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Executive Summary
The report is a critical assessment of the deficiencies in career development programs at Novotel Hotels in Wembley and their implications for employee motivation and service quality within the front office department. This report aims to point out how a lack of growth opportunities, limited internal mobility, and no formal mentorship would negatively affect employee motivation, thereby leading to high turnover and lowered service excellence. These findings indicate that career development practices are piecemeal, with no strategic framework aiming at achieving organisational objectives or the professional growth of the employees. Poor career advancement practices contribute to dissatisfaction, burnout, and disengagement among line staff, which directly relates to customer service quality, a critical aspect in the hospitality industry. Because of this, it is a report that calls for the introduction of a formal career development pathway, integrating clear progression opportunities with regular training and structured mentorship programs. In this regard, establishing such support mechanisms is important in terms of motivating employees to reduce turnover and enhance service delivery. Secondly, the management should put in place better communication with the staff on career expectations and feedback with the aim of providing a conducive environment where employees can feel valued and motivated. In turn, the engaging activities suggested can be expected to greatly enhance the involvement of the workforce, increase retention rates, and consequently lead to higher customer satisfaction. Gaining a competitive edge in developing employees will make certain that Novotel Hotels can continue providing excellence in service well into the future and ensure success in operations.
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RESEARCH PROJECT REPORT: EFFECT OF INEFFECTIVE CAREER DEVELOPMENT PROGRAMS ON EMPLOYEE MOTIVATION: A CASE STUDY OF THE FRONT OFFICE DEPARTMENT AT NOVOTEL HOTELS IN WEMBLEY
[bookmark: _Toc182602284]Introduction
Career development, directly related to customer experience and satisfaction, is one of the major motives that affect the motivation, retention, and performance of employees in the hospitality industry. Similarly, an ineffective advancement opportunity, in particular, tends to bring high turnover rates with lesser motivation. One of the most paramount areas of concern in Novotel Hotels in Wembley is that the employees working at the front office seem to be generally discontented with their careers not progressing further. At the same time, there are serious issues regarding a lack of avenues for professional development. This type of concern extends from the motivational level of individuals to the guests themselves since the front office serves as the first point of contact and dictates the tone for customer satisfaction. The aim of this research is to investigate how ineffective career development initiatives can impact employees' motivation and performance in the front office department at Novotel, thereby impacting staff retention and service quality. This research project will revolve around key issues such as an assessment of the current state of career development opportunities, an analysis of what influence the limited career development has had upon the level of the staff's motivation and productivity, and third, the role of mentors, training, and internal transfers in motivating people. It also attempts to make recommendations that would be actionable and in line with Novotel's strategic objectives while meeting the employees' growth and development aspirations. Qualitative interviews, focus group discussions, and observational data will be used to analyse the current status of career development at Novotel Wembley. This would provide deep insights into how morale and efficiency among line staff are influenced either negatively or positively by the internal support mechanisms at the workplace. These insights will help determine strategic areas for improvement that will drive further workforce engagement and sustainable competitive advantage in hospitality service excellence. This research will allow Novotel to hone its approach toward employee development further and create a culture that supports the growth of careers and guest-focused service quality.



