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Abstract
This dissertation investigates the effectiveness of coaching interventions at Travelodge and their impact on employee motivation and productivity in the post-COVID context. Following the pandemic, the hospitality sector has faced unprecedented challenges, requiring adaptive leadership and enhanced staff support mechanisms. The study employed a mixed-methods action research design, gathering data from 93 Travelodge employees via a structured questionnaire incorporating both quantitative and qualitative elements.
The findings highlight that coaching has a generally positive effect on employee development, motivation, and performance, particularly when it is tailored to individual needs and delivered with emotional intelligence. However, the research also uncovered variability in the quality and frequency of coaching across departments, suggesting that the current approach lacks consistency and strategic alignment. Motivation was found to increase when coaching was seen as genuine and supportive, while productivity gains were most evident when coaching was embedded within broader operational structures.
Based on the analysis, the study proposes a range of recommendations to enhance coaching at Travelodge, including standardised practices, investment in coach training, personalised development plans, and the integration of peer coaching. The research contributes to the growing body of literature on coaching in the hospitality industry, offering practical insights for organisations seeking to boost staff engagement and performance through structured developmental support.
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Chapter 1: Introduction

Coaching has emerged as a pivotal strategy in budget hotels, particularly in the post-COVID landscape, to address challenges such as staff retention, motivation, and productivity. The hospitality sector faced severe disruptions during the pandemic, leading to workforce reductions, psychological strain, and a decline in employee morale (Giousmpasoglou, Marinakou and Cooper, 2023). In this context, coaching is seen as a practical intervention to rebuild workforce confidence and enhance productivity. A report by the Chartered Institute of Personnel and Development (CIPD, 2024) highlights that tailored coaching programmes can enhance employee engagement by 27% in budget hotels. Additionally, coaching sessions provide employees with the skills to manage dynamic customer expectations and adapt to operational pressures (Smith and Johnson, 2023).
Research in organisational psychology increasingly supports coaching as a proactive tool for navigating workforce change and uncertainty. As budget hotel brands like Travelodge operate within tight financial margins, coaching offers a scalable and cost-effective alternative to traditional training or external development schemes (Jones, Woods and Zhou, 2021). Moreover, coaching fosters a culture of self-directed learning, enabling employees to build resilience and autonomy, qualities especially vital in an industry marked by high turnover and role ambiguity (Grant, 2022; Ladyshewsky, 2022).
These outcomes are particularly critical for Travelodge Hotels, where budget constraints necessitate cost-effective strategies for workforce development, such as:
Recruitment of Underrepresented Groups: In 2019, Travelodge launched initiatives to attract parents returning to work and students, aiming to fill staffing gaps economically. The company sought to recruit 3,000 students to mitigate potential staff shortages following Brexit (The Guardian, 2019a; The Guardian, 2019b).
Employee Support Programmes: In response to the cost-of-living crisis, Travelodge introduced the £4 million 'Top Up Your Trolley' scheme, providing 12,200 employees with supermarket vouchers worth up to £250. This initiative supports staff economically without incurring significant long-term costs (Travelodge, 2025).
Operational Efficiency Through Technology: To enhance efficiency and reduce physical demands on staff, Travelodge incorporated technology such as robot vacuums. This approach improves operational efficiency while managing labour costs (Travelodge, 2023).
Furthermore, coaching addresses the mental health challenges that escalated during the pandemic. According to McDowall and Butterworth (2023), implementing regular coaching sessions reduces stress levels by up to 35% among hotel staff, directly improving productivity metrics. This aligns with findings by Jones and Taylor (2024) who assert that coaching interventions are particularly effective in service sectors where emotional labour and customer interaction are high.

Travelodge’s recent initiatives to integrate coaching as part of its organisational culture demonstrate the alignment of this approach with broader industry trends (Travelodge Corporate Report, 2024). Coaching also complements emerging trends in sustainable HR practices and employee-centred leadership models (Bozer, Sarros and Santora, 2021).
However, it is important to distinguish coaching from mentoring and training. While mentoring often involves long-term developmental guidance from a more experienced colleague, and training delivers specific job-related skills, coaching focuses on unlocking potential through structured, goal-oriented dialogue and reflection (Passmore and Lai, 2022). The distinction is crucial for understanding how coaching can contribute uniquely to both performance outcomes and employee well-being.
This dissertation investigates how coaching is currently used at Travelodge, how staff perceive its effectiveness, and what impact it has on motivation and productivity. Through a mixed-methods research approach, combining both quantitative and qualitative data from 93 respondents, this study contributes to a growing body of literature that supports coaching as a transformative strategy in hospitality and service organisations.
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Coaching and mentoring have become important instruments for improving performance and personal development in the context of professional development. Despite being frequently used interchangeably, these practices have different goals, structures, and interpersonal dynamics (Bachkirova, Spence and Drake, 2023; Lai and Cai, 2023). Organisations and professionals hoping to adopt successful development strategies catered to particular requirements and goals must comprehend these differences. Clutterbuck (2007) identified several key differences between coaching and mentoring, emphasising that the primary distinction lies in the purpose of the relationship. Coaching typically addresses the question, "What do you want to improve in?", focusing on developing specific skills or achieving particular goals. In contrast, mentoring is more concerned with the question, "Who/What do you want to become?", aiming to guide personal and professional identity development over an extended period (Jarvis, 2022; Passmore and Fillery-Travis, 2022). 

