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Abstract 
This dissertation seeks to understand how managerial motivation impacts and directly decides the behaviours of employees in the hospitality industry, specifically by seeing Marriott International. The study seeks to establish factors that increase or decrease the motivation of managers and recommendations on how to work towards improving it for increased organizational performance. 
Through adopting a qualitative study approach, which involves interviews with the managers of Marriott hotels and spas, the study focuses on the internal and external sources of motivation that may be suitable for motivating their employees from the Marriott hotel and spa. It outlines the need to develop leadership skills, promotion prospects, organizational environment, and balance work and family life to keep motivation. The study shows that managers firing up employees’ motivational levels enhances the performance of the workforce and the satisfaction of customers.
The study posits that Marriott would improve managerial motivation by suggesting complex leadership development programs, work-life flexibility, personalized reward programs, and supportive workplace culture. Such measures are critical in averting turnover, nurturing long-term employee engagement, and promoting organizational success. The study offers practical implications for Marriott and extends the discussion of motivation theories, including Herzberg’s Two-Factor Theory and Maslow’s Hierarchy of Needs in the hospitality industry.
Keywords: Employee performance, Managerial motivation, Work-life balance, Leadership development, and Hospitality industry	Comment by Owen Phillips: Place on same page as abstract if possible (eg reduce font size)
[bookmark: _Toc177415924][bookmark: _Toc177834131]Chapter One 
[bookmark: _Toc177415925][bookmark: _Toc177834132]1.1 Introduction
[bookmark: _Toc164292000][bookmark: _Int_x4imnVkI]Hospitality is a vast and growing industry that plays many roles in providing accommodation, food and drink, entertainment, travel, and transport. It is one of the largest and most dynamic industries in the global economy and plays a vital role in the economy of many countries. In today's rapidly changing and competitive hospitality sector, employee performance is an essential pillar of a superior customer service experience, satisfying that a business can be well on its way to success (Jahmani et al., 2023). Foundational for doing this is the part of good managerial motivation, which is essential in achieving and keeping the high-performance levels of the employed people. As Marriott International - an eminent multinational hotel company stays consistent with this shift in perspective, it embraces this paradigm. However, motivation is a key to manager motivation within Marriott International, which is needed for employee performance and customer satisfaction.
The performance of the employees helps determine success in delivering quality services in the hospitality sector. Customers engage with employees most of the time. Hence, the skills of employees have a direct impact on the image of the business. For example, through the analysis of several studies, the following dimensions were revealed and directly connected to customers’ satisfaction: empathy, responsiveness, assurance, and tangible components (Ali et al., 2021). For instance, empathetic employees who are good listeners and quick to respond professionally as per customer expectations are likely to deliver positive experiences, thus enhancing the probability of entailing high customer satisfaction. These employees can solve problems before they become more significant crises, practice good judgment in anticipating customers’ needs, and establish a culture that makes the customer feel welcome and appreciated.
[bookmark: _Toc177834133]1.2 Marriot History and Background
Marriott International is a global hospitality chain company with great experience and a prominent position in the world hospitality market. Based in 1927, Marriott was established by J. Willard Marriott as a root beer stand in Washington, D. C., and has since evolved into one of the biggest and most renowned chains of hotels all over the globe. Founded in 1927, Marriott International is one of the largest hotel chains in the world, with over 8,000 properties across 139 countries and territories. The company has provided various products to its customers: it offers 30 different hotel brands ranging from the luxury segment to mid-tier and economy segments. Marriott International brands include The Ritz-Carlton, St-Regis, W, Marriott, Sheraton, and the Courtyard Mariott. This diverse brand portfolio helps Marriott cater to different market niches, target customer groups, and meet their needs.
Marriott International is well recognized for having a wide selection of locations and focusing on client satisfaction, creativity, and environmentalism. The company has one of its most extensive customer loyalty programs, Marriott Bonvoy, which provides memberships with multiple customer services, increasing their retention rate. Marriott International is one of the leading hospitality companies. Like any other firm in the hospitality industry, it has faced some of these scenarios, for instance, the latest COVID-19 pandemic, by producing measures such as health precautions, technological solutions, and embracing the company’s sustainability strategies for travelers worldwide. As a result, through its emphasis on developing and supporting greatest levels of guest satisfaction while keeping a solid operational framework, Marriott has emerged as a vital and influential player in the international hotel industry.
Briefly, the research proposed here offers a fresher paradigm on the issue by recommending specific managerial orientations for the daily business life of Marriott International. By trying to identify the factors that hinder the motivation of managers to work and to develop ways to overcome this baggage, this research is aimed at making significant changes in the management of the organization, which is likely to elevate the level of performance and satisfaction in the customers of Marriott International.
The importance of customer service in the hospitality industry cannot be overemphasized since it is directly linked to the customer. This differs from product-based industries, where the primary concern rests with the quality of the physical product; the hospitality industry is fundamentally service-based (Bonfanti et al., 2021). In this sense, the business model is built around the interactivity between employees and customers. Offering superior services entails (a) going beyond the expectations of a client, (b) delivering services that would be positively and long-term remembered by the customer, and (c) developing and sustaining close relationships with customers (Rane et al., 2023). Qualitative aspects of service delivery in this industry demand the bearing of an emotional burden in customer relations and satisfaction, which differentiates this industry from others because customer satisfaction, by and large, depends on factors that are less tangible, like friendliness, courtesy, and professionalism (Ali et al., 2021).
Empirical research conducted by Chen and Tabari (2017) highlights the contribution that online customer reviews and managing responses play in the success of Marriott Hotels in Beijing. The research outlines the influence of feedback based on customers and the actions of managers, stating that the manager's motivation is the key to rectifying the complaint and improving the quality of the service. Selin's (2022) projects on how Diversity, Equity, and Inclusivity are managed by Marriott Hotels & Resorts elaborate further on the various applicable principles of management, such as sensible motivation approaches, thus making the case for effective leadership.
The evolving nature of the hospitality industry also presents a problem in providing quality services in light of the high turnover rates of employees. One major challenge that a hospitality establishment faces is maintaining a competent and experienced workforce to deliver quality services. High turnovers affect the quality of services delivered to customers and lead to high costs in training new employees. According to Ghani et al. (2022), these challenges stem from poor hospitality industry retention strategies, leading to reduced service quality and dissatisfied customers. Keeping employees engaged and motivated with their jobs makes delivering quality service without compromise possible.
