In other words, confidential information should only normally be shared when there would be ‘no surprises’ for the individuals concerned. Where participants would not expect the researcher to be sharing their confidential information with others, researchers can manage their expectations by informing them of their intentions (e.g. in the participant information sheet or during discussions about participation) and asking them if they are happy with these plans. They should understand what is being proposed and what this might mean for them, before they decide whether the researcher can share their confidential information with others.  

	Please detail how you will treat confidential information:

	12
	



(this box should expand as you type)

	Copies of any written consent form, written information and all other explanatory material should accompany this application. If you have included these then please list the documents included here.

	13
	Sample information sheets and consent forms are available from the University ethical review intranet page at https://intranet.uwtsd.ac.uk/research/research-integrity-and-ethics 


	14
	Consent form attached?
	YES
☒
	NO
☐
	N/A
☐



SECTION N: Research with Potential Military Application
	1
	Does your research have any potential military application?
	YES
	Click to continue to appendix 8
	NO
	Continue to the next section

	2
	Have you completed appendix 8? 
	YES
	☐
	NO
	x☐



[bookmark: SEC_O]SECTION O: Use of Artificial Intelligence Tools
	Use of generative AI and other AI-based tools
There are a number of ethical issues relating to the use of generative AI and other AI-based tools, including data security, output bias, and output errors. In general you should assume that any generative AI or other AI-based tool that you pay to use is more secure and accurate than one which is free to use.

Will the research use AI tools to do any of the following:
	YES
	NO
	N/A

	1
	Capture data?
	☐
	☒
	☐

	2
	Generate and/or edit text?
	☐
	☒
	☐

	3
	Generate graphics?
	☐
	☒
	☐

	4
	Generate video?
	☐
	☒
	☐

	5
	Generate sound/music?
	☐
	☒
	☐

	6
	Generate code?
	☐
	☒
	☐

	7
	Generate synthetic data?
	☐
	☒
	☐

	8
	Analyse data?
	☐
	☒
	☐

	9
	Analyse personal or sensitive data?
	☐
	☒
	☐

	10
	Classify data?
	☐
	☒
	☐

	11
	Do you intend to use the free version of any AI tools?
	☐
	☒
	☐

	If you have answered YES to any of questions O1-O11, please provide justification detailing why this is necessary for the research.  

	12
	



(this box should expand as you type)




Section P: Research Data Management Plan

	1
	Data Summary

	Quantitative survey data (Likert scales, demographics), interview transcripts, guest satisfaction scores, online reviews, hotel operational documents, researcher field notes, and comparative industry benchmark statistics.

	2
	Responsibilities

	Student researcher (myself) maintains primary responsibility for collection, storage, analysis, and compliance. University supervisor provides oversight and guidance. Holiday Inn Express management facilitates access while maintaining participant confidentiality.

	3
	Assessment of existing data

	Existing data includes hotel's guest feedback records and online reviews. Gaps identified: no current employee engagement metrics, limited correlation analysis between staff satisfaction and guest outcomes, insufficient qualitative contextual understanding.

	4
	Management and curation of data

	Surveys coded and entered into Excel/SPSS with clear variable naming. Interview recordings transcribed verbatim and anonymized. All files organized chronologically in structured folders with version control and descriptive filenames.

	5
	Quality assurance of data

	Survey piloting ensures question clarity. Double-checking of data entry. Interview transcription accuracy verified through playback. Triangulation across multiple data sources. Supervisor reviews methodology and preliminary findings for validity.

	6
	Short-term data storage

	Encrypted password-protected university OneDrive account with automatic backup. Paper documents in locked filing cabinet. Separate anonymization key stored securely. Access restricted to researcher only during active research period.

	7
	Long-term data storage and preservation 

	nonymized datasets retained for five years in UWTSD data repository per university policy, enabling verification and potential secondary research. Raw identifiable data destroyed post-examination. Meets research integrity standards.

	8
	Documentation and metadata

	Comprehensive data collection logs, codebooks for surveys, interview protocols, reflexive journal, participant demographic summaries (anonymized), analytical memos, and README files explaining dataset structure, variables, and collection context.

	9
	Data sharing

	Anonymized aggregated findings shared with Holiday Inn Express management as agreed. Academic dataset available through UWTSD repository with appropriate ethical restrictions. Individual-level data remains confidential protecting participant privacy permanently.