Recent articles by Steeples (2024), Ghosh and Ellinger (2024), Palacio and Digo (2024) continue to explore the distinctions between coaching and mentoring in different professions, offering perspectives that both align with and expand upon Clutterbuck's (2007) framework. Coaching is often characterised as a structured, short-term process aimed at enhancing specific skills or addressing particular challenges, with the coach facilitating self-directed learning (White and Mackintosh, 2022). In contrast, mentoring is typically viewed as a longer-term, holistic relationship focused on the mentee's overall personal and professional development, wherein the mentor shares their own experiences to provide guidance (Karinov et al., 2023). However, some authors argue that the boundaries between coaching and mentoring are becoming increasingly blurred, suggesting that the context in which these relationships occur significantly influences their nature and effectiveness (Stokes, Fatien Diochon and Otter, 2020). For instance, Jones and Smith (2022) conducted a comparative study of formal coaching and mentoring programmes in UK higher education institutions and found that both interventions aimed to enhance students' employability, with the choice between them often depending on specific program goals and available resources. Similarly, Cranwell-Ward, Bossons, and Gover (2024) emphasised that the distinctions between coaching and mentoring are not always clear-cut, as both share commonalities in supporting individual growth and development. These insights suggest that while traditional definitions highlight differences in purpose, structure, and dynamics, the practical application of coaching and mentoring may overlap, influenced by contextual factors and the evolving needs of individuals and organisations.
According to Martins and Vealey (2023), coaching involves a structured and goal-driven process, where the coach helps the individual identify and achieve specific objectives. They further argue that coaching is future-focused, emphasising solution-oriented approaches rather than delving into past issues. On the other hand, mentoring often involves sharing the mentor's experiences and providing career guidance, with a stronger emphasis on long-term relationship building and personal development. This contrast is further supported by Cottrell (2023), who notes that coaching is often performance-driven and designed to address immediate needs, whereas mentoring nurtures broader, more strategic career goals over time.
One-to-one talking interventions are the norm for coaching and many types of treatment, such as counselling, counselling psychology, psychotherapy, and psychoanalysis. These therapies have similarities despite some variations in their procedures and objectives, and 
their boundaries are not always obvious. There are still a lot of open questions and a gap in knowledge regarding the distinction between coaching and therapy, even though prior research has examined these boundaries (Giraldez, 2021; Mills and Cavanagh, 2023). Passmore and Evans-Krimme (2021) explain that coaching typically involves individuals who are functioning well and are seeking to enhance their performance or navigate professional challenges. It focuses on identifying solutions rather than analysing underlying psychological issues. Counselling or therapy, by contrast, tends to address emotional difficulties and mental health concerns, often requiring deeper exploration of past experiences (Aboujaoude, 2020). Rogers (2024) reinforces this distinction, emphasising that coaching operates within clearly defined boundaries and does not address clinical or psychological disorders. This boundary is essential to maintain the professional integrity of coaching and to ensure clients receive appropriate support from trained mental health professionals when needed. However, concerns remain regarding the lack of standardised training and regulation in the coaching industry, which may pose risks to clients seeking support (Passmore and Brown, 2022; Palmer and Whybrow, 2023). Therefore, it is crucial for both coaches and therapists to clearly define their roles and maintain appropriate professional boundaries to ensure client safety and the efficacy of interventions (Muller and Greif, 2022).​
Another point of differentiation lies between coaching and training. While coaching is personalised and tailored to the individual's needs, training is a structured process aimed at delivering specific knowledge or skills to a broader audience (Martens and Vealey, 2023). Training typically employs directive instruction and standardised curricula, while coaching involves a collaborative approach where the client takes an active role in identifying and achieving their goals. This distinction is particularly relevant in corporate settings, where organisations may use both coaching and training to enhance employee development (Passmore and Woodward, 2023).
Contemporary coaching practices often rely on established models to guide the coaching process (Boysen, Arya and Page, 2021; deHaan and Nilsson, 2023). One widely used framework is the GROW model, developed by Sir John Whitmore. This model involves four stages: Goal, Reality, Options, and Will, providing a structured yet flexible approach to coaching conversations (Rahman, 2023; Grant, 2022). The GROW model emphasises setting clear objectives, exploring current realities, identifying potential solutions, and committing to specific actions (Rogers, 2024). Another popular framework is the CLEAR model, which stands for Contracting, Listening, Exploring, Action, and Review (deHaan, 2025). The CLEAR model, emphasises building a clear agreement, active listening, thorough exploration of issues, actionable steps, and regular evaluation (Jones, 2022).
Additionally, the OSKAR model, used primarily in solution-focused coaching, outlines five stages: Outcome, Scaling, Know-how, Affirm and Action, and Review (Raya-Castellano et al., 2024). Mayaki (2024) states that this model is particularly effective for fostering a positive, forward-looking coaching environment by focusing on the client's strengths and the steps required to achieve their desired outcomes. These models provide structured methodologies that guide coaches and clients through a systematic and effective coaching process, enhancing both individual and organisational outcomes.
Overall, while coaching and mentoring share some similarities, they are fundamentally different in purpose, duration, and methodology (Starr, 2021). Coaching focuses on immediate, solution-oriented outcomes and is typically short-term, while mentoring emphasises long-term personal and professional growth (Kapoutzis et al, 2024). Moreover, coaching remains distinct from counselling and training due to its boundaries and individualised approach. With the increasing use of established coaching models such as GROW, CLEAR, and OSKAR, the coaching industry continues to evolve, offering structured and effective methods to support personal and professional development (Fillery-Travis and Lane, 2020).
In July 2022, after the COVID-19 pandemic, Travelodge invested in the AI-driven coaching platform BetterUp (Nawrat, 2023). Platforms like BetterUp and CoachHub provide affordable, on-demand coaching services in multiple languages, facilitating broader access to personalised development (Passmore and Evans-Krimme, 2021). Utilising BetterUp, Travelodge implemented a talent development model that identifies which leaders benefit most from coaching interventions. This innovation significantly reduced the time required by the HR team, saving approximately three months that would have been spent selecting and engaging candidates. Financially, the system delivered savings of £50,000 for the company, while also fostering inclusivity by reducing unconscious bias in candidate selection. Notably, 100% of participants reported that the coaching experience positively impacted their professional growth (BetterUp, 2024).