Organizational employee turnover impacts the hospitality business significantly, so efficient personnel retention is needed. Ghani et al. (2022) also identified that to retain employees over the long term, the business organization has to accord paramount importance to creating desired work environments, providing opportunities to the employees, and providing communication channels between the management and the workers. Since customer service is a vital sector strength, maintaining talented employees within the workforce is crucial in delivering high-quality customer service. When workers are appreciated and encouraged, they are likely to stay committed to their posts and avoid switching, which helps establish standard service delivery.
Moreover, the hospitality industry is quite saturated, and companies must work hard to adjust their services to the evolving market trends to succeed. This adaptability demands employees to be competent, creative, and capable of contributing to new service advancements. High turnover leads to a lack of continuity, and the ability to keep up with the competition is hampered. According to Breier et al. (2021), this research posits that hospitality companies must seek out diverse business models, especially during downturns like the one caused by COVID-19. The position of the employees as the authors of these innovations cannot be overstated, as they directly interact with the customers and implement these new service delivery models.
Another review related to the research findings is Bi et al., 2020 showing that consistency is one of the main determinants of customer satisfaction in the hospitality industry. Clients expect to receive a specific level of service delivery every time they engage with any hospitality firm, whether in the hotel industry, restaurant business, or travel agency. The consequences of such a service delivery approach include disloyalty and customer disappointment. 
When there is employee turnover in a business, the new employees that are hired usually take some time to attain the level of the previous ones, and this may cause a reduction in service delivery (Alzoubi et al., 2021). Such an inconsistency can have implications on the levels of customer loyalty and the business's reputation in general. It is vital to note that companies that offer their employees incentives in the sense that the company offers its employees proper training and implements employee retention strategies will consistently offer their customers quality services, ensuring customer and business success in the long run.
Employee satisfaction is another critical factor contributing to superior customer service. Happy employees who are content with reading and employees who are content with their jobs and workplaces will work harder, stay focused, and ensure they offer quality services (Keller et al., 2020). On the other hand, dissatisfied employees will perform poorly and eventually resign. The authors of Ghani et al. (2022) also note that employee satisfaction depends on favorable working conditions, career prospects, and communication systems and channels. Employees who perceive their efforts are appreciated will be encouraged to achieve and continuously provide excellent service (Usman et al., 2021). Hence, the theme is to make the employees’ environment understand and appreciate the need for the best performance from its workforce.
Managers then become central in ensuring staff is spurred to attain optimal organizational performance at any given time (Paais & Pattiruhu, 2020). Their actions, leadership styles, and strategies determine the overall environment and productivity in the organizations in which they work. The managerial role, therefore, is not restricted to administrative work but also involves motivating the employees to work to the optimal level. One of these inputs is motivation, which leads to employee commitment, satisfaction, and productivity (Riyanto et al., 2021). Motivating subordinates directly influences any manager and organization's corporate climate, efficiency, and results.
One of the managers' roles in motivating employees is to know the factors influencing performance. These are intrinsic, such as personal growth, recognition, and job satisfaction, and extrinsic, such as financial incentives and other emoluments. Research by Nguyen, Yandi, and Mahaputra (2020) shows that motivation, leadership, and work environment are crucial in determining performance. Managers who can identify and cultivate intrinsic and extrinsic motivation can, therefore, encourage enhanced work productivity and commitment on behalf of the employees (Laurens, 2020). This motivation usually manifests in enhanced performance, low turnover, and heightened organizational competitiveness.
Other scholars have stated that leadership is one of the most potent motivating tools a manager can use. Nguyen et al. (2020) suggest that leadership primarily impacts employee performance. The case demonstrates how managers who lead by example and provide clarity can help employees follow similar actions. Styles such as transformational leadership, in which managers interact with their subordinates and encourage them to seek new ways of doing things, have been found to improve the motivation of employees. Therefore, individuals can be motivated to perform at higher levels if only they have positive attitudes toward their managers (Rivaldo, 2021). Some leadership behaviors, such as open communication, which involves listening to employees and giving feedback, help create a positive work environment crucial to motivating employees.
The practice shows that the work environment is one of the most significant factors affecting the performance of the employees, and managers are supposed to shape it. Work climate can be defined as a favorable, constructive environment that promotes employee morale, work satisfaction, and recognition of competent performance. According to Sugiarti (2022), the work environment plays a central role in the motivational level and the resultant performance of employees. Many good managers can ensure that all employees have everything they need and can count on necessary support to become more motivated and productive. This involves promoting teamwork, appreciation, and training and development since this will enhance employee morale within the organization.
Moreover, as a critical component that influences productivity, the psychological health of workers is among the considerations that managers cannot afford to ignore if they intend to enhance the performance of the workforce. According to Yan, Basheer, Irfan, and Rana (2020, pp.55), psychological climate and self-efficacy relate to employee performance and health. The manager whose primary concern is the mental health of his subordinates is likely to witness increased productivity in the organization. Enthusiasm and commitment can be created among employees, whereby managers facilitate the development of increased employee ownership and confidence in their work responsibilities, resulting in a boost in performance.
Therefore, the remaining crucial component of managerial motivation is employee engagement. High-commitment employees are those who are committed and dedicated to their work. Based on the literature, Riyanto et al. (2021) also mentioned that engagement mediates motivation and performance. Managers can enhance employee engagement by offering career advancement, teamwork promotion, and celebrating employees’ accomplishments. It explains that when employees are engaged, they are more likely to be motivated and committed to the job, which results in improved performance. Another advantage of engaging employees is that the turnover is minimized because engaged employees cannot look for other employment opportunities.
There is considerable literature on the association between job satisfaction, employee motivation, and performance. Management has a strong influence on employee performance and organizational productivity. Managers strive to enhance employee job satisfaction by paying them better wages and salaries over time, promoting within the organization, and ensuring their subordinates find it easy to express their opinions. For instance, Sugiarti (2022) points out that job satisfaction is about performance by enhancing work motivation, which also influences employee performance. Employees who are happy with their jobs are encouraged to provide their best in their work and stay committed to the organization.
[bookmark: _Toc164291994][bookmark: _Toc177415926][bookmark: _Toc177834134]1.2 Problem Description
The hospitality industry significantly contributes to the global economy, employing more than 300 million people and generating nearly 10% of global GDP. However, it faces numerous challenges, including a high employee turnover of 73%. 8%, as estimated by the United States Bureau of Labor Statistics (2022). 