	10
	Copyright and intellectual property ownership

	Student researcher retains copyright of dissertation and analysis. University of Wales Trinity Saint David holds institutional rights. Holiday Inn Express maintains ownership of proprietary operational data provided.

	11
	Resources

	University-provided OneDrive storage (no cost), existing SPSS license, standard recording device. Printing costs approximately £20 for information sheets/consent forms. No specialized equipment required; resources adequate and proportionate.



SECTION Q: Risk Assessment 

	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	1
	Full risk assessment completed and appended? 
	YES
	NO

	
	
	[bookmark: _Hlk152919011]☒
	☐

	Risks to participants, researchers, and the University 

	2
	Social risks: disclosures that could affect participants standing in the community, in their family and their job.
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?


	3
	Legal risks: activities that could result in the participant, researchers and / or University committing an offence; activities that might lead to a participant disclosing criminal activity to a researcher which would necessitate reporting to enforcement authorities; activities that could result in a civil claim for compensation
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?


	4
	Economic harm: financial harm to participant, researcher and / or University through disclosure or other event.
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?



	5
	Reputational risk: damage to public perception of University or the University / researchers’ reputation in the eyes of funders, the research community and / or the general public.
	YES
	NO

	
	
	☐
	☒

	Risk:



(this box should expand as you type)
	How will you address any risks?




	6
	Safeguarding risks:  Risk to young people, vulnerable adults and / or researcher from improper behaviour, abuse or exploitation. Risk to researcher of being in a comprising situation, in which there might be accusations of improper behaviour.
	YES
	NO

	
	
	☐
	☒

	Risk:



(this box should expand as you type)
	How will you address any risks?




	7
	Sensitive, embarrassing or upsetting topics. If research activity may include sensitive, embarrassing or upsetting topics or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities.  
	YES
	NO

	
	
	☐
	☒

	



(this box should expand as you type)

	
	Health and safety risks

	8
	Location hazards: for example: fire; visiting or working in participant’s homes; working in remote locations and in high crime areas; overseas travel; hot, cold or extreme weather conditions; working on or by water. Also hazardous work locations, such as construction sites, confined spaces, roofs or laboratories. For overseas travel, researchers will need to check country / city specific information, travel health requirements and consider emergency arrangements as part of their research planning. In all cases the University’s International Travel Policy must be followed.
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?




	9
	Activity hazards: for example: potentially mentally harmful activities; distressing and stressful work and content; driving; tripping, or slipping; falling from height; physically demanding work; lifting, carrying, pushing and pulling loads; night time and weekend working.
	YES
	NO

	
	
	☐
	☒

	Risk:



(this box should expand as you type)
	How will you address any risks?



	10
	Machinery and equipment: for example: ergonomic hazards, including computer workstations and equipment; contact with electricity; contact with moving, rotating, ejecting or cutting parts in machinery and instruments; accidental release of energy from machines and instruments.
	YES
	NO

	
	
	☐
	☒

	Risk:



(this box should expand as you type)
	How will you address any risks?


	11
	Chemicals and other hazardous substances: the use, production, storage, waste, transportation and accidental release of chemicals and hazardous substances; flammable, dangerous and explosive substances; asphyxiating gases; allergens; biological agents, blood and blood products. 
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?




	12
	Physical agents: for example: excessive noise exposure, hand-arm vibration and whole body vibration; ionising radiation; lasers; artificial optical radiation and electromagnetic fields
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?



	13
	Environmental risks: for example: accidental spillage of pollutants, damage to local ecosystems
	YES
	NO

	
	
	☐
	☒

	Risk:


(this box should expand as you type)
	How will you address any risks?






SECTION R: Disclosure and Barring Service

	Disclosure and Barring Service

	1
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	
	Does your research require you to hold a current DBS Certificate?
	☐
	☒
	☐

	2
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	




[bookmark: SEX_S]SECTION S: Declaration
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Policy which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 


	1
	Name of applicant
	Mihaela Delia Ilie

	2
	Electronic or written signature of applicant:
	

	3
	Date
	02/10/2025

	4
	Name of Director of Studies
	

	5
	Electronic or written signature of Director of Studies:
	 Kathryn Flynn

	6
	Date
	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	1
	☒
	I have read the guidance notes supplied before completing the form.

	2
	☒
	I have completed all relevant sections of the form in full.