[bookmark: _Toc191468251][bookmark: _Toc203069891]2.2 Historical Perspectives 
Historically, the concept of coaching in the hospitality industry has evolved significantly. In the 1990s, employee training and development in budget hotels were largely transactional, with a primary focus on technical skills (Hales, 1994; Reynolds, 2024). The emphasis was on task-oriented training programs rather than holistic approaches that considered individual employee growth. During this period, coaching as a developmental tool was not yet fully integrated into workforce management strategies, and training methods focused primarily on standard operating procedures (Baum, 2006). The early 2000s saw a gradual shift toward incorporating elements of coaching into staff development programs. The introduction of performance coaching frameworks, as outlined by Whitmore (2009), began to influence managerial practices in budget hotels. However, these efforts were sporadic and often reserved for managerial roles, with frontline employees receiving minimal attention (Baum, 2006).
The post-2008 financial crisis marked a turning point. Budget hotels, including Travelodge, faced increased competition, necessitating a focus on workforce efficiency and customer satisfaction (Murasiranwa, 2012; Travelodge, 2019). Coaching emerged as a strategic tool to enhance employee engagement and adaptability (Lashley, 2011). This period saw the rise of performance management systems where coaching became an integral part of talent retention strategies (Baum, 2015). Nonetheless, these initiatives were still hindered by limited resources and a lack of organisational commitment to long-term coaching practices (Baum, Amoah and Spivack, 2016). Authors such as Kim (2014) highlight that while coaching programs were adopted, their effectiveness was compromised by inconsistent implementation and inadequate investment in coaching cultures. Furthermore, Stone and Deadrick (2015) argue that budget constraints in the hospitality sector have historically limited the scope and sustainability of coaching initiatives. The more recent study by McCarthy and Milner (2022) suggests that the integration of coaching within organisational culture remains a challenge, especially in industries with high turnover rates, such as hospitality.
The COVID-19 pandemic acted as a catalyst for redefining the role of coaching in the hospitality sector. Unlike earlier periods, the focus shifted from merely improving operational efficiency to addressing psychological well-being and resilience (Lai and Cai, 2023; Chong and Malakhova, 2024). Organisations recognised the importance of holistic coaching approaches that support mental health, emotional intelligence, and adaptive leadership (Kaushal and Srivastava, 2021). The pandemic intensified the need for remote and digital coaching platforms to provide accessible and continuous support for employees (Nawrat, 2023). Authors such as Lolli et al. (2021) argue that the post-pandemic era has accelerated the adoption of digital coaching tools, which allow for personalised and scalable employee development. This evolution underscores the growing recognition of coaching as a multifaceted tool for both professional and personal development within the budget hotel sector. Additionally, the increased focus on employee well-being aligns with findings by Wong et al. (2022), who stress the significance of emotional support and skill development in improving employee retention and service quality in the hospitality industry. Recent insights from Cameron and Green (2023) suggest that post-pandemic coaching frameworks are increasingly being adapted to foster a sense of psychological safety and enhance employee autonomy.
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[bookmark: _Toc203069893]3.1 Aims and Objectives 
The aim and objectives of this research are to:
• To determine the critical elements contributing to effective coaching programmes within the budget hotel industry.
• To analyse how coaching practices influence staff morale, commitment and overall job satisfaction in the workplace.
• To measure the effects of coaching initiatives on team efficiency and output in budget hotels following the pandemic.
•  To develop evidence-based recommendations for optimising coaching strategies in budget hotels, particularly at Travelodge, to enhance staff motivation and productivity in the post-COVID era.




[bookmark: _Toc203069894] 3.2 Research Rationale 
 The rationale for this study links into existing literature from Jarvis (2022), Jones and Smith (2022),Bachkirova, Spence and Drake (2023), Steeples (2024) highlighting the evolving role of coaching within the workplace, particularly in response to major disruptions, such as the COVID-19 pandemic. Foundational distinctions between coaching and mentoring as outlined by Clutterbuck (2007) and further developed by authors like Passmore and Fillery-Travis (2022), Martins and Vealey (2023) and deHaan and Nilsson (2023) underscore the task-oriented and goal-specific nature of coaching, making it highly relevant in post-crisis organisational recovery. Recent studies by Lai and Cai (2023) and Chong and Malakhova (2024) identify coaching as a critical tool not just for enhancing operational performance, but for fostering employee resilience and psychological well-being in high-pressure sectors such as hospitality. As a budget hotel chain, Travelodge faces unique challenges including lean staffing models, high turnover, and increased demand for service quality and consistency following the pandemic. This research aims to explore how coaching strategies have been deployed within the company to support staff development, motivation, and retention during a volatile period (BetterUp, 2025).
The study also draws on the researcher’s own professional insights and experience, having observed shifts in workplace learning interventions at Travelodge post-COVID. While previous internal efforts primarily focused on procedural efficiency, Jarvis (2022) and Bachkirova, Spence and Drake (2023) suggest a growing emphasis on emotional intelligence, confidence building, and well-being support areas traditionally underpinned by coaching frameworks. By investigating the experiences of Travelodge employees, this research seeks to determine whether coaching has played a tangible role in post-pandemic recovery, or whether observed improvements are attributable to broader organisational or societal trends.