Particularly in the context of hotels, the retention rate for managerial positions might be as low as 25% to 30%, implying an urgent problem in this area (Ghani et al., 2022). Even Marriott International, one of the world's largest hospitality chains with over 8,000 hotels in 139 countries, has not remained untouched by this problem. In the last five years, the company has faced concerns regarding the 12 percent increase in the managerial turnover rate, the 5 percent lower customer satisfaction, and the 7 percent less engaged employees from the evaluated internal reports in 2022. These statistics point to the need to look into manager motivation in the organization as a critical area of concern.
Lack of motivation among managers in the hospitality industry, especially in Marriott International, is a critical issue. According to the available literature, 45% of hospitality managers complain about working in organizations with long working hours, leading to job dissuasion (Yan et al., 2020). 
At Marriott, a survey done early in the year showed that managers’ job satisfaction was 10% lower than three years ago due to high absenteeism rates coupled with burnout. This reduction has negative implications for performance because indifferent managers bring out poor performance from subordinates and low morale among frontline workers. One of the surveys revealed that 64% of Marriott employees believed that the failure of managers to engage eroded their performance and reduced customer satisfaction by 4%.	Comment by Owen Phillips: .add a line or paragraph break here
[bookmark: _Toc164291995][bookmark: _Toc177415927][bookmark: _Toc177834135]1.3 Statement of the research problem
Following the general negative comments about poor-performing employees in the modern working environment. Investors and business owners have tried to find practical solutions to improve managerial practices and drive force to managers to create better working conditions to enhance customer satisfaction and good service delivery in the hotel industry (Chen & Tabari, 2017). The particular issue concerns the practice of manager upgrading in Marriot International to help the performance of employees and provide quality products that satisfy customers in numerous visiting places.” This leads us to the goal of grasping the factors
 that hinder the motivation of managers right now and, consequently, how we could affect the motivation level.
[bookmark: _Toc164291996][bookmark: _Toc177415928][bookmark: _Toc177834136]1.3 Research Questions
I. How can Companies Enhance Manager Motivation to Drive Employee Performance?
II. What are the main themes and strategies for success in management within Marriott International?
III. How do the managers’ driving force at Marriott International influence the productivity of the employees?
IV. How could Marriott International offer strategies for volunteers' motivation and manage the job performance of others?
[bookmark: _Toc164291997][bookmark: _Toc177415929][bookmark: _Toc177834137]1.4 Research Aims and Objectives
Research aim: The research aims to determine and ensure manager motivation stimulation at Marriott International and to identify an overall strategy for other organizations to adopt.
I. Develop a List of the significant determinants of motivation for Marriott International's managers.
II. Study how the managers' motivation affects the employees' effectiveness at Marriott International.
III. Examine the existing approaches implemented by Marriott International to boost managers' morale and monitor performance.
IV. Come up with ideas to improve management motivation plan and thus obtain better performance from the workers at Marriott International.
5. Methodology	Comment by Owen Phillips: Put on next line, also use roman numerals eg v to keep consistent with text above
The research will utilize a qualitative approach, focusing on semi-structured face-to-face interviews with managers at various levels within Marriott International. Thematic analysis will identify key themes and patterns related to manager motivation and its impact on employee performance.
[bookmark: _Toc164291998][bookmark: _Toc177415930][bookmark: _Toc177834138]1.5 Study scope
The scope of this study will be Marriott International, which will target a study on the role of manager motivation within the organization. The study will comprise a review of the literature on the motivational characteristics of managers and the link between employee performance and customer satisfaction within the hospitality sector. Besides, the research will survey already available data and stories of the managers working at Marriott International, from which the research will derive specific problems and restraints to achieve motivation.
Besides, the study will be executed using primary research methods, including questionnaires and interviews with bosses and workers at the organization. The primary research method will be employed to get the current picture of supervisors being motivated within the organization and develop potential strategies for improvement. As a result of the research-based findings, concrete recommendations will be presented to motivate the managers of Marriott International, eventually improving the employees' performance and enhancing customer satisfaction. The survey subject can include more than Marriott International and might not be helpful to other similar hospitality organizations.
[bookmark: _Toc164291999][bookmark: _Toc177415931][bookmark: _Toc177834139]1.6 Study significance
The result of this research is that it will enrich the knowledge of human resources management and contribute new ideas concerning the particular industry - hospitality in particular. The aim of studying the motivation of managers at Marriott to improve managerial motivation through the engagement of the employees within the company is to address the critical factor in organizational performance that directly struggles with customer satisfaction. Additionally, the result of this study will signify a profound assessment of the inhibiting factors that Marriott International faces in managing motivation, which can be used as a reference in formulating focused strategies to boost motivation. It can enhance employee morale, satisfaction, and retention, which is very important as having good employees with good interactions will augment the company's experience and help achieve its goals.
Furthermore, by conducting a study that attributes significant contributions to managerial motivation from managerial employees and its effect on employees' drive and power, Marriott International and other industries in the hospitality segment could use this study to prioritize and invest in work programs that support the motivation of their managers. Such an environment can help the business reduce costs connected with employee discontent, increase their involvement, and thus enhance organizational productivity. 
This investigation can also help the literature on human resource management and organizational behavior by offering a case study that sheds light on the managerial motivations of a large multinational company. This study's results and recommendations can later be input for further research and discussions on the role of motivation in shaping employee performance and business success.	Comment by Owen Phillips: .add a line or paragraph break here
[bookmark: _Toc177415932][bookmark: _Toc164292007]

[bookmark: _Toc177834140]2.0 Chapter 2: Literature review
Managers' discouragement or encouragement dramatically influences their subordinates' performance, particularly those in the service industry, like the hotel business. In this industry, managers play a central role in overseeing operations, maintaining appropriate service delivery standards, and encouraging subordinates to deliver more than expected. Over the world, the managerial turnover rate is relatively high in the hospitality industry; it is estimated at 30 percent, in contrast to other industries with an average managerial turnover of 15 percent (Qasim, 2020). Such high volatility is attributed to reduced staff satisfaction, long working hours, and exhaustion, with 45 percent of hospitality managers acknowledging that they are overworked (Wen et al., 2020).
