


1. Rationale for the Study 

In today's competitive business landscape, motivating employees is crucial for enhancing productivity, particularly in customer service sectors (Hanaysha & Majid, 2018). In industries like energy, the performance of customer service teams greatly impacts brand loyalty, customer satisfaction, and profitability (Alanizan, 2023). OVO Energy, a leading UK energy provider, is known for its focus on renewable energy and digital innovation. However, like many customer service-driven organisations, it struggles to maintain high performance among frontline employees due to heavy workloads, emotional demands, and target pressures (Dwibedi, 2018).
The productivity of the customer service department significantly influences customer satisfaction and overall business performance. However, service representatives often face high-pressure environments that can affect their motivation. Analysing the motivation strategies used by managers at OVO and evaluating their effectiveness is important both academically and practically (Asia et al., 2021).
Academic discussions differentiate between intrinsic and extrinsic motivation (Deci & Ryan, 2000), management styles (McGregor, 1960), and organisational culture (Schein, 2010). While motivational strategies have been studied across various industries, there is a lack of empirical case studies focusing on energy providers' customer service departments. This research aims to fill that gap by applying established motivational theories to OVO Energy's customer service team, offering insights for both theory and practice.
The varied demographics and blended work settings that have developed following COVID-19 have presented fresh challenges and possibilities for engaging employees (Pura, 2022). As OVO adjusts to these transformations, evaluating its management practices through an academic lens is both timely and pertinent.












2. Aims, Objectives, and Research Questions

2.1 Aim
To critically evaluate how managers in OVO’s customer service department motivate employees to increase workplace productivity.

2.2 Objectives
· To identify the motivational strategies currently employed by customer service managers at OVO.
· To examine how customer service employees perceive and respond to these strategies.
· To explore the relationship between managerial practices and employee productivity.
· To offer recommendations for improving motivational approaches to enhance performance.

2.3 Main Research Question
How do managers in OVO’s customer service department motivate employees to enhance productivity?
2.3.1 Sub-questions
· What motivational theories are most relevant to the context of OVO’s customer service environment?
· How do employees perceive current managerial motivation strategies?
· What links can be established between motivation and measurable productivity outcomes?
· What improvements could be implemented to enhance motivational effectiveness?








3. Discussion of Key Literature Linked to the Research Questions

In the field of organisational psychology and management theory, motivation and productivity have been central topics of interest. Researchers have put forward various theories that clarify the reasons behind employee motivation in the workplace, many of which are still applicable for assessing management strategies at OVO Energy, with some of these theories elaborated upon below (Nizam & Shah, 2015; Ongalo & Tari, 2015).

3.1 Maslow’s Hierarchy of Needs (1943)
Maslow's Hierarchy of Needs is a psychological motivational theory that presents five levels of human requirements, depicted as a pyramid (Gitman et al., 2020). It begins with physiological needs and progresses through safety, love/belonging, and esteem, and culminates in self-actualisation (Zalenski & Raspa, 2006). The theory posits that individuals must satisfy lower-level needs before addressing higher-level ones (Gitman et al., 2020). It has been adapted for various fields, such as hospice care for patient evaluation and intervention planning (Zalenski & Raspa, 2006), and in education, it underscores the need for ongoing adjustments in teaching plans to meet learners' evolving needs (Bishop, 2016). Ultimately, self-actualisation represents the peak of human development, where individuals feel fully themselves after fulfilling their basic needs (Mustofa, 2022).
Maslow (1943) proposed a hierarchy of needs starting with physiological requirements, moving through safety, love/belonging, esteem, and self-actualisation. In the context of OVO, physiological and safety needs relate to job stability, fair compensation, and a supportive workplace. Higher needs, such as esteem and self-actualisation, may be met through recognition programs and career advancement opportunities.