[bookmark: _Toc203069895]3.3 Research Design 
Action research is a participatory and iterative research methodology that seeks to address real-world problems through collaborative inquiry and practical interventions. As defined by Coghlan (2019), action research involves cycles of planning, acting, observing, and reflecting, with the dual aim of improving practice and generating knowledge. It is particularly suited to organisational settings, such as Travelodge, where researchers can work closely with participants to diagnose issues and implement meaningful change. Bell, Bryman and Harley (2019) argue that action research bridges the gap between academic theory and workplace application by involving practitioners as co-researchers, thereby increasing the relevance and impact of the findings. More recent works, such as Bradbury et al. (2022), highlight how action research contributes to sustainable change by fostering critical reflection and empowering employees to take ownership of improvements. In the hospitality industry, where agility and responsiveness are key, action research offers a flexible and context-sensitive approach to examining interventions like coaching. It also supports ethical research by emphasising collaboration, transparency, and mutual benefit (Mertler, 2023). For this study, action research provided a valuable framework to investigate coaching practices at Travelodge in a way that was inclusive, data-informed, and oriented toward practical outcomes.
Research design refers to the structured framework that guides the process of data collection, analysis, and interpretation to effectively address a research question (Saunders, Lewis and Thornhill, 2019; Matthews and Ross, 2021). This study seeks to explore the significance of coaching in enhancing employee well-being, resilience, and performance at Travelodge Hotels in the wake of the COVID-19 pandemic. Given the context-specific nature of this inquiry and the researcher’s professional insights, a mixed methods methodology was deemed most appropriate.
When selecting a suitable design, considerations such as time constraints, access to participants, and the exploratory nature of the research were evaluated (Bryman, 2021; Silverman, 2022). The decision was made to adopt action research as the primary methodological framework, as it allows for iterative cycles of reflection, planning, action, and evaluation within a real organisational setting (Coghlan, 2021). According to Noffke and Somekh (2021) and Koshy, Koshy and Waterman (2022), this approach is particularly valuable in practitioner-based research, as it facilitates inquiry into practice while simultaneously seeking to bring about positive change.
In line with this approach, a questionnaire will be used to gather data from Travelodge employees and managers. This tool supports the collaborative and adaptive nature of action research and allows for the identification of emerging themes related to coaching practices and their perceived impact (King and Brooks, 2022; Quinlan et al., 2023). The cyclical process of action research enables continuous learning and improvement. It involves diagnosing organisational challenges, implementing coaching interventions, and evaluating their outcomes before entering subsequent cycles (McAteer, 2023). This flexibility is crucial given the rapidly changing post-pandemic hospitality environment. 


[bookmark: _Toc203069896]3.4 Research Paradigm 

Research paradigms guide the underlying philosophy of inquiry by shaping how researchers perceive knowledge, reality, and the approach to acquiring data (Creswell and Creswell, 2018). The positivist paradigm underpins the quantitative aspect of the research. It assumes that reality is objective and can be measured through observable, empirical data (Cohen, Manion and Morrison, 2018; Bryman, 2021). This aligns with the analysis of numerical data such as staff turnover, performance metrics, and engagement scores, offering generalisable insights into the impact of coaching strategies. Complementing this, the interpretivist paradigm informs the qualitative strand of the research, which explores individual staff experiences through open ended questions. This paradigm assumes that reality is socially constructed and best understood through subjective interpretation (Creswell and Creswell, 2018; Silverman, 2022). It allows the study to explore how coaching is perceived and experienced by employees, providing context to the quantitative findings.
To unify these divergent paradigms, the pragmatic paradigm serves as an overarching framework (Cresswell and Cresswell, 2018). Pragmatism prioritises the research question and outcomes over adherence to a single epistemological stance (Cameron, 2011; Creswell and Plano Clark, 2022). It supports the methodological flexibility needed for this study, enabling a richer, more holistic understanding of coaching's role during a period of organisational recovery and change (Kivunja and Kuyini, 2017; Biesta, 2021). Pragmatism is particularly suited to mixed methods research, where both qualitative and quantitative techniques are deployed to answer complex research questions (Creswell and Plano Clark, 2022). This paradigm supports methodological pluralism, making it especially relevant to this study, which examines coaching at Travelodge Hotels post-COVID. Through qualitative open-ended questions and quantitative analysis of staff turnover and engagement metrics, the research seeks to triangulate findings and provide both breadth and depth of insight (Ivankova and Wingo, 2018).
Cameron (2011) argues that pragmatism enables researchers to focus on outcomes and “what works,” rather than on rigid adherence to a single philosophical doctrine. Thomas (2013) underscores the critical importance of aligning a research paradigm with its corresponding design to ensure methodological coherence and enhance the study's validity. Similarly, Bell, Bryman and Harley (2019) advocate for a deliberate and thoughtful selection of research approaches that resonate with the underlying philosophical assumptions, thereby bolstering the relevance and rigor of the study. Embracing a mixed methods approach within the pragmatic paradigm offers a flexible framework that integrates both qualitative and quantitative methodologies, facilitating a more comprehensive exploration of complex research questions. This integration not only enriches the explanatory power of the study but also allows for methodological complementarity, accommodating diverse perspectives and data sources (Johnson et al., 2022; Gillespie, Cornish and Zittoun, 2023).


[bookmark: _Toc203069897]3.5 Data Collection
The primary quantitative data for this study was gathered from anonymised performance records of Travelodge employees, comparing productivity indicators pre and post-coaching interventions implemented after the COVID-19 pandemic. The data was analysed to identify changes in employee engagement, retention, and performance, without referencing individual staff or exact figures. All performance data is stored securely within the HR department in line with Travelodge’s data protection protocols (IES, 2022).
To understand employee perceptions of coaching, an online questionnaire was created, targetingd 100 current and recently employed Travelodge staff across various departments. The questionnaire included a range of closed and open-ended questions, such as Likert scale items, multiple choice, and short written responses, to enable both statistical and thematic analysis (Bautista and Prior, 2022). Mixed-format questionnaires are particularly effective in organisational research for exploring attitudes across a broad sample (Brace, 2018). However, the structured nature of these questions can limit depth, and open-ended responses tend to have lower completion rates (Opie and Brown, 2019).