	3
	☒
	I have attached a copy of the Participant Information Sheet (PIS) or Consent Form

	4
	☒
	I have attached a completed copy of the Trusted Research and Innovation Checklist (where applicable)

	5
	☒
	I have attached a full risk assessment (where appropriate) 

	6
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice

	7
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Data Management Policy

	8
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Export Control Policy

	9
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Open Access Research Policy

	10
	I have completed the following appendices:
	1
	☐
	2
	☐
	3
	☐
	4
	☐

	
	
	5
	☐
	6
	☐
	7
	☐
	8
	☐



	
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.







[bookmark: APP_1]APPENDIX 1 – Grant or Contract Funding

	A1.1
	Has your research been awarded external funding?
	YES
	☐
	NO
	☒

	A1.2
	Have you applied for funding / awaiting decision?
	YES
	☐
	NO
	☒

	A1.3
	Are you intending to apply for funding?
	YES
	☐
	NO
	☒

	[bookmark: _Hlk152243903]A1.4
	Funding Body
	

	A1.5
	Lead institution (grant holder)
	

	A1.6
	If awarded, grant reference
	

	A1.7
	If awarded, grant value
	

	A1.8
	If awarded, start date and duration
	



	
	
	
	
	


	Return to the main form






[bookmark: APP_2]APPENDIX 2: External Collaborative Research Activity

	INSTITUTION 1                        

	[bookmark: _Hlk152247185]A2.1
	Name
	


	A2.2
	Researcher name and position 
	


	A2.3
	Role in project (e.g. co-investigator)
	


	A2.4
	Contact e-mail address
	


	A2.5
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☐
	☐

	[bookmark: _Hlk152841402]
	
	




	INSTITUTION 2                      

	A2.6
	Name
	


	A2.7
	Researcher name and position 
	


	A2.8
	Role in project (e.g. co-investigator)
	


	A2.9
	Contact e-mail address
	


	A2.10
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☐
	☐

	
	
	




	INSTITUTION 3                       

	A2.11
	Name
	


	A2.12
	Researcher name and position 
	


	A2.13
	Role in project (e.g. co-investigator)
	


	A2.14
	Contact e-mail address
	


	A2.15
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☐
	☐

	
	
	




Add additional collaborators as needed

	
	
	
	
	


	Return to the main form


[bookmark: APP_3]


APPENDIX 3: Research Undertaken Outside of the UK

	A3.1
	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural and/or legal sensitivities or vulnerabilities of participants. Describe the measures you have taken to comply with these and provide evidence of approvals etc. If you live in the country where you will do the research then please state this. If you have a local research supervisor or research advisor then please give their contact details here.

	



(this box should expand as you type)

	A3.2
	Responsible Research and Innovation
If research is taking place overseas please refer to the UWTSD Trusted Research and Innovation Policy and complete the Trusted Research and Innovation Checklist and submit it with this form.

	A3.3
	Confirm that you have read the Trusted Research and Innovation Policy
	☐



	If you are a postgraduate research student working with a research supervisor or research advisor at your local university then you do not need to fill in any more sections of this appendix.
If you are working in a research collaboration with an overseas partner please complete the remaining sections of this appendix.
	Return to the main form


[bookmark: _Hlk160779412]
	Organisational Details

	A3.4
	Name of Organisation 

	

	A3.5
	Country where organisation is based:

	

	A3.6
	Registration number and name of registration body (examples of relevant registration bodies are government, tax, corporation, charity, educational authority):

	

(this box should expand as you type)

	A3.7
	What is the legal status of the organisation? (for example: public university, private university, charity, private company, non-profit making company, government research organisation, independent research organisation) Please include the date of foundation. Note: We may be required to ask for evidence of this at a later stage.

	

(this box should expand as you type)

	A3.8
	Is your organisation affiliated to any other organisation? (i.e. is the organisation legally part of a larger organisation or a group of larger organisations).

	

(this box should expand as you type)

	A3.9
	Name(s) of investigators in the organisation who will be responsible for the collaborative research and innovation 

	

(this box should expand as you type)




	About New Partners

	A3.10
	Why does a partner want to work with you?

	

(this box should expand as you type)

	A3.11
	What are they expecting in return for their financial support or involvement?