[bookmark: _Toc182602285]Literature Review
[bookmark: _Toc182602286]The Role of Career Development in Employee Motivation
Career development has been identified as one of the most important factors in increasing employee motivation in the hospitality industry, which is largely service-orientated. With personal development, skill acquisition, and opportunities for career advancement being strong sources of motivation for employees, Vroom (1964), in his theory of Expectancy Theory, notes that motivation is received as a function of the expectancy that effort will produce a course of performance, which shall lead to the end result that is desired. For the hospitality industry, career development will allow the alignment of individual employee goals with organisational goals for enhanced motivation. Darby and Willingham (2022) also found that the other aspect of expectancy in terms of growth will lead to the dampening of motivation and engagement. Herzberg (1959) also lends credence to an examination of the effect of career development on motivation. He introduced Herzberg's Motivation-Hygiene Theory, where, according to this theory, the intrinsic factors that lead to job satisfaction are called motivators, such as recognition, growth, and achievements. According to Meira et al. (2023), career development programs enable employees to associate their job roles with satisfaction, emotion, and much-needed growth. Such opportunities could thus allow the Novotel organisation to meet the intrinsic motivators of office staff. Nickson (2013) concluded that when training in terms of career management does not take place, the motivators are limited, creating dissatisfaction and low engagement levels.
[bookmark: _Toc182602287]Impact of Ineffective Career Development Programs
Unfortunately, ineffective career development programs affect motivation, involvement, and retention among staff. Indeed, Timsina's (2024) study pointed out that when structure and consistency are lacking in career development, employees feel stagnated; this further contributes to turnout problems. According to Baum (2018), this problem is especially evident in the hospitality industry due to a stressful working environment and the need for personal contact with guests, which continuously demands much enthusiasm and dedication from employees.
Pereira (2023) considers that underperforming career development programs exist in a setting in which they unobtrusively appease or assuage employees concerning their working future in the organization. It also reduces their motivation and effort to perform their duties. Employees in the front office at Novotel Wembley have specifically articulated that advancement is not very promising, which, by and large, correlates to dissatisfaction emanating from poorly targeted career paths. Vroom's Expectancy Theory underscored that when favorable outcome attainment is discriminatively reinforced intermittently, it induces less motivation toward excellent performance (Vroom, 1964). Also, the Human Capital Theory further emphasizes the impact of investing in career development programs. Becker (2009) explains that development through career development is indispensable in developing employee skills, productivity, and, consequently, organisational productivity. However, ineffective or absent career development programs keep messing with the workforce, resulting in demotivated and undertrained staff.
[bookmark: _Toc182602288]Career Development Challenges in Front Office Departments
The critical role of the front office department in hotels gives it a special identity since this is the first touch point between guests and the organization. O'neil (2023) indicates that despite such a valuable position, which has a direct bearing on the career of employees, various job challenges often reduce the motivation and job satisfaction of the front desk staff. This aspect makes the turnover rate high because the chance of developing any such role within the operationally demanding jobs on the customer service floor is very low. As stated by Baldwin et al. (2022), this can apply to almost the entire hospitality industry, including the Novotel Wembley Hotel. Moreover, the lack of internal mobility options remains another great challenge. As O'neil (2023) reports, due to the scarcity of opportunities to move laterally or upwards within the same company, many employees in front-office positions perceive their jobs as static. This, in turn, leads to lower motivation since employees may feel they have no clear route to developing their abilities or progressing their careers (Knap-Stefaniuk and Karna, 2022). According to Ferreira (2022), such a problem establishing a clear career path of internal mobility can be one of the effective ways for Novotel Wembley to enhance the motivation and engagement of its front office staff.
[bookmark: _Toc182602289]Impact of Ineffective Career Development Programs on Front Office Departments
The front office department is considered the major contact point between the guest and the hotel; therefore, employee motivation is extremely important for service excellence and guest satisfaction. However, poor career development programs may lead to a considerably adverse impact on the motivation and retention of front-office employees. Sami and Iqbal's (2024) research has identified well-defined career ladders as one of the sources of potentially decreasing turnover within direct service jobs. A perceived lack of one's career-building opportunities leads to a perceived career plateau that decreases employee engagement, which is linked with increased turnover intentions (Morris, 2023). For instance, in hotels such as Novotel Wembley, many careers are handed to the front office staff, whereby there is little opportunity for growth; hence, a lower sense of purpose and motivation. Studies also show that unsatisfactory career development programs increase levels of stress, especially at the front line, where personnel deal with customers (MENTOR, 2023). Poor avenues for career growth and a lack of mentorship opportunities lead to burnout, contributing to low productivity and inferior quality in guest service. Besides, according to Lee (2023), a mentorship culture lacking in the front office setting exacerbates the issues, making junior employees miss the trend of learning from experienced personnel. According to AdminTHDM (2023), these are the issues that need to be addressed through plans of career development and mentorship programs, which may provide a complete makeover to the front office experience by enhancing employee engagement, job satisfaction, and service delivery.
[bookmark: _Toc182602290]Best Practices for Career Development in the Hospitality Sector
Some of the best practices that hospitality organisations can apply in order to motivate employees by developing careers are based on theoretical insights and empirical evidence. Studies by Smith (2022) show that organisations such as Marriott Bonvoy and Radisson Blu have successfully implemented structured career progression pathways with clear goals for direction. These practices are again supported by Herzberg's Motivation-Hygiene Theory, which emphasizes intrinsic motivators like recognition and growth opportunities to improve job satisfaction (Herzberg et al., 1959). Another best practice is in the implementation of formalised training and development programs. Training programs in both hard skills/technical and soft skills assure employees of competence—a basic necessity according to the Self-Determination Theory by Deci and Ryan (2012). The self-determination theory is premised on the idea that competence, autonomy, and relatedness are inherent psychological needs or nutrients that maintain or sustain motivation. For this reason, the Barreto and Mayya (2023) study indicates that Novotel Wembley can enhance the front office employees' competence or motivational state through constant training opportunities.
Another best practice is forming the institution of mentorship programs, which allow for knowledge transfer and thus give employees a sense of guidance and support. Liu and Liu (2022) found that mentorship programs in the hospitality industry provided a much higher level of employee satisfaction while simultaneously reducing turnover by offering employees a more systematic approach to career development. Novotel could implement a structured mentorship program whereby front office employees are guided in their career path, thereby improving motivation and commitment to the organization (Waterbury and Smith, 2023). Lastly, recognition and reward systems are important in effective career development. According to Maslow (1943), recognition satisfies the esteem needs of employees according to Maslow's Hierarchy of Needs, allowing them to feel a sense of achievement and motivation. A career milestone recognition reward system that rewards achievement could strengthen certain positive behaviors and foster a culture of growth and development (Norbu and Wetprasit, 2021). Therefore, such systems will motivate the people and create loyalty, which is very important in turnover reduction, especially in some front-line roles like the front office.
The literature review specifies that career development has been one of the major determinants of job motivation among people, particularly in the hospitality context. Christina (2023) found that the absence of formalised career development activities in Novotel Wembley has adversely affected motivational levels and generated turnover among front office staff. Career development and motivation can be related to each other by analysing Vroom's Expectancy Theory, Herzberg's Motivation-Hygiene Theory, and Social Learning Theory. It would be worthwhile to consider best practices that use organised training programs, mentorship opportunities, and recognition systems in their setup and may yield valuable lessons on how Novotel can close the existing gaps in career development to drive employee motivation and organisational performance (Terryberry, 2024).
[bookmark: _Toc182602291]Methodology
This study draws on the case study method—an approach recognised in the social sciences to provide deeply contextualised insight into particular organisational issues. According to Yin (2018), the case study approach provides a helpful lens through which to conduct an investigation into complex organisational phenomena, such as how ineffective career development programs affect employee motivation, and it has proven particularly relevant to this current study regarding Novotel's front office department. Simons (2014) found that using a case study approach would provide unique contextual details regarding how poor career development programs influence employee motivation as well as particulars about certain organisational dynamics and personal experiences of employees.
[bookmark: _Toc182602292]Benefits of the Case Study Approach
Among the strengths of the case study approach is that it emphasizes the case context, thus ensuring a glance at the phenomenon under investigation within the naturally occurring environment (Yin 2018). This is particularly helpful as when studying the effects of a defective career development program on the motivation of the employees, one can account for both individual and group experiences at the workplace. According to Harrison et al. (2017), case studies allow for the in-depth analysis of elaborately intricate issues, which may be rather difficult to analyze using quantitative approaches. Such a methodology will capture, in this case, the minute details of employees' sentiments and workplace dynamics in ineffective career development contexts (Yin, 2017). This influence on motivations—often unquantifiable—represents very vital pieces in the jigsaw toward comprehensively understanding employee motivations and career development. According to Stake (2019), a case study supports multiple sources of data, such as interviews, focus groups, and direct observation events, which could enable triangulation to take place to enhance validity and reliability. EBN (2023) indicate that this integration of multiple data collection techniques can provide more depth and a comprehensive view of how poor career development programs affect employee motivation at Novotel and, subsequently, contribute valuably to the field of human resource management in hospitality.
[bookmark: _Toc182602293]Limitations of the Case Study Approach
Despite these strengths, the case study method limits the generalisability of findings. Since this research covers only one hotel's front office department, generalising findings in other sections or different hotels is not possible, even within the same chain of hotels (Yin, 2018). Another limitation of the case study is its dependency on subjective data; there is a risk of bias on the part of the researcher because interpretations of interview and observational data would reflect the researcher's views (Denscombe, 2023). Thomas (2021) noted that although the case studies have depth, paying much attention to the context weakens the generation of universally applicable findings. This research offsets this limitation through methodological robustness, using a multi-perspective approach that may reduce bias and enhance reliability (Harrison et al., 2017). Furthermore, this study is designed to be contextually specific; its case is not seeking to generalise findings but to provide transferable insights for other hospitality organisations to consider similar approaches by drawing from Novotel's experience.
[bookmark: _Toc182602294]Additional Techniques: Reflective Writing and Netnography
In deriving how ineffective hospitality career development programs affect employee motivation, reflective writing and netnography have been employed to give depth to the case study methodology. Reflective writings by participants allow them to describe personal experiences and thoughts concerning career stagnation and motivation. Bolton (2018) posits that this aids in painting a fuller picture of the perception of ineffective career development programs at the level of the individual. The advantage of this approach is that it allows one to be more critical of his experiences, allowing the researcher to reveal underlying motivations or frustrations that may not surface in traditional interviews (Kozinets and Nocker, 2018). Online ethnography, or netnography, investigates workers' interactions and sentiments in digital communication channels, offering a view on informal, everyday discussions about career growth and challenges. Borkovich and Middle (2022) found that through netnography, online dialogues on staff forums or internal communication platforms add insight into how employees feel about their career advancement and organisational support.
[bookmark: _Toc182602295]Case Study Discussion: Placement Hotel Focus
[bookmark: _Toc182602296]Background of Novotel Hotels and Wembley Location
Novotel Hotels belongs to the Accor Group, one of the large players in the international hospitality industry. Novotel operates more than 500 hotels in 60 countries, largely in the midscale category of customers (Booking.com, n.d.). Being part of the big conglomerate, Novotel enjoys economies of scale, brand recognition, and a well-established support structure, which are so vital in maintaining operational efficiency and quality of service delivery. Located in the heart of Wembley, in West London, this Novotel Wembley is in an excellent location and hosts business people and tourists (Accor, 2023). The hotel employs around 150 staff, from front office and housekeeping to food and beverage teams. The hotel's annual average turnover rate is around 25%, which, although below the industry average percentage, still shows potential issues in employee satisfaction and their career development opportunities (Holland, 2022). Situated in the city of London, which has a high level of cultural and commercial opportunities, the hotel is in the middle of the vibrant community's guest-serving environment (Accor Group, 2023). The location in the city as an important transportation node and tourist destination further contributes to the success of the hotel business.
[bookmark: _Toc182602297]Descriptive Information
[bookmark: _Toc182602298]Turnover and Staffing
Novotel Hotels shows a high operational presence in the global hospitality industry, with an annual turnover of approximately €4.2 billion. The Wembley outlet employs more than 150 dedicated team members (Accor Group, 2023) but is highly concentrated in the front office, housekeeping, and food service divisions. The Novotel HR Report (2022) reported that even though Novotel is fully committed to ensuring high levels of service delivery through constant training and quality management, the limited career development opportunities within the front office are still a concern.
[bookmark: _Toc182602299]Geographical and Cultural Context
Wembley is a city in the UK that is highly accredited for its enriched cultural and historical background. The diverse client portfolio, ranging from businesspersons to leisure tourists, calls for a dynamic and quality service model. Situated in the commercial heart of the city, Novotel Wembley enjoys easy access to major tourist destinations and offices, thereby increasing its popularity and calling for an adaptive and responsive service delivery approach (Accor Group, 2023). Furthermore, with Wembley's commitment to sustainability and cultural inclusivity, Novotel Wembley is confronted with various opportunities and challenges that will make its workforce both agile and culturally competent.
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Fig. 1: A map pinpointing Novotel’s location in Wembley.