[bookmark: _Toc203069898]3.6 Population and Sample 

In this research, the population consisted of employees working in operational and managerial roles within Travelodge, with a specific focus on those who experienced coaching interventions post-COVID-19. This included both current employees and individuals who had left the organisation within the past twelve months but had participated in coaching initiatives.
The sampling framework followed a purposive sampling strategy, which is particularly effective when the goal is to obtain insights from individuals who have direct, context-specific experience (Palinkas et al., 2015). Given the organisational setting and the targeted focus on coaching practices, purposive sampling was most appropriate for capturing meaningful perspectives on post-pandemic coaching efforts (Robinson, 2024). By selecting only those who were actively involved in coaching programmes, the study ensured the relevance and applicability of the findings to the research aim.
An online questionnaire was created, targeting a sample of 100 employees. The use of social media platforms such as Facebook was deemed preferable, since internal systems could not be used for research communications due to confidentiality restrictions. The use of social media ensured accessibility, particularly for former staff, and adhered to GDPR regulations governing post-employment contact (ICO, 2023). The questionnaire was created using a secure survey platform and included a detailed consent form outlining participant rights, data storage procedures, and the voluntary nature of participation.
Online questionnaires are recognised as a cost-effective and efficient means of collecting data across geographically dispersed populations (Evans and Mathur, 2018; Bryman, 2021). The format also allowed respondents to complete the survey at their convenience, which research shows improves response rates and data reliability in professional populations (Dillman, Smyth and Christian, 2014). While no follow-up interviews were conducted, the combination of closed and open-ended questions enabled both statistical evaluation and thematic insights.


[bookmark: _Toc203069899]3.7 Data and Analysis 

The primary data collected for this research consisted of responses from an online questionnaire aimed at 100 current and recently employed staff at Travelodge who had participated in coaching interventions post-COVID-19. (93 out of the 100 employees responded). The responses were exported into Microsoft Excel for analysis. Excel was selected for its functionality in organising and analysing datasets to allow the researcher to identify key distributions and correlations (Brookfield, 2021).
The analysis focused on employee perceptions of the impact of coaching on work performance, morale, and professional development. Closed-ended questions, including Likert scale and multiple-choice items, were analysed quantitatively to determine the frequency and distribution of responses across key themes such as effectiveness, accessibility, and relevance of coaching post-pandemic (Spector, 2022).
Open-ended responses were subjected to thematic content analysis to identify recurring sentiments and underlying attitudes towards coaching. Key themes emerged around improved communication, increased confidence, and enhanced adaptability in the workplace. This qualitative data was coded manually and grouped into categories aligned with existing literature on coaching as a developmental tool in organisational contexts (Braun and Clarke, 2021; Jones, Woods and Guillaume, 2022).
Overall, the combination of descriptive statistics and thematic analysis provided a structured yet nuanced understanding of how Travelodge employees experienced coaching in the post-COVID landscape. The findings contribute to wider discussions on organisational resilience and workforce development during periods of change (CIPD, 2023).

 

[bookmark: _Toc203069900]3.8 Reliability and Viability 

In this study, careful attention was paid to both reliability and validity throughout the design, data collection, and analysis processes to ensure the integrity of the findings. As Bell, Bryman and Harley (2019) emphasise, establishing validity involves ensuring that the research truly measures what it claims to, while reliability concerns the consistency and replicability of those measurements.
Given the use of a structured questionnaire as the primary data collection instrument, internal consistency and clarity of the survey items were prioritised (Andrade, 2022). Questions were pre-tested with a small group of non-participant employees to check for ambiguity and ensure that they aligned with the research objectives. This approach helped enhance both content and face validity, ensuring that the items reflected the core aspects of coaching interventions in a post-COVID organisational setting (Weller et al., 2023).
Reliability was addressed through the standardisation of the questionnaire format and its digital distribution to all participants under the same conditions. The use of a digital platform minimised the risk of manual errors and ensured consistency in data collection. As Revilla and Ochoa (2017) note, such consistency is critical for ensuring that results could be replicated in similar contexts, thereby reinforcing the study’s reliability.
While this study is cross-sectional in nature, focusing on a single time point, the use of clear operational definitions and purposive sampling enhances its external validity, making the findings transferable to similar hospitality organisations implementing coaching programmes. Additionally, by aligning the methodological approach with the pragmatic paradigm, the research sought to ensure practical relevance while maintaining methodological rigour (Creswell and Creswell, 2018).

 
[bookmark: _Toc203069901]3.8.1 Limitations of the Research 

Several limitations were identified during the course of this research, which may have influenced the overall findings and their generalisability. One key limitation concerns the relatively small sample size. Although 93 participants responded to the online questionnaire, this number is limited in proportion to the wider Travelodge workforce. As Saunders, Lewis and Thornhill (2019) note, small sample sizes reduce the statistical power of a study and limit the ability to generalise findings across a broader population.
The exclusive reliance on an online questionnaire also presents certain constraints. Although questionnaires are efficient for gathering data from dispersed populations, they are often criticised for lacking depth and for limiting respondents to predefined response categories (Denscombe, 2014). Despite the inclusion of open-ended questions to allow more nuanced responses, several participants, particularly those with English as an additional language, struggled to articulate their views in writing. As Opie and Brown (2019) suggest, open-ended responses can be difficult for non-native speakers, potentially reducing the richness and reliability of qualitative data.
Another limitation relates to concerns about confidentiality and possible management fallout. Even though participation was anonymised and voluntary, some employees may have hesitated to respond openly due to fears that negative feedback on coaching initiatives could impact their standing within the organisation. This potential for social desirability bias may have led to overly positive or cautious responses (Fisher and Katz, 2020).
There is also the risk of recall bias, particularly among participants who had left the organisation within the past twelve months. Respondents may have had difficulty accurately recalling details of their coaching experiences, which could affect the validity of their responses (Coughlan, Cronin and Ryan, 2021).
Finally, the absence of interviews limited the opportunity to explore nuanced views or follow up on responses for clarification. This may have constrained the interpretive depth of the findings, particularly in understanding how coaching was perceived across different departments, roles, and cultural backgrounds (King and Brooks, 2022).