	

(this box should expand as you type)


	A3.12
	Is the organisation associated with a country which may be viewed as hostile to the UK or one which has different democratic and ethical values from our own? If you have ticked YES, please briefly describe below how you will maintain the UK’s democratic and ethical values within the research.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.13
	Has due diligence into the partner identified any involvement in research on behalf of the military or police with links to a hostile state? If you have ticked YES, please summarise below how you will prevent information from this research from being released to these organisations.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.14
	Set within the context of any information gained from due diligence, could your research be misused or have unintended applications which would be negative? If you have ticked YES, please summarise below how this might occur.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.15
	Are there any legal, regulatory or university policy constraints on undertaking your research with this partner? If you have ticked YES, please summarise these below.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.16
	Having considered the answers to questions A3.10-A3.15, are there potential reputational or ethical risks to you or the university? If you have ticked YES, please summarise these risks below.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)




	About Research Relationships
	YES
	NO

	A3.17
	Are the terms of any proposed Memorandum of Understanding (MoU) in keeping with the expectations of your department and university?
	☐
	☐

	A3.18
	Are you providing existing intellectual property (IP), research data, confidential or personally identifiable data to the project? If so, how is this going to be protected?
	☐
	☐


	


(this box should expand as you type)

	A3.19
	Who will own any IP that is generated?

	

(this box should expand as you type)

	A3.20
	What plans do you have in place for protecting the resulting IP?

	

(this box should expand as you type)

	A3.21
	What contractual requirements are you able to put in place to protect the interests of your academic institutions?

	

(this box should expand as you type)

	A3.22
	What access will the research partner have to your IT network? If they do have access, what broader visibility might this provide?

	

(this box should expand as you type)

	A3.23
	Is there any physical separation or protection required between research in similar fields?

	

(this box should expand as you type)




	About Existing Partners

	A3.24
	Would proceeding with the research raise potential conflicts of interest with existing research partners? If you have ticked YES, please explain these conflicts below.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.25
	Have you spoken with your existing partners about any potential conflict of interest? If you have ticked YES, please briefly summarise their response(s) below.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.26
	Does any non-disclosure agreement for this project include an expectation that you will need to provide visibility to existing partners? If you have ticked YES, please explain below how this will be managed.
	YES
	NO

	
	
	☐
	☐

	


(this box should expand as you type)

	A3.27
	Will this research breach any existing contractual agreements that you, your department or university already have? If you have ticked YES, please explain below how this will be managed.
	YES
	NO

	
	
	☐
	☐


	


(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_4]APPENDIX 4: Research with Vulnerable People

	Will the research involve data processing involving the following data subjects:
	YES
	NO

	A4.1
	Children under 16
	☐
	☐

	A4.2
	Adults with learning disabilities
	☐
	☐

	A4.3
	Adults with other forms of mental incapacity or mental illness
	☐
	☐

	A4.4
	Adults in emergency situations
	☐
	☐

	A4.5
	Prisoners or young offenders
	☐
	☐

	A4.6
	Those who could be considered to have a particularly dependent relationship with the investigator, e.g. members of staff, students
	☐
	☐

	A4.7
	People who have not given their explicit consent to participate in the project
	☐
	☐

	A4.8
	People engaged in illegal activities
	☐
	☐

	A4.9
	Any other people who can be considered vulnerable in the context of this project
	☐
	☐

	Please justify the inclusion of the above people (if applicable), explaining why the research cannot be conducted on non-vulnerable people.

	A4.10
	



(this box should expand as you type)

	Please give details of extra steps taken to assure the protection of vulnerable people participating in the research.  You should describe any arrangements to be made for obtaining consent from a legal representative.

	A4.11
	



(this box should expand as you type)

	It is the researcher’s responsibility to check whether a DBS check (or equivalent) is required and to obtain one if it is needed. Please confirm:

	A4.12
	DBS Check required? 
	YES
	NO

	
	
	☐
	☐

	A4.13
	DBS certificate obtained? 
	YES
	NO
	N/A

	
	
	☐
	☐
	☐



	
	
	
	
	