From the literature, it is understood that motivational managers play a crucial role in improving employee performance since motivated organizational leaders create a favorable climate for employees, which affects employee engagement, satisfaction, and productivity at work (Ahmeti, 2023). Proactive and motivated managerial leadership ensures that employees are keen on the organizational objectives and must ensure customers are well attended to (Riyanto et al., 2021). 
As a result, a lack of motivation among managers influences the operational efficiency of hospitality organizations, which will impact customers and the organizations' overall performance in one way or another. This review examines the facets of motivation that affect managers and their effects on employee performance at Marriott International.	Comment by Owen Phillips: .add a line or paragraph break here
This section focuses on management motivation as an essential concept in organizational prosperity, emphasizing that it is the driving factor that can bring an organization to success or failure. This review also introduces several influential theories, such as Maslow's Hierarchy of Needs and Herzberg's Two-Factor Theory, which highlight the most significant issues applicable to managerial motivation. 
The researcher regards the hotel business as a separate case that influences managers' intentions to act determinedly and restricts their ability. It stresses that people's leaders inspire employees to work productively and stimulate customer satisfaction, thus being the most determining factor of a successful service company. 
In the next step, the review explores the case studies and research on the motivation factor of hospitality managers, including the study game negative customer online reviews and managerial responses at Marriott Hotel group, Beijing, Chen (2017) and also the contemporary case of diversity, equity, and inclusion in the hotels of Marriott International Inc, Selin (2022). results of these studies reveal first-hand the significance of management attitude in the hotel fern. 
Next, the review will focus on improving managerial motivation through internal and external motivation, such as administrative recognition and incentives. Almost also study the position of HRM practices in helping and furthering managerial motivation. Moreover, ascertain particular HRM practices to use, in turn, Marriott International's management motivation. The literature review provides a good groundwork for a detailed analysis of management motivation in the hospitality industry.	Comment by Owen Phillips: .add a line or paragraph break here

[bookmark: _Toc164292001][bookmark: _Toc177415933][bookmark: _Toc177834141]2.1 Managerial motivation
Managerial motivation is a crucial subject matter in the field of organizational behaviour. It refers to the drive or incentive the managers must accomplish their goals or take on responsibilities effectively. Managers' motivation as a dynamic and multi-dimensional process is influenced by various aspects, including themselves, their organizations, and external factors (Kocabıyıkoğlu & Popescu, 2007; Leithwood et al., 1999). The essence of this definition lies in the remarks about the complexity of the motivations of managers and the necessity to master them to the full to improve the performance of the single organization and the whole economic society. It should be underscored that workers' motivation holds the prime spot among all the critical factors of management production. Andersen (2018) suggests that managers' motivation structure, the collection of individual differences in motivation frequencies, matters so much in their motivation levels, decision-making tendencies, and workforce performance. If a manager is highly motivated, he will act as the motivating force for his subordinates, which in the long run should lead to higher levels of employee engagement, better results in task execution, and more work satisfaction for all.
Besides, managers motivate all employees and build an influential corporate culture and atmosphere. Managers who are inspired by striving for success and setting their aims fasten the talent of their employees and make them reach their top level (Ismail et al., 2021). The organization's culture may improve, employees' spirits may be uplifted, the staff turnover rate may be lowered, and customer satisfaction may be raised (Lee & Ha-Brookshire, 2015). Generally speaking, grasping and promoting managerial motivation is necessary to ensure its smooth running and viability.
[bookmark: _Toc164292002][bookmark: _Toc177415934][bookmark: _Toc177834142]2.2 Maslow's Hierarchy of Needs and Herzberg's Two-Factor Theory
The core principles of the well-known Maslow's Hierarchy of Needs and Herzberg's Two-Factor Theory are the basis for explaining attraction to work. According to Maslow's famous hypothesis, physiological needs occupy the bottom layer in an individual's hierarchy of needs. In contrast, safety, love and belonging, esteem, and self-actualization needs, respectively, are the layers on the top. Subsequently, in the opinion of Gawel (2019), Maslow satisfies these needs on the ground level with the progression to further levels. One illustration could be when an employee discovers that the necessity for job security caters to safety. At the same time, the quest for recognition and respect deals with the esteem requirements of that individual.
On the downside, Herzberg's Two Factor Theory divides between hygiene factors (that includes pay, job security, and working environment) and motivators (such as appreciation, achievement, and growth opportunities). In the article of Alshmemri et al. (2017), hygiene factors are considered necessary to avoid bad customer experiences and prevent dissatisfaction, yet they do not create satisfaction or motivation. Differently, from attitude and mood (emphasis), an element is responsible for job satisfaction and motivates employees to be more productive. Herzberg's model points out that managerial motivators' efficiency management should only heed the avoidance of hygiene factors because their improvement alone cannot lead to positive outcomes that motivate employees further.
[bookmark: _Toc164292003][bookmark: _Toc177415935][bookmark: _Toc177834143]2.3 Managerial motivation in the Hospitality industry
The hospitality industry is experiencing high turnover rates, low job satisfaction levels, and burnout among managers. These problems are widespread in a field where workers spend numerous hours at work, face customers’ expectations, and perform jobs emphasizing empathy and service (Salama et al., 2022). The consequences of such challenges on business results are severe: high turnover affects recruitment and training expenses, decreased quality of service and satisfaction, and lower organizational effectiveness. 
Wang et al. (2019) argue that entrepreneurship in the tourism and hospitality industry is one of the sectors where entrepreneurs are driven by numerous motives, such as being independent, having an achievement, and demanding recognition. On the other hand, those who migrate from one profession to another may find themselves at the receiving end of this high level of competition, shifting market trends, and highly demanding customers, hence the difficulty in maintaining a high degree of motivation (Arasli et al., 2020). Also, Hotel workers' attrition and turnover, the construction of different push and pull, and mooring factors that inform their choices of sticking on or quitting jobs are the other focus areas (Haldorai et al., 2019). The industry deals with the challenges and forces influencing managerial motivation.
Job stress, satisfaction in the workplace, and burnout are key characteristics that lead to high turnover intentions in the hospitality industry. Salama, O., Ahmed, S. and Albassam, B. (2022), cited by Babalola & Adegbesan, opine that work stress positively correlates with turnover intention and is linked to job burnout. Managers in the hotel industry are faced with several demands that require them to undertake many tasks. When exposed to high-stress levels, they become emotionally less engaged and will not be as satisfied with their job, leading them to leave the organization.