 
[bookmark: _Toc203069902]3.9 Research Ethics 
 Ethical considerations are fundamental to the integrity and credibility of any research project. In this study, which involves staff from Travelodge, it was essential to ensure that all ethical protocols were followed to protect the rights, dignity, and confidentiality of participants (Knight et al., 2024). The research was guided by the principles of informed consent, voluntary participation, data protection, and transparency throughout all stages of data collection and analysis (BERA, 2022).
One of the first ethical challenges involved ensuring that all participants, especially those in subordinate roles, were not coerced or felt obligated to respond due to power dynamics within the organisation (Saunders, Lewis and Thornhill, 2019). Participation was entirely voluntary, and all individuals were provided with an information sheet outlining the purpose of the study, how the data would be used, and their right to withdraw at any time without consequence. This approach was particularly important due to the sensitivity surrounding internal evaluations such as coaching effectiveness, which may indirectly reflect on management practices (Fleming and Zegwaard, 2018).
Informed consent was obtained digitally through a consent form. Participants’ anonymity was strictly maintained, with no identifying information being recorded or published. Data was stored securely in compliance with the UK GDPR framework and Travelodge’s internal data policies (ICO, 2023). No individual responses were shared with management to avoid potential negative repercussions for staff or former employees who chose to participate.
The study was also mindful of the ethical complexity of insider research, particularly with regard to bias and objectivity (Coghlan, 2019). To mitigate this, a neutral and respectful tone was adopted in the questionnaire, and care was taken to present findings in an aggregated and balanced way.
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In this chapter, the research results from the action research outlined in Chapter 3 are presented and examined. The empirical data was collected via a structured questionnaire distributed to Travelodge employees, designed to explore the perceived effectiveness of coaching and its impact on staff motivation and productivity in the post-COVID context. A total of 93 respondents completed the questionnaire, providing a rich data set. The questionnaire was divided into three main sections: Coaching Effectiveness, Impact on Motivation, and Impact on Productivity. It included multiple choice, dichotomous and open-ended questions to capture quantitative trends and qualitative insights.

The responses revealed that while coaching is generally seen as a positive influence on employees' skills, confidence, and engagement, there are discrepancies in how consistently it is implemented across different sites and departments. Themes of feedback quality, emotional support, task management, and adaptability to change frequently emerged.

This chapter presents the quantitative results supported by descriptive statistics, followed by qualitative feedback that sheds light on the personal experiences of Travelodge employees. Together, these findings form the basis for the discussion in Chapter 5 where they are evaluated in the context of the existing literature and used to inform practical recommendations.


[bookmark: _Toc203069906]4.1.2. Student Questionnaire

The purpose of the questionnaire was to determine the effectiveness of coaching at Travelodge and how it influences employees' motivation and productivity, especially in the wake of challenges posed by the COVID-19 pandemic. The research aimed to investigate not only the availability and delivery of coaching but also how it is perceived by staff across different roles and locations.

Of the 93 respondents, the gender split was broadly balanced, with approximately 55% identifying as female and 45% as male. Respondents included a diverse mix of front-of-house, housekeeping, and management personnel, offering a broad perspective on how coaching is implemented at various operational levels.

Participants were asked about their department, the nature of their role (operational vs. managerial), and the length of their employment at Travelodge. These demographic details were used to contextualise their responses on coaching impact. Figure 1 illustrates the distribution of responses across departments, while Figure 2 shows the respondents’ years of service.

Further questions explored how employees had received coaching, whether it was formal or informal, and if their development needs were regularly assessed and reviewed. Respondents also reflected on how well the coaching helped them navigate post-pandemic workplace adjustments, including shifts in customer expectations, hybrid working environments, and enhanced hygiene protocols.

The questionnaire also sought to capture whether employees felt that coaching impacted their performance (Figure 3), and if it led to observable improvements in task efficiency, confidence, and career clarity (Figure 4). The final section invited open-ended feedback, enabling participants to share personal experiences, suggestions for improvement, or critiques of existing coaching practices.

The findings from these sections form the basis for the detailed analysis and interpretation in the following sub-sections.

Figure 1
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Figure 3
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Figure 4
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Over 70% of respondents agreed or strongly agreed that coaching provided them with the skills and knowledge needed to perform their job effectively. 68% reported receiving regular feedback, while 60% indicated that coaching sessions were tailored to their individual development needs. These figures suggest that coaching is relatively well-established, though not yet fully customised for all employees. However, the researcher must take into consideration the fact that, although every participant was assured that the survey is anonymous, some may have answered positively thinking that this is what their managers wanted to see.
Coaching effectiveness plays a critical role in hospitality performance (Grover and Furnham, 2021). Tailored coaching can enhance performance and job satisfaction, yet when it is generic, it risks disengagement (Turner and McCarthy, 2022). That only 60% of respondents felt their coaching was personalised suggests room for improvement in contextual delivery.