3.2 Herzberg’s Two-Factor Theory (1959)
Herzberg's Two-Factor Theory, introduced in 1959, posits that job satisfaction and dissatisfaction arise from different factors (Alshmemri et al., 2017; Stello, 2011). Motivational factors like achievement and recognition enhance job satisfaction, while hygiene factors such as working conditions and salary prevent dissatisfaction (Alshmemri et al., 2017). This theory has been widely replicated and significantly influences human resource development (Stello, 2011). Research, including studies in nursing and education, supports its validity (Alshmemri et al., 2017; Chu & Kuo, 2015), with findings indicating that motivation factors often have a stronger impact on job involvement than hygiene factors (Chu & Kuo, 2015). Despite some methodological critiques (Stello, 2011), Herzberg’s theory remains relevant for understanding job satisfaction and employee motivation.
Herzberg (1959) differentiated between hygiene factors (such as salary and company policies) and motivators (like recognition, achievement, and responsibility). His theory is helpful in understanding why some OVO employees might still feel dissatisfied even with sufficient salaries, indicating the necessity for more intrinsic motivational approaches like training opportunities or purposeful work.

3.3 McGregor’s Theory X and Theory Y (1960)
McGregor's Theory X and Theory Y, introduced in 1960, present contrasting views on employee motivation. Theory X posits that employees dislike work and require strict supervision, while Theory Y suggests that workers are motivated and seek responsibility. Research shows that these theories should be seen as distinct, with Theory Y correlating positively with psychological safety and service quality in healthcare settings. Despite Theory Y's popularity, Theory X practices persist, potentially due to assumptions about universal employee motivation. Some personality types might respond better to Theory X, which could explain the challenges faced by Theory Y initiatives. A combined approach leveraging both theories may better meet diverse employee needs and organisational contexts.
McGregor (1960) suggested that managers with a Theory X mindset perceive employees as unmotivated and in need of constant oversight, while Theory Y managers believe that workers are intrinsically motivated and flourish when given responsibility. One could contend that if OVO's managers embrace a Theory Y philosophy, it could lead to a more empowered and efficient workforce.

3.4 Self-Determination Theory (Deci & Ryan, 2000)
Self-Determination Theory (SDT) is a comprehensive framework that examines human motivation, development, and well-being (Deci & Ryan, 2008). It identifies three essential psychological needs: competence, autonomy, and relatedness, which are vital for well-being (Brandsma, 1989; Deci & Ryan, 2008). SDT distinguishes between autonomous motivation (intrinsic and fully internalised extrinsic) and controlled motivation (externally and internally regulated extrinsic) (Deci et al., 2017). The theory emphasises the role of social environments in supporting or obstructing these needs (Ryan & Deci, 2015). SDT has applications in various fields, including workplaces and education, with research showing that fulfilling these needs enhances motivation, performance, and well-being (Deci et al., 2017). The theory continues to evolve, incorporating concepts like mindfulness (Deci & Ryan, 2008).
SDT (2000) suggests that individuals are internally driven when they feel a sense of autonomy, competence, and connection. The managerial practices of OVO can be assessed based on these aspects, especially considering how remote work and digital tools may either support or limit autonomy.

3.5 Empirical Literature
CIPD (2022) indicates that factors such as employee voice, support from management, and flexible working options are becoming increasingly essential for motivating employees. Deloitte (2021) emphasises the significance of leadership driven by purpose in keeping staff members. Research conducted by Jones et al. (2020) on energy companies in the UK revealed that consistent performance feedback, training opportunities, and pathways for advancement were strongly linked to customer service satisfaction and employee retention.
Even with these discoveries, particular insights within the energy sector are limited, particularly regarding the rapidly changing and emotionally intense landscape of customer service positions. Therefore, this research aims to combine traditional motivation theories with contemporary organisational dynamics (Ongalo & Tari, 2015).
4. Description, Evaluation and Justification of Proposed Methodology and Sampling Technique 