[bookmark: _Toc182602300]SWOT Analysis
[bookmark: _Toc182602301]Strengths
Novotel Hotels has some strengths that ensure the hotels retain a competitive advantage in the hospitality industry. One strength is its strong brand reputation, which is recognised for providing a set of guaranteed quality, customer satisfaction, and social accountability. For instance, the Wembley branch has customers rating it as having very good service, a great location, and excellent amenities (Accor Group, 2023). These are further supported by the loyalty program of Accor, which guarantees the company with repeat customers every now and then and thereby increases customer loyalty.
[bookmark: _Toc182602302]Weakness
On the contrary, there are also weaknesses despite these strengths. Some of the strong weaknesses relate to employee motivation and career development in the front office department. The high rate of staff turnover perhaps relates to employee dissatisfaction, specifically at the front-line level, as mentioned by Baldwin et al. (2022). According to Herzberg's Motivation-Hygiene Theory, limited career growth opportunities are a vital hygiene factor, whose absence or a feeling of inadequacy creates job dissatisfaction (Herzberg et al. 1959). The limited internal career mobility and development opportunities in the Wembley facility create challenges in retaining employees, thus yielding poor service levels and organisational instability.
[bookmark: _Toc182602303]Opportunities
Novotel Wembley has great opportunities to enhance its position by integrating proper career development programs and the implementation of advanced technology for operational efficiency (Khan and Del Villar, 2023). Industry research shows that hotels investing more in training and employee development have better retention rates and higher levels of customer satisfaction (Baldwin et al., 2022). Also, the high trend of digitalisation in hospitality, such as mobile check-ins and AI-driven concierge services, is an opportunity for Novotel in order to enhance the interactivity of guests' experiences and, at the same time, provide front office employees with ease (Di Tomasso, 2023).
[bookmark: _Toc182602304]Threats
Among the major threats to Novotel Wembley, buyers' bargaining power will tend to be high due to intense competition in the hospitality industry. The local competitors, such as Radisson Blu and Marriott Bonvoy, may offer similar standards of service and sometimes better career development opportunities that may attract potential employees (House of Commons Library, 2023). Economic uncertainties in the post-Brexit scenario may further affect customer inflow and stability in the workforce, with chances of labour shortages, which in turn can dent the quality of the extended services.