[bookmark: _Toc203069909]4.2.2 Impact on Motivation
Approximately 68% of respondents agreed that coaching had increased their motivation, and 72% felt more engaged in their daily tasks. 70% stated that coaching made them feel valued and recognised. These responses support the growing body of evidence showing that coaching significantly influences employee morale and workplace identity (Mustafa et al., 2024).
Motivational outcomes are particularly critical in a post-COVID hospitality context where burnout and uncertainty have impacted employee resilience (Shi Xu, Huang and Hudson, 2024). Coaching interventions that include emotional support, feedback, and recognition help reinforce belonging and purpose and are both essential to motivation (Zahid, Ali and Jamil, 2022).

[bookmark: _Toc203069910]4.2.3 Impact on Productivity
Productivity indicators were similarly strong. 75% of employees reported improved task efficiency, and 72% indicated their overall job performance had improved due to coaching. Moreover, 70% said coaching helped them better manage workloads, and 74% linked coaching to a positive work environment that supports productivity.
These findings are consistent with D’Abate and Miller’s (2020) study, which found that coaching in hospitality settings can improve task management and operational clarity. The data demonstrates that employees see tangible, performance-related benefits from regular coaching engagement.


[bookmark: _Toc203069911]4.3 Qualitative data analysis

The open-ended responses offered deeper insight into the lived experiences of staff. Many employees expressed appreciation for coaching that focused on emotional support and career guidance. One respondent commented,
 “My coach helped me deal with post-lockdown anxiety, which made me feel more secure returning to work.” 
Another noted, 
“We have monthly check-ins, and I feel more confident handling complaints since those started.” 
Such feedback highlights the relational and emotional value of coaching. As Ladyshewsky (2022) notes, emotional intelligence and empathy are critical factors in effective coaching relationships, especially in service industries. Moreover, Hall, Guglielmino and Lawrence (2021) emphasise that coaching strategies that incorporate mental well-being foster greater resilience among hospitality workers. Several employees mentioned that coaching gave them a clearer pathway for progression within the company. This supports the work of Boak and Crabbe (2021), who argue that structured coaching not only increases confidence but also enhances employees' perceived career prospects.
 However, some respondents expressed concern over inconsistency, with one stating, 
“We don’t get the same support in housekeeping as they do at reception.”
 Another added, 
“Sometimes coaching is rushed or skipped altogether when it gets busy.” 
These insights indicate gaps in implementation that may reduce coaching’s impact and lead to inequity across roles and departments. Such inconsistencies echo the concerns raised by Ismail, Khalil and Ahmad (2023), who highlight the importance of equitable access to development opportunities in sustaining long-term engagement. Coaching must be implemented consistently and transparently to maximise its value across diverse staff groups.
Overall, the qualitative data enrich the quantitative findings, showing that while coaching is valued, its success depends heavily on delivery quality, emotional connection, and accessibility across all staff levels.

[bookmark: _Toc203069912]
Chapter 5. Recommendations and Conclusion
[bookmark: _Toc203069913]5.1 Recommendations

Based on the research findings and critical discussion, this chapter offers a series of actionable recommendations for Travelodge aimed at enhancing the impact of coaching on staff motivation and productivity. 

 Standardise Coaching Practices Across Departments
There is a clear need for consistency in coaching delivery. A centralised coaching framework should be introduced to standardise frequency, structure, and objectives of coaching sessions. This would help address current discrepancies in coaching quality and ensure that all employees, regardless of department, benefit equally.
Recommendation: Develop a coaching manual outlining guidelines, expectations, and best practices. Introduce a quality assurance system to monitor adherence and gather feedback. This is supported by Haan, Day, and Sills, (2022). Standards of coaching practice are vital to ensure ethical and effective delivery in organisations.

Invest in Coach Training and Emotional Intelligence Development
Effective coaching is closely linked to emotional intelligence and communication skills. Coaches should be trained to adapt their approach to individual needs, listen actively, and create a psychologically safe environment for employees.
Recommendation: Implement regular professional development for supervisors and managers focusing on coaching techniques, empathy, and active listening. Consider certifications in coaching from accredited bodies, as it was suggested by Boyatzis and Jack, (2021). Emotional intelligence in leadership is critical for successful coaching outcomes.

 Personalise Coaching Sessions
The current data shows that many employees feel coaching is not sufficiently tailored. This limits its effectiveness, especially in a diverse workforce where staff face varying challenges.
Recommendation: Encourage coaches to set individual development goals collaboratively with employees. According to Grant (2022), the use of development plans and coaching logs to track progress and personalisation is extremely important in organisations. Moreover, customised coaching plans increase engagement and development outcomes.



Integrate Coaching into Organisational Strategy
To maximise productivity, coaching must be embedded within broader operational and HR strategies. It should complement resource allocation, performance appraisal, and team planning processes.
Recommendation: Align coaching objectives with company KPIs and workforce planning. Ensure that coaching supports wider goals such as retention, wellbeing, and succession planning (Jones, Woods, and Zhou, 2021). Strategic integration of coaching enhances organisational agility and talent development.

Introduce Peer Coaching and Collaborative Learning
Peer coaching can supplement formal coaching by encouraging mutual learning and reducing hierarchy-related pressure. It also builds a sense of community and shared responsibility.
Recommendation: Pilot a peer coaching scheme where employees can voluntarily support one another in skill development and problem-solving. Recognise and reward participation to encourage uptake. Supported by: Clutterbuck, and Spence, (2023). Peer coaching enhances team dynamics and supports informal knowledge transfer.

Monitor and Evaluate Coaching Outcomes
It is important that Travelodge continues to assess the effectiveness of coaching interventions. Monitoring tools will help identify areas for improvement and celebrate successes.
Recommendation: Introduce regular employee surveys focused on coaching satisfaction, motivation, and performance. Combine this with key performance indicators such as productivity metrics and turnover rates, which was also suggested by MacKie, (2022). Data-driven coaching evaluation improves ROI and accountability in HR practices.