	Return to the main form





[bookmark: APP_5]APPENDIX 5: Research Involving Animals
	The use of animals in research is tightly governed and monitored by law and by the Home Office, specifically under the Animals (Scientific Procedures) Act 1986 and its accompanying codes of practice and processes. The Act regulates procedures that are carried out on protected animals for scientific or educational purposes that may cause pain, suffering, distress or lasting harm. Under the Act, a protected animal is ‘any living vertebrate, other than man, and any living cephalopod’. The University does not hold a Home Office issued Establishment Licence and therefore researchers must ensure that any proposed work involving animals is either exempt from the Act or falls outside of its scope. Exempted research, for example involving routine veterinary practice or clinical veterinary research, may still require external ethical approval from the Royal Society of Veterinary Surgeons. When undertaking collaborative research involving animals, the UWTSD Research Ethics Committee must be assured that the partner institution(s) conform to the appropriate regulatory framework or legislation, and have approval from their local Research Ethics Committee. Any such work must follow the guidance of the National Centre for the Replacement, Reduction and Refinement of Animals in Research, known as the 3Rs.  In all cases, advise must be sought from INSPIRE for any proposed research involving animals, either at UWTSD, or by research collaborators in partnership with UWTSD. This should be at the very early stages of research design, so that an appropriate due diligence exercise can be undertaken.

	Will the research involve any work with any of the following animals (including observation in their natural habitat)
	YES
	NO

	[bookmark: _Hlk156319509]A5.1
	Any living vertebrates, other than humans?
	☐
	☐

	A5.2
	Any living cephalopods?
	☐
	☐

	[bookmark: _Hlk156462984]A5.3
	Has INSPIRE undertaken an initial due diligence exercise?
	☐
	☐

	[bookmark: _Hlk156464303]A5.4
	Due diligence assessment appended to this application?
	☐
	☐

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. 

	[bookmark: _Hlk156464347]A5.5
	

(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_6]APPENDIX 6: Research with Staff or Offenders in Prison Establishments and Probation Services 

	Research with staff and/or offenders in prison establishments, the Probation Service or within His Majesty’s Prison and Probation Services requires additional approvals.

	Will the research involve any of the following?
	YES
	NO

	A6.1
	Staff in prison establishments
	☐
	☐

	A6.2
	Offenders in prison establishments
	☐
	☐

	A6.3
	The Probation Service
	☐
	☐

	A6.4
	His Majesty’s Prison and Probation Services
	☐
	☐

	All researchers wanting to conduct research with staff and/or offenders in prison establishments, the Probation Service regions or within HM Prison and Probation Service (HMPPS) Headquarters are required to formally apply for research approval to the HMPPS National Research Committee (NRC). Before doing so, INSPIRE must undertake an initial due diligence exercise. If you have not contacted INSPIRE, please do so immediately. If YES to any of the above, please confirm:

	[bookmark: _Hlk156464314]A6.5
	Has INSPIRE undertaken an initial due diligence exercise?
	☐
	☐

	A6.6
	Have you applied to the HMPPS National Research Committee (NRC)?
	☐
	☐

	A6.7
	Has HMPPS National Research Committee approval been granted? If yes, please append to this application. 
	☐
	☐

	A6.8
	Due diligence assessment appended to this application?
	☐
	☐

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. 

	A6.9
	




(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_7]APPENDIX 7:  Health and Social Care Research 
	All health and social care research must have a sponsor as defined by the Health Research Authority UK Policy Framework for Health & Social Care.  The University will under no circumstances act as the sponsor of health and social care research (i.e. that which requires approval by a NHS Research Ethics Committee). In all cases, therefore, an appropriate collaborating partner must lead the research.  Any health and social care research therefore requires an initial due diligence exercise, which will be undertaken by INSPIRE. The purpose of the due diligence exercise is to ensure that the University has the capability to undertake the research, either independently or in collaboration with research partners. This will include advice on suitable collaborative arrangements and the appropriate involvement of UWTSD researchers in the proposed research study.  This is likely to apply to the following areas:

	Will the data processing involve:
	YES
	NO

	A7.1
	Participants who have been recruited on the basis of medical and health conditions, life stage or other physical or mental attribute.
	☐
	☐

	A7.2
	Participants who will engage in physical exercise, activity or exertion of any kind, or who use exercise equipment, assistive devices or other apparatus for the purposes of the research study. This includes interventions that are minimally invasive.
	☐
	☐

	A7.3
	Patients and users of the NHS (including NHS patients treated in the private sector).
	☐
	☐

	A7.4
	Individuals identified as potential participants because of their status as relatives or carers of patients and users of the NHS.
	☐
	☐

	A7.5
	Patients who are cared for in private and voluntary sector nursing homes.
	☐
	☐

	A7.6
	Confidential patient information.
	☐
	☐

	A7.7
	Clinical trial of a medicinal product or medical device.
	☐
	☐

	A7.8
	Access to organs or other bodily material of past and present NHS patients, or any material consisting of or containing human cells.
	☐
	☐