	SWOT Analysis of Novotel Hotels (Wembley Branch)
	

	Strengths
	Weaknesses

	- Strong brand reputation for quality, customer satisfaction, and social accountability (Accor Group, 2023).
	- High employee turnover, particularly in front office positions, affects service levels and stability (Baldwin et al., 2022).

	- Excellent customer ratings, especially for service, location, and amenities.
	- Limited career growth opportunities, contributing to job dissatisfaction (Herzberg et al., 1959).

	- Effective loyalty programs enhance customer retention and loyalty.
	- Insufficient internal career mobility and development options in the Wembley facility.

	Opportunities
	Threats

	- Potential to improve employee retention and satisfaction through enhanced career development programs.
	- High bargaining power of buyers due to intense competition from local competitors like Radisson Blu and Marriott Bonvoy.

	- Increased digitalization trends, such as mobile check-ins and AI-driven concierge services, to improve customer experience and operational efficiency.
	- Economic uncertainties post-Brexit, potentially impacting customer inflow, labor availability, and service quality.


Figure 2: SWOT Analysis Diagram of Novotel Wembley





[bookmark: _Toc182602305]PEST Analysis
[bookmark: _Toc182602306]Political Factors
The political climate in the UK has been highly turbulent, mainly because of the effects brought about by Brexit. Changes in regulatory policies have impacted the supply of skilled labour, on which the hospitality industry relies a lot, as the sector is also always dependent on labourers from other nations (Legrand et al., 2022). Changes in legislation related to labour laws, immigration policies, or minimum wage can massively impact the staffing levels and operational costs for Novotel Wembley (Hills, 2024). As such, the hotel needs to be responsive to such shifting policies.
[bookmark: _Toc182602307]Economic Factors
Although Wembley's economic factors have mostly been stable, the hospitality business could still be affected by fluctuating interest rates, adjustments in tourism trends, and disposable income. Simon-Kucher and Partners (2022) found that in the context of such inflationary pressures and increases in operational costs, a more price-sensitive client segment has emerged. According to Legrand et al. (2022), to maintain profitability and acceptance among such value-orientated guests, Novotel needs to carefully adjust its pricing strategy to balance revenue with guest satisfaction.
[bookmark: _Toc182602308]Social Factors
There is a strong social transition towards greener travel and ecology-sensitive accommodation. Novotel's sustainability policies—the reduction of plastic use and energy savings—go along with this trend very well. According to Legrand et al. (2022), such practices make the hotel even more attractive, especially to young, ecologically sensitive guests who consider the principle of sustainability in their choices.
[bookmark: _Toc182602309]Technological Factors
At the same time, the spheres of customer service and efficiency have also been rapidly changing due to the dynamic nature of technological changes within the hospitality industry. In this regard, Novotel Wembley has already introduced mobile check-ins and digital concierge services. However, technology investment can be done much further, including employee training and career development tools (Hotel Speak, 2024). Indeed, digital learning platforms could make a big difference in the career development initiatives at Novotel, which would result in employee motivation and enhancement of skills in a much better way.