This study will employ a quantitative method to collect measurable data on employee motivation and productivity in OVO Energy's customer service department. A quantitative approach is suitable for identifying patterns and correlations among variables (Saunders et al., 2019; Bryman and Bell, 2015). It allows for data collection from a larger employee base, enhancing the generalizability of results (De Vaus, 2014). This method quantifies the relationships between management practices, employee motivation, and productivity. Structured surveys with Likert-scale questions provide standardised answers for reliable statistical analysis, aligning with OVO’s performance reports to support data-driven recommendations (Bryman, 2016).
A quantitative research method is suitable for this study as it systematically analyses the relationships between managerial practices, employee motivation, and productivity in OVO’s customer service division. Using structured surveys with Likert-scale and fixed-choice questions enables standardisation for direct comparison and statistical analysis of responses from employees and managers. This approach yields reliable, objective outcomes that can integrate with OVO’s performance reports and customer satisfaction data, enhancing the validity of findings and supporting evidence-based recommendations.

4.1 Research Method
Data will be collected through structured surveys targeting customer service staff and their supervisors. This method is cost-effective and ideal for large sample sizes in organisational research (Oppenheim, 2000; Fowler, 2014). The surveys will measure perceptions of motivation, recognition, autonomy, management style, communication effectiveness, and productivity, with tailored questionnaires for each group.
Workers will be asked about their motivation, satisfaction with leadership, and how these affect their performance. Supervisors will be questioned on their techniques for inspiring teams and assessing productivity (Muijs, 2010).

4.2 Use of Organisational Data
Alongside the primary survey data, this study will include internal organisational information provided by OVO Energy. This could consist of performance dashboards, rates of employee turnover, customer satisfaction indicators, and reports on HR engagement. These data will act as secondary evidence to corroborate survey outcomes and facilitate a more comprehensive examination of motivation and productivity (Bersin, 2013; Cascio and Boudreau, 2011).

4.3 Sampling Technique
A stratified random sampling method will be used to ensure balanced representation from various groups within the department, such as team leaders and full-time versus part-time employees. By organising participants into relevant strata and randomly selecting from each, this approach minimises bias and captures diverse employee experiences (Etikan, Musa and Alkassim, 2016; Teddlie and Yu, 2007). Separate surveys will also be distributed to management and non-management staff to gather insights specific to their perspectives.

4.4 Data Analysis
Quantitative data will be analysed using descriptive statistics (such as means and frequency distributions) to summarise patterns, and inferential methods like correlation, regression, and t-tests to explore the relationships between motivation and performance (Field, 2018; Pallant, 2020). This analysis will help determine if specific management practices significantly affect productivity and employee engagement. However, the findings will be limited to OVO and cannot be generalised to other sectors in the industry.





















5. Ethical Considerations, Reliability, and Validity 

5.1 Ethical Considerations
Conducting research in a functioning organisational environment necessitates strict compliance with established ethical principles to safeguard the dignity, rights, and well-being of participants (BPS, 2021; BERA, 2018). This study will adhere to institutional ethical guidelines along with pertinent UK legislation, including the Data Protection Act 2018 and UK GDPR. Prior to gathering data, ethical approval will be pursued to ensure that every aspect of the research design satisfies the essential criteria for studies involving human subjects (Resnik, 2020).
5.1.1 Informed Consent and Voluntary Participation
Participants will be provided with clear, written details regarding the study’s aims, methodologies, and the intended application of the data (Bell, Bryman and Harley, 2019). Consent will be secured in writing, ensuring that participation is completely voluntary, and individuals have the right to withdraw at any time without needing to state a reason. This approach is consistent with recognised best practices in the ethics of social research (BERA, 2018; Cohen, Manion and Morrison, 2018).
5.1.2 Confidentiality and Data Protection
Responses will be anonymised and kept securely, with access limited to the researcher. Any internal data shared by OVO Energy will be combined to ensure that individuals cannot be identified (BPS, 2021). Digital data will be encrypted and held only for as long as needed for analysis, after which it will be safely deleted (Saunders, Lewis and Thornhill, 2019).