	A7.9
	Use of human tissue (including non-NHS sources) where the collection is not covered by a Human Tissue Authority licence.
	☐
	☐

	A7.10
	Foetal material and IVF involving NHS patients.
	☐
	☐

	A7.11
	The recently deceased under NHS care.
	☐
	☐

	A7.12
	NHS staff or premises.
	☐
	☐

	A7.13
	Practising midwives conducting a clinical trial.
	☐
	☐

	A7.14
	Investigational medicinal product.
	☐
	☐

	A7.15
	Medical devices that are not CE-marked or CE-marked medical devices that have been modified or are being used for a new purpose.
	☐
	☐

	A7.16
	Exposure to ionising radiation.
	☐
	☐

	A7.17
	Other health and social care related research.
	☐

	☐


	Please specify 



(this box should expand as you type)
	
	

	Researchers proposing to work on projects involving health and social care research must check whether their study meets the HRA definition of research and whether it should undergo ethics review by a NHS Research Ethics Committee. If you have answered YES to any of questions A7.1-A7.17 then this is likely to be the case and sponsorship by a third party will be required. This can be checked via the Health Research Authority’s Decision Tool : https://www.hra-decisiontools.org.uk/research/  

	A7.18
	Does the research meet the HRA definition of research?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☐

	A7.19
	Is the Research being sponsored by a collaborating partner?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☐

	A7.20
	Has NHS ethics approval been granted?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☐

	A7.21
	Has INSPIRE undertaken an initial due diligence exercise?
	YES 
	NO

	
	
	☐
	☐

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. If you have not contacted INSPIRE, please do immediately. 

	A7.22
	




(this box should expand as you type)



	A7.23
	Have you been granted NHS ethical approval?
	YES
	Click to continue to Section R
	NO
	Return to the main form






[bookmark: APP_8]APPENDIX 8: Export Control for Research with Potential Military End Uses
	Export controls apply to the physical, electronic or oral transmission outside the UK of applied research, sensitive technology, software and equipment that could potentially be misused, either directly or indirectly, for military purposes. These legal controls are a serious obligation and UWTSD researchers must actively manage the risks of these being misused to fuel conflict, threaten national security, support terrorism and crime, violate human rights or proliferate Weapons of Mass Destruction.  UWTSD’s Export Control Policy provides a clear six step process to determine if your research is covered by export controls. Please complete the following screening to judge if you need to compete a full export control assessment. If you are in any doubt, then please contact INSPIRE. Any research in UWTSD involving the following high-risk areas must be screened.
Will the research involve:

	Defence
	YES
	NO

	A8.1
	Military equipment and munitions
	☐
	☐

	A8.2
	Defence equipment, including satellites
	☐
	☐

	A8.3
	Technical data, including some border and port information
	☐
	☐

	A8.4
	Dual use research
	☐
	☐

	Materials and Technologies
	YES
	NO

	A8.5
	Nuclear materials, facilities and equipment
	☐
	☐

	A8.6
	Chemicals, microorganisms and toxins
	☐
	☐

	A8.7
	Electronics design, development and production
	☐
	☐

	 A8.8
	Computers
	☐
	☐

	A8.9
	Telecommunications
	☐
	☐

	A8.10
	Sensors and lasers
	☐
	☐

	A8.11
	Navigation and avionics
	☐
	☐

	A8.12
	Marine technology
	☐
	☐

	A8.13
	Composite materials
	☐
	☐

	A8.14
	Aerospace and propulsion
	☐
	☐

	Sensitive Information
	YES
	NO

	A8.15
	Cryptology
	☐
	☐

	A8.16
	Counterterrorism
	☐
	☐

	A8.17
	Counternarcotics
	☐
	☐

	A8.18
	Cyber-related
	☐
	☐

	A8.19
	Non-proliferation
	☐
	☐

	A8.20
	Transnational criminal organisations
	☐
	☐





	Genetic Resources
	YES
	NO

	A8.21
	Genetic material of actual or potential value
	☐
	☐

	A8.22
	Organisms, or parts thereof
	☐
	☐

	A8.23
	Populations (or organisms)
	☐
	☐

	A8.24
	Other biotic components of ecosystems
	☐
	☐

	A8.25
	Domesticated or cultivated species in which the evolutionary process has been influenced by humans
	☐
	☐