	PEST Analysis of Novotel Hotels (Wembley Branch)

	Political Factors
	Economic Factors

	- Brexit-induced regulatory changes affecting labor supply.
	- Economic stability but sensitivity to fluctuating interest rates and disposable income.

	- Impact of labor laws, immigration policies, and minimum wage on staffing and costs (Legrand et al., 2022).
	- Inflationary pressures and increased operational costs create a more price-sensitive customer segment.

	
	- Need for pricing strategy adjustments to balance revenue and guest satisfaction.

	Social Factors
	Technological Factors

	- Rising demand for sustainable, eco-friendly travel options.
	- Adoption of mobile check-ins and digital concierge services.

	- Novotel’s sustainability practices (e.g., reducing plastic use and energy-saving) align well with this trend, attracting eco-conscious guests (Legrand et al., 2022).
	- Opportunities to invest in technology, including digital learning platforms for employee career development.

	
	- Tech improvements can boost operational efficiency and employee motivation.


Figure 3: PEST Analysis Diagram for Novotel Wembley
[bookmark: _Toc182602310]Competitor Analysis: Price vs. Quality
The competitive landscape for Novotel Wembley would include prominent competitors in the form of Radisson Blu, Marriott, and Mercure. All these operate within the same midscale segment, catering to both business and leisure travelers. This competitor analysis, therefore, is priced for quality, extra benefits, and things like loyalty schemes, which are to be looked for when trying to understand how it affects employee motivation and retention in Novotel (Accor Group, 2023).

[bookmark: _Toc182602311]Radisson Blu
The prices at Radisson Blu are comparatively higher than those at Novotel, focus on luxury, and provide a superior customer experience. Clear paths of career development are also outlined at Radisson Blu, making it a choice employer in the hospitality industry (Afan de Ribera, 2022). Such attention to career development has implications for Novotel Wembley, which, without having major opportunities for career growth, encounters issues with retaining willing employees and ensuring quality in service provision (Smith, 2022).
[bookmark: _Toc182602312]Marriott Bonvoy
Marriot has similar pricing, yet it offers well-developed career path programs. It has an academy inside its structure for internal training and ladder-like promotion procedures. Nickson (2013) stated that Marriott is, therefore, a very aggressive employer, attracting talented staff in search of well-structured career prospects, which challenges Novotel's competitiveness in talent attraction and retention abilities.
[bookmark: _Toc182602313]Mercure
Pricewise, Mercure is like Novotel but does not have a commensurate brand loyalty program. On the other hand, Novotel's emphasis on customer service, with added reinforcement from Accor's loyalty program, constitutes a rather significant competitive edge in terms of customer retention (Apostu, 2014). Mercure has the agility to mold services based on regional preferences and serve highly customised guest experiences, commanding a very distinctive differential proposition for Novotel. In a nutshell, while Novotel Wembley enjoys strong brand loyalty and commitment to service, the possibility of career development opportunities for the staff is more alluring in other competing hotels (Eva, 2024). This plays a significant role in ensuring the retention and motivation of the employees and providing consistent and quality service.








Competitor Analysis: Novotel Wembley vs. Competitors
	Hotel
	Price
	Quality & Customer Experience
	Career Development Opportunities
	Loyalty Program

	Novotel Wembley
	Mid-range
	Good service, focus on brand loyalty
	Limited career growth options
	Strong loyalty program through Accor

	Radisson Blu
	Higher than Novotel
	Luxury experience, superior quality
	Clear career paths, attractive to talent
	Standard loyalty program

	Marriott
	Similar to Novotel
	High-quality experience with well-developed customer focus
	Academy for internal training, structured promotion
	Robust loyalty program

	Mercure
	Similar to Novotel
	Agile services tailored to regional preferences
	Limited career paths, more flexible options
	Weaker loyalty program compared to Accor