In their study, Salama et al. noted that work stress had a part-mediated effect on job burnout and turnover intentions, such that the higher the work stress, the higher the burnout and the higher the intentions to quit. Overall, this mediated model highlights the relevance of work stress, as reducing burnout can help minimize turnover intentions in the hotel industry.
Wen, Zhou, Hu, and Zhang (2020) also build on research that establishes a relationship between burnout and turnover intentions, pointing out that role stress is essential in predicting burnout in front-line hotel employees. Four sources of role stress, namely role conflict, role ambiguity, qualitative role demands, and quantifiable role demands, are also highlighted in their study as burnout factors. Stress is a topic that has been extensively explored in management since managers are frequently preoccupied with their jobs, have ambiguous or conflicting instructions to follow, and often burn out.
Burnout, in turn, fully mediates the relationship between role stress and turnover intentions, which means explicitly that managers will not quit their positions unless they are burdened by burnout caused by role stress. In a study by Wen et al., the authors pointed out that role stress hurt the participants and that a positive service climate eliminated the adverse effects of role stress, which means that organizations could effectively prevent employee burnout.
Another crucial contributor to turnover in the hospitality industry is customer incivility. Pu et al. (2024) investigated the moderating roles of emotional exhaustion and job satisfaction on the link between customer incivility and turnover intention. Their results showed that customer incivility had adverse effects on job satisfaction but positive effects on emotional exhaustion, leading to increased turnover intentions. In essence, clients were built as psychologically demanding for managers, who are likely to become dissatisfied with the jobs and, consequently, the organization. The study also showed how emotional exhaustion contributes to this process, mainly regarding how factors leading to manager burnout must be managed in the hospitality sector.
In addition, low motivation, poor remuneration, and work-life conflict have been found to contribute to high turnover rates within the hospitality industry. These questions have been discussed by Qasim (2020) concerning the UAE hospitality industry, which is characterized by high turnover rates. They found that, as per Qasim, many hospitality managers are frustrated at the workplace and have low job motivation, which is attributed to poor remuneration packages and incentives. Such working conditions compromise work-life balance and thus create dissatisfaction within the industry, where managers are forced to work long hours. This work-life imbalance increases turnover intentions because managers seek other job opportunities with better working conditions (Pennbrant & Dåderman, 2021). From the paper, Qasim affirms that quick wage fixes and flexibility in working conditions can help the organization reduce turnover rates.
Park and Min (2020) reviewed 144 independent studies on turnover intentions in the hospitality industry as a meta-synthesis study. They found that burnout, role stressors, and job strains were the most prominent antecedents of turnover. Their investigations showed that burnout and role stressors have higher correlations with turnover intentions in this sector than in other industries, so managers of hospitality companies are susceptible to them. Similarly, this meta-analysis showed that national culture and job level are moderators of the relationship between turnover intention and its antecedents, which means that the solution to turnover might require the consideration of culture and organizational level of employment.
Manager motivation level does influence employee job performance and customer satisfaction in hospitality operations to some considerable extent. According to (Ghani et al., 2022), team management is a sample-providing field in the hospitality industry that influences employee retention rate as motivated managers encourage a positive working environment and engagement, which can lead to employee satisfaction. Managers willing to strive and lead are likelier to build more robust and motivated teams (Løvaas et al., 2020). Thus, employees are more productive, and customers are happier. Furthermore, customer-focused managers place their customers at the center of the strategy and execute something that enriches the customer experience and, in turn, adds to customer loyalty and positive reviews.
In particular, the hospitality industry requires proper management, considering some factors that they must deal with, including intense competitiveness and high expectations of customers. Nonetheless, an efficient management lead might be a turning point for effectiveness and consumer satisfaction, thus becoming critical to a hospitality organization's performance.
[bookmark: _Toc177415936][bookmark: _Toc177834144]2.4 Managerial Role and Performance
Several studies reveal that managerial motivation affects employees’ engagement, satisfaction, and productivity levels. Managers thus have a central role in creating an organizational climate that facilitates employee engagement and resultant performance. When well enforced, this psychological contract leads to job satisfaction and work engagement, which is related to improved employee performance.
In their study, Riyanto, Endri, and Herlisha (2021) highlighted work motivation as a central determinant of performance, determined by work satisfaction and engagement. Their study, which involved 127 employees from information technology companies, established that even though job satisfaction and engagement are positively related to performance, they have relationships indirectly moderated by motivation. This is more evident in establishments such as hospitality management, where managers play a critical role in keeping their employees busy with their duties amidst the challenges posed by service delivery-oriented jobs. Motivated managers are more capable of creating a positive workplace culture for employees, which in turn enhances the levels of engagement on the job, therefore improving performance.
The correlation between motivation and performance is also discussed by Susanto, Syailendra, and Suryawan (2023), highlighting the role of leadership in motivating employees and enhancing their performance. In their literature review, they argue and support the proposition that motivated leaders influence similar behaviors among employees through commitment and job satisfaction. Because leadership significantly influences the work climate, clerk motivation means the managers at organizational levels can better create desire among the employees, which leads to the escalation of satisfaction to influence clerks’ performance. The study also found that motivation has to be continuously kept up through leadership training and encouragement by the firm.
Hayati (2020) builds on this work by exploring the impact of visionary leadership, employee involvement, and talent management on perceived job satisfaction and performance. The research also identified that managers who have a visionary leadership style tend to engage their subordinates and make them develop a sense of mission in the organization. This increases employee engagement and motivation, thus increasing job satisfaction and performance. The research findings demonstrate that a faction led by visionary leaders, supplemented by talent management, motivates employees to produce their best output as they feel their work is valued.
Yandi and Havidz (2022) also mention job involvement and organizational commitment as significant factors that enhance performance outcomes. As they stress, managers who are motivated and dedicated to their activities and the organization are most likely to induce similar attitudes in their subordinates. This study also reveals that job satisfaction plays a central part in this formulation, which argues that when managers are contented with their positions, they are likely to cultivate favorable conditions that foster employees’ proactive involvement and loyalty. This also increases productivity because employees are more likely to work harder and achieve more than is strictly required if they feel valued by a manager.
The moderating role of employee engagement in the management practices and performance relationship is also confirmed by Goestjahjanti et al. (2020). In this study, they employed employee engagement to moderate the relationships between authentic leadership, talent management, and job satisfaction. The study also supported the hypothesis that implementing talent management practices, by a committed managerial workforce in particular, positively influences job satisfaction and worker involvement (Sikder et al., 2022). This is a critical area since it is believed that, for instance, employees in the hospitality industry have high turnover and burnout problems almost always. This being the case, managers with motivation and engagement in talent management practices can foster a more stable and motivated workforce, thereby improving performance.