	Will you be exporting military or dual-use technology, now or possibly in the future? This information may take many forms, including:
	YES
	NO

	A8.26
	Physical transfer of goods, technologies, material or equipment
	☐
	☐

	A8.27
	Blueprints
	☐
	☐

	A8.28
	Plans
	☐
	☐

	A8.29
	Diagrams
	☐
	☐

	A8.30
	Models
	☐
	☐

	A8.31
	Formulae
	☐
	☐

	A8.32
	Tables
	☐
	☐

	A8.33
	Engineering designs and specifications
	☐
	☐

	A8.34
	Manuals and instructions
	☐
	☐

	A8.35
	Software
	☐
	☐

	A8.36
	Know-how
	☐
	☐



	Will your project transfer technology using any of the following physical methods?
	YES
	NO

	A8.37
	USB flash drives
	☐
	☐

	A8.38
	Portable hard drives
	☐
	☐

	A8.39
	Laptops
	☐
	☐

	A8.40
	Tablets
	☐
	☐

	A8.41
	Intangible forms by using electronic media, such as email, phone storage and cloud file sharing
	☐
	☐

	A8.42
	Physical exports
	☐
	☐



	Will your project involve any of the following?
	YES
	NO

	A8.43
	Oral transfer by phone or videoconferencing or presentations
	☐
	☐

	A8.44
	Travelling overseas for any purpose, while unintendingly carrying any of the above.
	☐
	☐

	A8.45
	Will you be hosting foreign visitors?
	☐
	☐





	If you answer YES to any of questions A8,1-A8.45 then you should complete a full export control assessment and append that to this application. Before doing this please contact INSPIRE who will advise further.
	YES
	NO

	A8.46
	Full export control assessment required?
	☐

	☐


	A8.47
	Full export control assessment completed?
	☐

	☐


	A8.48
	Full export control assessment appended?
	☐

	☐




	
	
	
	
	


	Return to the main form
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Monthly Guest Satisfaction Scores (January-June 2025)

Internal Survey Score	January	February	March	April	May	June	Average	3.9	4.2	4	3.7	3.8	4.0999999999999996	3.95	Online Review Rating	January	February	March	April	May	June	Average	4.0999999999999996	4.3	4.2	3.9	4	4.2	4.12	Number of Reviews	January	February	March	April	May	June	Average	47	52	61	58	55	49	54	




Correlation Coefficient (r)	Overall UWES-9 Score and Internal Guest Satisfaction	Dedication Score and Online Reviews	Vigour Score and Guest Satisfaction	Training Opportunities Rating and Guest Satisfaction	Recognition Rating and Guest Satisfaction	0.67	0.72	0.61	0.57999999999999996	0.64	



Employee Priority Ranking	Structured training and development programmes	More frequent performance feedback	Enhanced recognition systems	Improved staffing levels during peak periods	Better two-way communication mechanisms	Career progression pathways	1	2	3	3	5	6	


UWES-9 Engagement Dimension Scores

Mean Score	Vigour	Dedication	Absorption	Overall Engagement	3.8	4.0999999999999996	3.4	3.8	Standard Deviation	Vigour	Dedication	Absorption	Overall Engagement	1.2	0.9	1.4	1	



Workplace Engagement Practices Ratings

Mean Score	Regular performance feedback	Manager recognition of contributions	Training and development opportunities	Feeling valued as team member	Clear and timely management communication	Adequate resources for job performance	Opinions listened to at work	Understanding work contribution to guest satisfaction	Team collaboration encouraged	Work-life balance support	3.2	3.6	2.8	3.9	3.4	3.7	3.1	4.3	4	3.3	Standard Deviation	Regular performance feedback	Manager recognition of contributions	Training and development opportunities	Feeling valued as team member	Clear and timely management communication	Adequate resources for job performance	Opinions listened to at work	Understanding work contribution to guest satisfaction	Team collaboration encouraged	Work-life balance support	1.1000000000000001	1	1.3	0.8	1.2	0.9	1.4	0.7	0.8	1.2	
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Hi Mihaela,

| have had a read through and |
am happy for you to proceed.

Kind Regards,

James Foxall
General Manager

Holiday Inn Express Wigan |
Martland Mill Lane, Wigan,
WN5 0LX 01942 311311

www.hiexwigan.co.uk |
www.ihg.com
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