Figure 3: Competitor Analysis Table
[bookmark: _Toc182602314]Netnography
The online ethnography, or netnography, of perceptions related to career development and engagement has been analyzed by studying virtual reviews, internal staff forums, and social media to identify the views on Novotel Wembley by both guests and employees with respect to some of the key features of hotel operations. Online reviews on sites like TripAdvisor (2024) and Glassdoor (2024) also reflected mixed responses regarding career development opportunities and employee engagement, thus informing areas that needed strengthening to help motivate and retain employees.
[bookmark: _Toc182602315]Theme Exploration
[bookmark: _Toc182602316]A Conceptual Approach to Career Development and Employee Motivation in Hospitality
In hospitality, where quality service is literally central, career development opportunities become critical in sustaining employee engagement and reducing turnover. Baum (2018) indicates that turnover rates for certain hospitality roles are as high as 70%, where minimal career growth makes employees feel stale and unengaged. Han (2020) indicate that career development thus offers a formalised method of advancement that helps employees connect effort to professional reward. Vroom's Expectancy Theory provides a framework to suggest that employees are more motivated when they can perceive a link between their efforts, performance, and expected outcomes. According to Vroom (1964), this theory finds its relevance in Novotel's front office, where less apparent career paths have weakened the effort-reward relationship, weakening motivation. Herzberg further supports the above arguments through his Motivation-Hygiene Theory, which distinguishes growth opportunities as intrinsic motivators from extrinsic hygiene factors. Herzberg identified growth opportunities as one of the key motivators, and when growth is not available, then it leads to dissatisfaction with work. Thus, opportunities for growth have to be given so that the workforce does not feel awfully wasted. Emerald (2023) supports these theories by indicating that hospitality employees involved in formalised career development practices tend to express higher levels of job satisfaction and reduced intentions to leave. In this regard, Pereira (2023) demonstrates that such frameworks and findings provide meaningful insights that organisations like Novotel should give primary importance to career development for maintaining motivated labour within the organisation.
[bookmark: _Toc182602317]Current Career Development Landscape at Novotel Wembley
The existing career development framework of Novotel Wembley seems very underdeveloped compared to its competitors, Marriott Bonvoy and Radisson Blu, who have well-defined pathways in career progressions (Nickson, 2013). Little evidence of internal promotion, along with a lack of defined or structured career planning, results in poorly engaging employees of Novotel, especially front office staff, who are responsible for the first impressions of guests. O'neil (2023) indicates that employees on the front line who feel stagnant in their jobs will more often display lower levels of engagement. That is apt to equate with smaller levels of guest satisfaction. Initial steps toward career development are taken by the Wembley branch through frequent workshops and training sessions, yet this is sporadic and forms no part of an overall strategic approach (Workforce.com, 2024). According to Smith (2022), employees have become frustrated with such ad-hoc initiatives that do not meet most of their needs or consolidate any career growth. This sentiment is consistent with conclusions derived from the ethnographic analysis of internal forums and Glassdoor reviews, where staff expressed a strong demand for more structured and predictable career development opportunities.
[bookmark: _Toc182602318]The Role of Mentorship and Training in Career Development
Mentorship and training are basic parts of any well-structured career development system, and this becomes particularly relevant within the hospitality industry, whereby personal and practical skills learnt on the job are paramount. The Social Learning Theory is based on the learning of behaviours, skills, and attitudes through observing others (Bandura, 1977). In the context of hospitality, mentorship would provide an opportunity for the employees to learn from experience acquired by other colleagues, hence accelerating their professional growth and motivating them more (McLeod, 2024). The lack of any formal mentorship program in Novotel Wembley depicts a missed chance to develop internal talent and promote a culture of learning (Shapiro, 1086).
The other imperative aspect of career development is formal training programs. Training resonates with the Human Capital Theory, which propounds that the various investments in employee development equate to an increase in skill level, productivity, and overall organisational performance. According to Barreto and Mayya (2023), in the hospitality industry, where service quality is paramount, investment in training not only improves employees' competencies but also increases their commitment to the organization. For Novotel Wembley, comprehensive training programs and technical and soft-skills training help resolve skill gaps and increase employee satisfaction if these programs are related to career development opportunities (HCA Pro, 2024).
Pereira (2023) reflects that continuous training should be part of the wider career development perspective. Their study found evidence that employees in the hospitality industry who received continuous training were more pleased with their jobs and tended to be more loyal to their employers (Whitehead, 2021). A competence development plan for a clearly defined career path at Novotel Wembley would develop not only the skill but also a feeling of belonging and purpose among front office staff, thus assuring better retention and higher service quality.
[bookmark: _Toc182602319]Potential Areas for Development and Improvement
[bookmark: _Toc182602320]Formal mentorship programs
Mentoring is one of the significant but underutilised hospitality career development tools. Social Learning Theory suggests that people learn behaviours, skills, and attitudes from observing and imitating others (Bandura, 1977). Mentorship in the front office would accelerate employee development by matching a new recruit to an experienced member of staff. In the words of Liu and Liu (2022), formalised mentorship gives employees direction and a more precise realisation of career prospects, therefore increasing motivation markedly. At Novotel, formal mentorship would include monthly meetings between the mentor and mentee, objective goal settings, and regular structured feedback sessions to support the front-line employees in navigating their careers.
[bookmark: _Toc182602321]Competency Skill Training
The training and development programs bear immense relevance in career building. As the Human Capital Theory says, investment in employee competencies definitely improves productivity and, thereby, organisational performance. According to Dutt (2023), high standards set in the hospitality industry require service-orientated employees, for which comprehensive training can develop technical and interpersonal competencies. Pereira (2023) supports that regular training and, more importantly, integration of training with the career planning of employees will improve job satisfaction and job loyalty. This training at Novotel would also extend to hard-skill and soft-skill areas, such as using technology for digital check-ins, communication, and problem-solving (Hotel Speak, 2024). Applying such training programs to digital learning platforms would further increase access and align with the technological trends presented within the PEST analysis. For example, online modules combined with in-person workshops could provide employees with actual applications for their jobs, enabling them to have an immediate impact on the quality of the guest service experience (Khan and Del Villar, 2023).
[bookmark: _Toc182602322]Clear Career Development Opportunities
This would be composed of clear, well-structured career paths. The availability of opportunities for career growth is one of the main motivating factors necessary to trigger satisfying factors under Herzberg's Motivation-Hygiene Theory, therefore influencing satisfaction and engagement. In this respect, Novotel will devise a career development system that stipulates the competence, experience, and levels of efficiency or performance standard required for each level of promotion for transparency, thereby motivating them to invest in their jobs (Herzberg et al., 1959). For example, Marriott Bonvoy has an internal training academy that trains employees for promotion; likewise, Novotel can give quarterly workshops on the role-specific competencies of its front office staff and combine those with biannual performance reviews. These practices would enable the front office staff to perceive clear paths toward promotion and understand well-defined career goals within the organisation.