The study by Awan et al. (2020) pointed to the indispensability of a well-structured and integrated performance management system (PMSE) in engaging and enhancing employee performance. They concluded that their findings on the effectiveness of performance management systems indicated that errors in a performance appraisal system will likely be corrected when the managers involved are interested in the process. Motivated managers who support using PMSE strategies enhance employees’ engagement and the outcomes of their tasks (Taufiq, 2024). Finally, it is evident from this study that managers must be motivated about the performance management systems because motivated managers would have the desired involvement with their subordinates and ensure that they create a positive environment that enhances high performance.
Thus, according to the literature, one of the factors that should be focused on to enhance employee engagement and satisfaction as well as to improve their performance is managerial motivation. Self-motivating managers increase individual organizational performance and ensure that all employees are encouraged and active, resulting in high organizational performance. It is essential to focus on manager motivation and development to promote employee engagement, motivation, and staff productivity.
[bookmark: _Toc177415937][bookmark: _Toc177834145]2.5 Manager Motivation at Marriott International
Chen and Tabari's (2017) empirical research on negative customer online reviews and managerial reactions at Marriott Hotel Group, Beijing, brings to light these difficulties extended to managers while trying to develop solutions for customers' feedback on the digital platform. During this study, the Marriott Hotel Group executives of Beijing faced the need to deal effectively with the customer reviews of negative online reviews without dropping the high enthusiasm of the staff members of the Group. In addition to ubiquitous negative reviews, the future of the hotel's reputation and the psychology of employees were endangered. This was because staff members needed more motivation to face customers' criticism. There are various ways of trying to tackle these issues, among which the employers utilize the timing and being polite when replying to negative comments, offering some of the guest's compensation or incentives to keep them back, and put in place training programs for workers to grow their skill and idealize better services quality.
This example of diversity, equity, and inclusion in the hotel chain Marriott International Inc. in Selin's case study also results in another problem of the motivation of managers in the hospitality industry. For example, Marriott International Inc. managers had to practice creating an inclusive organizational culture. Diversity and inclusivity shortages may lead to employee dissatisfaction and make them emotionally unhealthy, for they might perceive themselves as being abandoners of society. Management can mitigate these problems through diversity training, recruitment strategies, and employee resource group year activities. By these means, the management worked to set up a more complicated relationship between employees and the company, where everyone was valued, and the employees wanted to do their best.
The bad experiences of both cases, with the employees' negative reviews and diversity issues, had the same impact on satisfaction and engagement at the organizations. Numerous companies could be negatively perceived when it comes to reviews and diversity of the workforce. As a result, this can decrease general employee morale, with fewer people having high satisfaction with their work and productivity. Nonetheless, managers applied different techniques to make the tough times bearable and kill managerial demotivation. The comprehensive strategies adopted included good customer relations, training for staff performance, and company policies to enhance diversity and expand inclusion. Management is concerned with these challenges, and making the workspace more comfortable is the key to a high level of motivation among employees and, consequently, the organization's effectiveness. 
The cases focused on the challenging requirements of managerial motivation in the hospitality industry, and the interventions for the challenges, such as negative customer reviews and diversity, are very significant. Ultimately, innovative, energetic, goal-oriented management with preventive strategies can lessen these challenges, enhance employee motivation, and create a creative organization compatible with success.
Recent literature reveals that Marriott International is grappling with significant problems in manager engagement. For example, Yan et al. (2020), in a cross-sectional survey of Marriott managers, indicated a decline of 10% in job satisfaction over the last three years due to increased work pressure, long working hours, and promotions. The following factors have led to increased levels of stress and burnout in managers and, thus, reduced abilities in managing teams. This decline in motivation is especially problematic for a company of Marriott’s caliber as it seems to significantly impact motivated leadership, a core component of Marriott’s exemplary customer service and organizational effectiveness.
There is adequate evidence about the effect of low motivation among the managerial workforce on Marriott's performance and the quality of the services provided to its clients. Combined with internal documents, the lack of engagement from some managers has been found to affect the performance of the frontline workers and employees in general, resulting in the workers appearing to be less productive and less engaged. It directly impacts customer service delivery since dissatisfied employees will not volunteer to deliver more than is expected of them. Consumer satisfaction ratings have been reduced by 5%, which can be attributed to Marriott's poor management of service quality. In addition, the brand image of Marriott has also been affected, with many guests complaining about the service experience in the hotels, which is a severe issue in the context of such a business where loyalty and repeat customers are the factors that determine profitability.
[bookmark: _Toc177415938][bookmark: _Toc177834146][bookmark: _Toc164292005]The problems inherent in Marriott are similar to those in the hotel industry, which can be attributed to concerns over managerial motivation. For instance, while the current HR industry managerial turnover averages 30 percent, Marriott records a 25 percent figure (Qasim, 2020). Marriott’s numbers are slightly better than industry averages, but internal figures reveal an increasing problem with managerial interest. Likewise, a decrease in job satisfaction among Marriott managers is understandable for the overall shift within the industry, where 45% of hospitality managers claim to be overworked and somehow underrated (Wen et al., 2020). This comparison indicates that Marriott’s problems are not organization-specific but a broader problem of motivational and retention deficits in managers.
[bookmark: _Toc177415939][bookmark: _Toc177834147]2.6 Strategies for Enhancing Managerial Motivation
The above discussion indicates that manager motivation is essential in promoting overall employee functioning, performance, and satisfaction at the workplace, especially in the hospitality industry. Training, career development, work environment improvement, and engagement are some strategies in the literature to improve manager motivation (Saks, 2022). These strategies create a feeling of appreciation by the managers and make them more willing to work harder.
According to Sugiarti (2022), training and career development are among the essential levers that help enhance the motivation of managers. While training prepares managers for the challenges they face in practice, career development gives them hope to progress to other levels in the company. In cases where managers have reason to think that there are career chances in the company, they are likely to be committed and motivated to work. In hospitality, the managers experience pressure and responsibility at work; thus, when the organization designs specific courses that meet the needs of the learners, it can be instrumental in fighting burnout and improving the learners' satisfaction. Similarly, Khuong and Linh (2020) showed that professional development effectively enhances motivation and job satisfaction when job stressors are supported by professional development.