5.2 Reliability
Dependability pertains to the consistency and stability of measurements over time (Golafshani, 2003). To improve reliability, survey tools will employ standardised, closed-ended questions accompanied by clearly defined scales, facilitating uniform interpretation among respondents (Creswell and Creswell, 2018). A pilot study will be carried out to fine-tune the wording and structure, ensuring clarity and minimising the potential for misinterpretation (Muijs, 2010).

5.3 Validity
The study will uphold academic integrity by properly citing all utilised sources and steering clear of plagiarism (Tracy, 2020). Clarity will be preserved in detailing both the methods and findings, including any constraints that may affect interpretation.

5.4 Academy Integrity
The study will follow the guidelines of academic integrity by properly crediting all utilised sources and steering clear of plagiarism (Tracy, 2020). Clarity will be preserved in presenting both the methods and findings, including any constraints that could affect interpretation.
6. Appendices
A) Research Instrument

A.1 Employee Survey

[bookmark: _Hlk205797670]Consent / Intro Section
Title: Study of Managerial Practices, Employee Motivation and Productivity at OVO Energy (Customer Service)
Researcher: Elena R Barreto, University of Wales Trinity Saint David, BMSW5014 Developing a Research Proposal
Purpose: This survey is part of a research study that aims to examine how managerial practices affect motivation and productivity in OVO’s customer service department.
Voluntary participation & withdrawal: Participation is voluntary. You may withdraw at any time before submitting the survey without giving a reason.
Confidentiality: Responses are anonymous. No names or identifiable details will be stored in the dataset. Organisational metrics (if matched) will be aggregated and reported only in summary form.
Data handling: Data will be stored securely in accordance with GDPR and university policy and deleted after 12 months as per the ethics approval.
Estimated time: 10–12 minutes.
Consent question (required): I have read the information above and agree to take part in this study. (Yes / No)

Section A — Background Information (choose one)
1. How long have you worked at OVO? (Less than 1 year / 1–2 years / 3–5 years / 6–10 years / Over 10 years)
2. Contract type: (Full-time / Part-time / Temporary / Other)
3. Work location: (Office-based / Remote / Hybrid)
4. Average number of customer contacts per day: (Fewer than 20 / 20–39 / 40–59 / 60–79 / 80 or more)

[bookmark: _Hlk205798530]From this moment forward, score each point from 1 to 5, where each number gives the following answers: 
1. I Strongly Disagree
2. I Disagree
3. Neither I Agree nor Disagree
4. I Agree
5. I Strongly Agree

[bookmark: _Hlk205797749]Section B — Manager Communication & Support 
5. My manager clearly communicates performance expectations.
6. My manager provides feedback regularly.
7. My manager’s feedback helps me improve my work.
8. I am informed promptly of changes that affect my work.
9. My manager listens to my suggestions and concerns.
10. My manager supports me when dealing with difficult customer issues.

Section C — Recognition & Reward 
11. Good performance is recognised by my manager.
12. Recognition from my manager motivates me to work harder.
13. Incentives and rewards are fairly distributed.
14. I am satisfied with my current rewards and benefits.
15. Non-financial recognition (e.g. praise) is as important to me as financial rewards.

Section D — Autonomy & Resources 
16. I have enough freedom to decide how to approach my work tasks.
17. I am provided with the tools and resources I need to do my job well.
18. I am encouraged to develop my skills.
19. Training opportunities provided are relevant to my role.
20. I am trusted to work without unnecessary supervision.

Section E — Motivation & Engagement 
21. I feel motivated to give my best effort every day.
22. My role gives me a sense of personal accomplishment.
23. I feel committed to OVO’s goals and values.
24. My manager’s leadership style positively impacts my motivation.
25. I am willing to go above and beyond to help the team succeed.
26. My motivation has improved over the past 12 months.