[bookmark: _Toc182602323]Implications for Organisational Success
Improvement in career development opportunities available to employees at Novotel Wembley significantly enhances employees' well-being and organisational performance. According to the resource-based view of the firm, human resources may give rise to the source of sustained competitive advantage because it is critical in firms. In other words, investment in career development increases the skills, motivations, and loyalty of workers, hence making the workforce more resistant to supplying excellent quality service (Baum, 2018). Thirdly, the improved prospects of career development could be directly reflected in the guest's satisfaction. In the hotel business, the quality of guest contact often goes hand in hand with motivation and engagement from the front-line staff themselves (Hossain et al., 2021). The quality of the service they provide increases because they feel valued and have a sense of future prospects with the company, therefore leading to higher guest satisfaction and repeat business (Depierraz, 2024). This also aligns with the findings from the competitor analysis, where, for example, Marriott and Radisson Blu have successfully used career development to enhance the experiences of both their employees and their customers.
[bookmark: _Toc182602324]Conclusions and Recommendations
The absence of a clear career development pathway in Novotel Wembley has brought about reduced employee motivation and increased turnover in the front office department, in agreement with Herzberg's Motivation-Hygiene Theory, which related limited growth to reduced satisfaction and engagement of people in their work (Nickerson, 2023). This is further exacerbated by the absence of formal mentorship and regular training, which does not achieve the advantages described in Social Learning Theory, where learning from observation can facilitate skill development (McLeod, 2024). Without the right training, there are limited ways for employees to acquire skills and, correspondingly, limit their value to Novotel's overall success. Competitor analysis shows that Marriott and Radisson Blu are roundly more attractive companies to work for because of their all-rounded career development programs, thereby giving Novotel a competitive disadvantage regarding the retention of skilled labour within the hospitality industry, as argued by Nickson (2013). All of the above-mentioned factors promote poor service quality at Novotel Wembley since a demoralised employee whose growth is limited has no interest in performing well. Hence, it affects the satisfaction and loyalty of customers (Kendra Cherry, 2024).