The work environment is also relevant to the context of motivation to a great extent. Frye et al. (2020) stated that a positive workplace environment impacts the attitudes of motivated employees, including Generation Y, who seek a proper work-life balance, discretion to make decisions, and good relationships with their managers. A work environment encouraging cooperative behavior, self-directedness, and reward-based systems can improve managerial motivation. In addition, Rabiul and Yean (2021) also supported the importance of leadership in designing a motivational work environment by stating that the transformational leadership style and the act of servant leadership utilized alongside motivating language have positive effects on work engagement and job satisfaction among employees.
The last determinant of managerial motivation is employee engagement. In their study conducted in 2021, Ahmed et al. stated that green HR practices like appreciating employees' efforts and offering eco-friendly workplaces enhance motivation and job satisfaction. The authors believed that engaging managers can contribute to the motivation of employees and consequently could benefit overall business performance. Motivation can be achieved by offering the required resources to managers to motivate their subordinates through positive feedback mechanisms, recognition programs, and involving the workforce in decision-making.
[bookmark: _Toc177415940][bookmark: _Toc177834148]2.7 Proposed Solutions for Marriott
There are possible solutions that Marriott could use to deal with the difficulties of diminishing managerial motivation. One is to motivate strategies, such as training and development plans that will be more suitable for individual needs and will be aimed at leadership, stress, and work-life balance. Sugiarti (2022) argued that training and development programs not only enhance the managers’ skills but also increase the level of confidence, which further increases the motivation level, leading to a positive circle with the organization’s benefits for both sides.
It could also enhance the work environment by celebrating achievements and delegating authority. The study conducted by Frye et al. (2020) highlighted that a positive workplace environment significantly increased employee satisfaction and decreased turnover intentions. Thus, Marriott can encourage the creation of a proper atmosphere where managers are appreciated, have discretion in their work, and interact with other employees and management.
Moreover, Marriott could construct a new leadership development initiative that utilizes the study of Rabiul and Yean (2021), which highlighted the benefits of transformational leadership concerning work engagement. These programs emphasize leadership competencies and motivation via empathetic communication and shared objectives. Thus, formal efforts to enhance managerial staff's leadership competencies and provide appropriate support to encourage their teams would benefit Marriott by enhancing both managerial and employee involvement, which might translate into performance and customer satisfaction.
Improving the managers' morale in hospitality institutions involves many techniques, such as providing internal and external incentives and receiving recognition and awards (Tumati & Yousfi, 2023). Extrinsic motivators, for example, a depletion that comes from successfully finishing a difficult task or the ability to have opportunities for professional development, should be included in organizational leaders feel encouraged (Gallus & Frey, 2016). Intrinsic motivation can motivate managers through extrinsic factors such as compensation and promotion bonuses. However, one must remember that the extrinsic motivators must go side by side with the intrinsic ones. Thus, both are essential for the employee's motivation to last.
The acknowledgment and motivation tactics of reward function as a core strategy to boost the performance and commitment of managers in hospitality organizations and can appear in a variety of forms ranging from "thank you" to holding an honorarium ceremony and inclusion into decision-making bilateral or trilateral processes (Arend et al., 2017). Performance rewards, such as bonuses, incentives, and career development, can also encourage managers to give the best of their performance. Such actions can be instrumental in making a job a comfortable place for managers, who are provided with an atmosphere conducive to their contribution to their work.
Practical strategies to boost managerial motivation in the hospitality industry are simple, are fulfilled, and build a climate of open communication and cooperation (Shen et al., 2020). These strategies include setting specific and achievable goals, giving regular feedback and support, and creating a collaborative and open culture. Setting up well-defined expectations and providing additional tools ready to be used by the managers as they seem fit and reasonable to meet their aims is necessary if organization managers are motivated to perform the tasks and empowered to reach given goals. The second important factor is establishing an environment of open talks and collaboration among bosses. This would contribute to cohesion and interdepartmental cooperation, increasing the bosses' motivation and job satisfaction.
[bookmark: _Toc164292006][bookmark: _Toc177415941][bookmark: _Toc177834149]2.8 The Role of Human Resource Management in Enhancing Managerial Motivation
The fact is that modern human resource management (HRM) practices can be and even are often among the key elements that foster and boost managerial motivation levels within the organization. Management practices are indispensable for an environment of motivation and engagement that work as tools in pursuing the objective of managers. In Ozkeser (2019), the author emphasizes training and learning in employee motivation. Therefore, she notes how some human resource management (HRM) practices, such as training and development programs, can increase managerial knowledge and expertise, which then serve to stimulate the employees to be more motivated. Offering training and development means that HRM managers can develop their accounts in certain areas, eventually resulting in higher motivation.
In addition, HR policies can help motivate managers through their links to job satisfaction and work atmosphere. Basalamah and As’ad (2021) underscore the importance of work motivation and other working conditions as determinants of job satisfaction, and they submit that human resource management practices could be used to create a conducive working environment that motivates managers toward excellent performance. For example, practices such as performance management systems, workers' appreciation programs, and work-life balance methods are the management effectiveness pillars in companies.
Among the practices in HRM that should be adopted to improve managerial motivation at Marriott International are nothing but the provision of examples of careers that can be advanced, accompanied by competitive compensation and benefits packages, and the creation of a culture of recognition and appreciation. Anwar and Abdullah (2021) focused on the influence of HRM practices on organizational organizations, highlighting that practices such as performance appraisals (PA) and feedback can help managers be more motivated and valued at work. By implementing these and other HRM practices, Marriott International will be able to build a decent workplace that favors and enhances the intrinsic motivation of the frontline managers, hence the achievement of the organization's purpose.
[bookmark: _Toc177415942][bookmark: _Toc177834150]2.9 Conflicting Perspectives and Gaps in Literature
[bookmark: _Toc177415568][bookmark: _Toc177415943][bookmark: _Toc177834151]There is a debate on whether the increased motivation of managers has a positive or a negative effect on the performance of employees. Erakovic et al. (2019) further questioned motivation as a driver of engagement and performance, as supported by many other studies, including Yan et al. (2020). For instance, there is evidence that psychological ownership can indirectly influence an organization's performance. Wen et al. (2020) further noted that psychological ownership may positively influence an individual’s commitment to the role. However, it may not improve performance if other factors, including organizational support and job clarity, are not in place.