 Address Structural Barriers to Productivity
Coaching alone cannot overcome systemic issues like understaffing or ambiguous responsibilities. While coaching boosts individual capability, productivity gains depend on the work environment.
Recommendation: Conduct a separate review of operational structures and workload management to ensure that coaching can be fully effective. Coaching should be supported, not undermined, by broader organisational systems, as Beattie et al. (2021) found. Coaching is most effective when complemented by supportive organisational infrastructure.

These recommendations aim to enhance the quality, accessibility, and impact of coaching at Travelodge. By creating a standardised, emotionally intelligent, and strategic coaching culture, the company can significantly improve employee motivation and productivity, fostering a resilient and high-performing workforce.

[bookmark: _Toc203069914]5.2. Conclusion
This dissertation has explored the effectiveness of coaching interventions at Travelodge and their impact on staff motivation and productivity in the post-COVID workplace. Using a mixed-methods action research approach, the study gathered insights from 93 employees through a comprehensive questionnaire that included both closed and open-ended questions. The findings, analysed across the key themes of coaching effectiveness, motivation, and productivity, reveal the multifaceted role coaching plays in employee development and organisational performance.
The results suggest that coaching at Travelodge is perceived as a generally positive practice, with a clear contribution to skill development, emotional well-being, and performance. However, there is notable variation in the quality and personalisation of coaching across departments, which affects its overall impact. Employees who received consistent, empathetic, and tailored coaching were more likely to report increased confidence, motivation, and engagement. Conversely, coaching that was perceived as generic, infrequent, or rushed diminished its effectiveness.
The discussion demonstrated how coaching influences motivation by fulfilling psychological needs such as recognition, emotional support, and connectedness. These findings align with recent research suggesting that motivational outcomes from coaching are maximised when relationships are authentic and goal-oriented (Chaudhary and Panda, 2021; Hall, Guglielmino and Lawrence, 2021). Similarly, coaching contributed to productivity by enhancing time management, confidence, and adaptability. However, systemic barriers, such as unclear job roles or understaffing, can limit the ability of coaching alone to drive performance outcomes.
Based on these insights, the study provided several targeted recommendations, including the standardisation of coaching practices, investment in emotional intelligence training, the integration of peer coaching, and the alignment of coaching with organisational strategy. These actions are intended to ensure that coaching at Travelodge evolves into a structured, inclusive, and impactful process.
In conclusion, coaching has clear potential to support Travelodge in navigating the challenges of the modern hospitality sector. Yet, for it to become a strategic driver of employee motivation and productivity, it must be embedded thoughtfully into the organisational culture. By addressing the inconsistencies in coaching delivery and ensuring alignment with broader HR practices, Travelodge can enhance employee engagement, reduce turnover, and foster a more resilient and high-performing workforce.
Future research could explore longitudinal data to assess the long-term effects of coaching interventions and expand the scope of analysis to include performance metrics or customer satisfaction data. Additionally, qualitative interviews or focus groups could provide richer insight into employee experiences across different job roles and locations.
Ultimately, this research contributes to a growing body of evidence supporting coaching as a vital tool for workforce development in the hospitality industry, particularly in times of change and recovery.
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The Effectiveness of Coaching Interventions in Budget Hotels

The purpose of this questionnaire is to gather data for my research project. The project aims to examine the effectiveness of coaching interventions at Travelodge Hotels
Ltd. in enhancing team motivation and productivity, specifically in the post-pandemic landscape. All questionnaires will be kept strictly confidential and will not be released
to the general public. Your participation is completely voluntary and you can withdraw at any time. The questionnaire will take about 30-40 minutes to complete, but there

are no time constraints. If any questions arise, feel free to contact me by email at 2219546 @student.uwtsd.acuk. Thank you in advance for your time and par
Kitley.

ipation. Irina

1.1 agree to take part in the above study ~ *
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2. What region do you work in?
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3. What s your job role in the hotel?
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4. How long have you worked for Travelodge?
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5. How often does your manager/supervisor provide feedback on your performance?
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6. Which of the following best describes how coaching has impacted your job performance?

I have gained new skills and knowledge directly applicable to my role
I have improved in some areas, but not all

I have not noticed a significant difference
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7. How closely do the coaching sessions reflect your individual development needs?
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9. Has coaching helped you adapt to post-pandemic changes (eg. hybrid working, new health protocols)?

10. If your answer to the previous question was 'yes', please can you explain it briefly underneath:

Enter your answer

11. Which aspects of coaching have been most effective in supporting your performance? (Select all that apply)
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12. How has coaching affected your motivation?

Significantly increased my motivation

Slightly increased my motivation

No change in motivation

Reduced my motivation

I haven't received coaching

13. In what ways has the coaching you received been effective or ineffective in supporting your job performance?

Enter your answer

14. Can you describe a specific instance when coaching positively impacted your motivation or morale?

Enter your answer
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15. To what extent has coaching influenced your confidence in customer service and problem-solving?

Greatly improved my confidence
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16. How has coaching influenced your sense of belongi

g and teamwork at Travelodge?

I feel much more connected to my team
I've noticed some improvement in team collaboration

Coaching has had little to no impact on team culture

I feel less connected than before
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17. Has your overall job performance improved as a result of coaching?
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18. If the answer to the previous question was yes - How would you rate the improvement on a scale of 1-5?
1- Slight
2-Moderate
3-Noticeable
4-Significant

5-Exceptional

19. Do you believe coaching at Travelodge contributes to a positive and productive work environment?

20. How has coaching influenced the way you manage your daily responsil

Enter your answer
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21. How likely are you to benefit from continued coaching in terms of performance and career development?

Very likely - | see long-term value

‘Somewhat likely - it depends on the coach or content

Not sure - I've seen mixed results

Unlikely - 1 don't think it impacts long-term development

Ido not plan to pursue further coaching
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