[bookmark: _Toc182602325]Recommendations
Novotel Wembley should develop a proper career path that includes definite roles, competencies, and timelines for moving upward. According to O'neil (2023), growth opportunities motivate the employees because the employees relate their efforts to specific rewards that would materialize. These can be from lateral to upward mobility pathways that indicate how the careers will progress and help in reducing turnover by motivating and engaging the employees.
The company should establish a formal mentorship program where experienced employees are assigned to guide the newer employees by developing skills and building supportive behaviors. Through this formal kind of mentorship, according to Liu and Liu (2022), learning from role models will develop skills and further solidify career choices. Mentoring based on identified career development aspirations would result in employees receiving guidance pertaining to their needs; it could result in built belonging and engagement. In this way, this approach will have a positive impact on employee motivation and service quality.
Digital platforms should be extended in the training about technical and soft skills to make them more available and support continuous learning. Human Capital Theory suggests that the more invested in employees' development, the greater the payback in terms of productivity and commitment (Becker, 2009). Digital platforms, in turn, allow employees to learn at their own pace and implement new skills into their jobs, improving performance. Having incentives for career advancement, such as promotion or additional responsibility, based on training completion would align with Vroom's Expectancy Theory, given that motivation would increase if it is perceived that effort and outcome are related. Include Employee Input in Career Planning Strategy
Lastly, the company should provide regular feedback from employees through questionnaires and focus groups, for example, to ensure that career development at Novotel is responsive to the needs of the staff. Accommodating this feedback is responsiveness to the employees' expectations, which thus heightens the effectiveness of the initiatives as well (Smith, 2022). Involvement of employees in planning fosters ownership and commitment of the employees to the organisation in its attempts at career development. This makes employees better motivated and reduces turnover. 
[bookmark: _Toc182602326]Implications of Implementing Recommendations
These are recommendations that, if implemented into the structure, would bring significant and important implications for Novotel Wembley. For instance, structured career pathways coupled with formal mentorship will satisfy key motivational needs, which in turn drive employee engagement and retention, providing beneficial low labour turnover and reduced recruitment costs, and, in the long run, generate financial benefits (Ghani et al., 2022). In addition, the competencies of employees will be better developed to provide a consistent and higher-quality guest experience that will positively impact customer satisfaction and loyalty (Younies and Al-Tawil, 2021). Recognition and reward systems help create a culture of appreciation and excellence that motivates workers to invest in their jobs and strive for career development. Benchmarking against competitors and the integration of employees' ideas will ensure that Novotel remains competitive enough to attract talent, responsive to emerging needs, and able to retain staff (Schneider, 2024). Ultimately, all these moves would establish Novotel Wembley as an employer of choice within the hospitality industry, enabling it to maintain high standards of service and achieve operational success.
[bookmark: _Toc182602327]Reflective Account
[bookmark: _Toc182602328]Observations on Career Development and Employee Engagement
One of the most important observations during my placement was the acute absence of any institutionalised career development policies to which first-line employees are subjected. The lack of a clearly defined career path and limited internal mobility opportunities directly impacted employee engagement and satisfaction. This observation is underlined by Herzberg's Motivation-Hygiene Theory, in which growth opportunities are seen as one of the most significant motivators (Herzberg et al., 1959). This is because such opportunities would have motivated the workers intrinsically, as evidenced by the high turnovers and disengagement in the front office department. Most of the employees were dissatisfied with the limited prospects of advancement in the organisation, as evident in most of my interactions with the front office staff. It showed the gap between management's perception of employee needs and what was actually expected by staff members. According to Vroom's Expectancy Theory, motivation depends on the perceived probability of attaining the desired outcome (Bandura, 1977). However, in this instance, the lack of visible in-company promotion opportunities at Novotel Wembley weakened the perceived link between effort and reward and reduced overall motivation.
Another good aspect that came out during placement was the issue of mentorship. Many junior employees felt that there was a need for more experienced personnel to mentor them in their jobs, especially in difficult situations. According to Bandura's Social Learning Theory, people learn by observation and modeling. However, this indeed did not apply to Novotel since there is no real avenue for learning and developing new skills due to the absence of a mentorship program. This, therefore, leads to frustration and stagnation on the part of the employees.
[bookmark: _Toc182602329]Reflections on Organisational Culture
The organisational culture of Novotel Wembley had both positive and negative influences. First, there was a strong orientation to customer service, and many employees seemed genuinely concerned with providing an excellent experience for the guests. The approach to the customers is encouraged through regular training sessions on service quality. The attitude mentioned above is sustained by the Human Capital Theory, which, according to Becker (2009), emphasizes the need for investment in employees' skills. On the other hand, it did not have a culture of caring for the welfare and professional development of the employees, which was what made morale suffer. I have also come to realise that while there was an emphasis on teamwork, communication between management and line staff was at times inconsistent. Lack of effective communication brings a sense of disconnection in that the employees feel leadership is not taking proper care of their concerns. There are other critical resources proposed in the JD-R model, such as effective communication and supportive managers. Since these dampened the job demands and eventually prevented the incidence of burnout, their absence at Novotel had adverse implications for the motivational level of the employees.
[bookmark: _Toc182602330]Personal and Professional Growth
My placement experience in Novotel Wembley was highly instrumental in forming my understanding of career development and employee motivation within the hospitality industry. One of the important lessons learned is how the organisation succeeded in integrating its objectives with the employees' aspirations, motivating them, and fully engaging them in work. Where theories like Maslow's Hierarchy of Needs and Herzberg's Motivation-Hygiene Theory give insight into employee behaviour, their tactical application requires special awareness of individual differences and contexts. For example, Herzberg's theory holds that intrinsic motivators are indispensable to eliciting the motivation being asked for (Bass and Bass Bernard 1985). My experiences proved that intrinsic motivators are a must, but hygiene factors must be balanced, including good compensation for work done and job security. I also realised the main role of proactive leadership in driving employee engagement. Leaders themselves are very supportive of their employees, giving feedback and recognising their efforts as ways of eliciting a positive work environment (Zineldin, 2017). This has strengthened my belief in transformational leadership, which involves inspiring and motivating staff toward achieving their full potential.
The placement developed my key skills personally, such as communication, problem-solving, and adaptability. In a dynamic environment like a hotel, one has to be quick in changing situations and approach guest complaints accordingly. Furthermore, the exposure to employees of different levels enhanced my ability to understand others and develop a sense of empathy regarding problems faced by front-line staff. These experiences not only enriched my interpersonal skills but also developed a deeper understanding of the challenges one faces while managing a diverse workforce.
[bookmark: _Toc182602331]Areas for Improvement and Future Considerations
From my placement experience, it is clear that several areas exist in which Novotel Wembley should improve if they want to increase employee motivation and retain as many employees as possible. Specifically, the introduction of structured career development programs, which include clearly stated prospects of promotion and regular appraisals, will provide employees with a sense of orientation and direction. This follows Vroom's Expectancy Theory, which states that effort should be linked with significant rewards (Sutton, 2024). Instituting a formal mentorship program would also help new and veteran employees alike. Mentorship will contribute to building skill sets, but it will also make the people in the organisation feel welcome and supported, which will build a better degree of employee satisfaction and engagement levels (Liu and Liu, 2022). In this regard, communication channels must be enhanced between management and line staff in order for the latter to work in a truly supportive and enabling environment. According to Kim et al. (2021), regular feedback sessions and open forums would mend the gap between the employees and the management; the concerns of the staff would be heard, and problems would be attended to in time.
I believe Novotel should invest in employee welfare initiatives such as stress management programs and wellness activities. According to the JD-R model, resources facilitating employee coping with job demands will gradually decrease stress and enhance overall job satisfaction. With greater emphasis on employee welfare, Novotel will be better positioned to develop a supportive work environment conducive to employees' personal and professional growth.
Overall, my placement experience at Novotel Wembley has provided relevant information on problems and opportunities regarding career development and employee motivation within the front office department. Observations at Novotel show how well-organised career pathways, effective mentorship, and leadership proactively reinforce a motivated workforce. By addressing the shortfalls in career development and support for employees, Novotel should be able to increase employee motivation to provide improved service and thereby achieve more significant organisational outcomes. This reflective account not only allowed me to go deeper into some of the key theoretical concepts that underpin my current learning but also provided me with insightful knowledge that I can use throughout my future professional life within the hospitality management sector.
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