Section F — Workload & Wellbeing 
27. My workload is manageable.
28. I can take adequate breaks during my shift.
29. I often feel stressed at work. (reverse-scored)
30. I have a good work–life balance.
31. My working conditions allow me to stay productive throughout my shift.

[bookmark: _Hlk205798255]Section G — Productivity 
32. I consistently meet my performance targets.
33. I believe motivated employees perform better.
34. My manager helps me address performance issues quickly.
35. Productivity targets are fair and achievable.
36. I can complete my tasks within the expected time.

Section H — Link to Customer Outcomes 
37. Motivated employees deliver better customer satisfaction.
38. My manager encourages behaviours that improve customer experience.
39. Customer satisfaction feedback influences how I approach my work.


A.2 Manager Survey

Consent / Intro Section
Title: Study of Managerial Practices, Employee Motivation and Productivity at OVO Energy (Customer Service)
Researcher: Elena R Barreto, University of Wales Trinity Saint David, BMSW5014 Developing a Research Proposal
Purpose: This survey is part of a research study that aims to examine how managerial practices affect motivation and productivity in OVO’s customer service department.
Voluntary participation & withdrawal: Participation is voluntary. You may withdraw at any time before submitting the survey without giving a reason.
Confidentiality: Responses are anonymous. No names or identifiable details will be stored in the dataset. Organisational metrics (if matched) will be aggregated and reported only in summary form.
Data handling: Data will be stored securely in accordance with GDPR and university policy and deleted after 12 months as per the ethics approval.
Estimated time: 10–12 minutes.
Consent question (required): I have read the information above and agree to take part in this study. (Yes / No)

Section A — Background Information
1. How long have you been a manager at OVO? (Less than 1 year / 1–2 years / 3–5 years / 6–10 years / Over 10 years)
2. Number of direct reports: (1–5 / 6–10 / 11–15 / 16–20 / Over 20)
3. Work location: (Office-based / Remote / Hybrid)
4. Average team size: (1–5 / 6–10 / 11–15 / 16–20 / Over 20)

From this moment forward, score each point from 1 to 5, where each number gives the following answers: 
1. I Strongly Disagree
2. I Disagree
3. Neither I Agree nor Disagree
4. I Agree
5. I Strongly Agree

Section B — Management Practices 
5. I set clear performance expectations for my team.
6. I provide regular feedback to all team members.
7. My feedback helps employees improve their performance.
8. I recognise good performance promptly.
9. I involve employees in decision-making.
10. I adapt my management style based on individual needs.

Section C — Motivation Strategies
11. I use both financial and non-financial incentives to motivate employees.
12. I encourage professional development and training.
13. I acknowledge employees’ contributions in front of peers.
14. I actively monitor employee motivation levels.
15. I believe motivation has a direct impact on productivity.

Section D — Resource Provision & Support
16. I ensure my team has the tools and resources to perform their tasks effectively.
17. I facilitate training sessions relevant to employees’ roles.
18. I provide emotional support to team members when needed.
19. I intervene promptly when workload issues arise.
20. I promote practices that support work–life balance.

Section E — Productivity Monitoring 
21. I regularly review performance dashboards.
22. I use customer satisfaction data to improve team performance.
23. I address underperformance as soon as it is detected.
24. Productivity targets for my team are fair and achievable.
25. I believe motivated employees produce higher quality work.

Section F — Linking Motivation & Customer Outcomes
26. Motivated employees in my team lead to better customer feedback.
27. I encourage employees to focus on customer satisfaction as well as productivity.
28. I use customer feedback to recognise good performance.
29. I ensure motivation strategies align with organisational goals.
30. I regularly communicate how employees’ work contributes to customer outcomes.

Section G — Use of Organisational Data 
31. I use HR data to identify training needs.
32. I compare my team’s performance with organisational benchmarks.
33. I use employee engagement data to inform management decisions.
34. I believe data-driven management improves motivation.
35. I share aggregated performance data with my team to encourage improvement.
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