[bookmark: _Toc177415569][bookmark: _Toc177415944][bookmark: _Toc177834152]There are also some omissions present in the current literature. While much has been written about the motivation and performance of employees and managers, a limited number of works are dedicated to managerial motivation, especially in large international hotel chains such as Marriott. Most research focuses on the hospitality industry with little regard to the fact that global corporations manage employees in different countries and organizational settings. Also missing from the literature are studies that aim to track the dynamism of managerial motivation and how it impacts organizational performance over time. Filling these gaps could further explain the problems Marriott and other big hospitality chains are experiencing.
[bookmark: _Toc177415570][bookmark: _Toc177415945][bookmark: _Toc177834153]The literature reveals that stress, career advancement, employee engagement, and work environment are critical determinants of manager motivation in the hospitality industry. Research by Sugiarti (2022) and Rabiul and Yean (2021) emphasize the need for leadership development and cultural support to enhance motivation and productivity. Managerial motivation is directly tied to employee engagement and customer satisfaction, which are critical to Marriott’s performance. It guides Marriott in identifying the need to implement solutions such as leadership development, motivation and recognition, and work-life alterations due to decreased motivation. More studies are required to identify long-term effective strategies for increasing motivation across global, large B&B hospitality chains, paying attention to various operations and cultural issues.
[bookmark: _Toc177834154]2.10 Summary 
The second chapter examines the literature on managerial motivation in the hospitality industry, explicitly emphasizing Marriott International. It reveals that managers significantly impact employees’ performance and customers’ satisfaction, yet high turnover, long working hours, and stress are the common problems that cause burn. To this end, the chapter analyses theories that may help understand managers' motivation; these include Maslow’s Hierarchy of Needs and Herzberg’s Two-Factor Theory. Mandatory overtime, customer rudeness, and stress are critical issues contributing to low employee morale and decreased service delivery standards. Research findings indicate that motivated managers translate to a good work environment, improved employee productivity, and customer service. The review focuses on approaches such as leadership, recognition, and organizational environment change to increase managerial motivation. Therefore, in the case of Marriott, it is essential to use these approaches to overcome the problem of decreasing motivation among managers and, consequently, enhance the quality of services and general performance of the company.	Comment by Owen Phillips: Font in this chapter doesn’t match he rest of the paper


[bookmark: _Toc177834155]3.0 Chapter 3: Methodology
This chapter aims to describe the study’s methodology and design, making it feasible to address the research questions and meet its objectives. It outlines the research methodology and design to answer the three research questions. The chapter then describes the data collection process, including a clear outline of the tools and techniques used. Following this, the details of the data analysis procedures are presented. Additionally, the chapter justifies the study's trustworthiness.
[bookmark: _Toc177834156]3.1 Research Design
The research method used in this study is qualitative, aiming to identify and describe the personal beliefs, attitudes, and perceptions of managers at Marriott International toward motivation, performance, and job satisfaction. According to Saunders, Qualitative research is more appropriate for this research as it seeks to understand individuals’ experiences, perceptions, and feelings about specific phenomena, which is central to comprehending complicated phenomena, such as motivation (Koster et al., 2023). 
ESR is the variable mainly influenced by internal motivating factors like job satisfaction and personal fulfillment and external motivating factors like promotion offers, extra cash, and physical working conditions in highly volatile industries like the hospitality industry. Determining and analyzing such factors, particularly their effect on performance, is beyond the reach of quantitative research due to its restricted and structured nature that does not permit a free-flowing discussion of the factors, as is possible with the qualitative method.	Comment by Owen Phillips: .add a line or paragraph break here
Interpretivism is inherent in qualitative research and situates the researcher in the research context as it fosters more flexibility in investigating complex and ever-evolving issues. This approach infers experiences from the participants and allows for the recognition of emergent themes that may be overlooked by quantitative analysis. According to Williams (2021), qualitative research is good when the researcher wants to know the meaning participants assigned to their experiences; therefore, it is suitable for studying the factors influencing manager motivation at Marriott.
[bookmark: _Toc177834157]3.2 Justification
The decision to use a qualitative approach is rooted in the research goal: to fully capture the lived experiences and drivers of Marriott managers, which by necessity involves rich, detailed analyses of their feelings, cognition, and actions (Martini et al., 2021). A quantitative approach focusing on numerical data and statistical analysis would be inadequate in effectively capturing the richness of the experiences and factors affecting the motivation of the managers. 
When it comes to the questioning process, qualitative research is also more fluid, which is crucial when studying managers' narratives, feelings, and struggles in their professional settings. Further, since motivation is a multifaceted topic and, in some cases, entirely subjective, employing qualitative research methodology allows the researcher to discover how managers effectively observe motivational issues in their working environment and how they feel about them.	Comment by Owen Phillips: .add a line or paragraph break here
[bookmark: _Toc177834158]3.3 Sample 
The sample for this study included junior, middle, and senior managers from Marriott International. Such a range of participants will enable the identification of various factors from the perspectives of different managerial levels and, thus, give a broader view of motivational factors throughout a manager’s career path. For instance, what motivates junior managers may not be the same as what motivates senior managers, mainly because senior managers have to lead and make more decisions than junior managers. Due to the diverse sample of managers, the study will embrace a variety of experiences and different viewpoints.
[bookmark: _Toc177834159]3.4 Data Collection
[bookmark: _Toc177834160]3.4.1 Interview Process
The actual means of data collection were semi-structured interviews where the participants were asked about their motivation, job satisfaction, and the impact of these antecedents on their performance. The semi-structured format allows the researcher to pose specific questions while at the same time guiding the interviewee to cover particular themes of interest while at the same time maintaining a measure of flexibility to elicit further information from the interviewee (Studen-Cosby, 2020).
[bookmark: _Toc177834161]3.4.2 Interview Mode
The face-to-face interviews enabled the interviewer to interact closely with the interviewee and analyze paralinguistic features like eye contact and posture, among others. Face-to-face interviews also allow the interviewer and participant to establish friendly relations, which is crucial in the response-gathering process as it ensures accurate responses are recorded. However, flexibility will be maintained by allowing interviews to be audio recorded if participants agree to this. This will help in transcribing and analyzing the content while at the same time preserving the richness of the collected data in terms of audio content.
[bookmark: _Toc177834162]3.4.3 Location 
Interviews were conducted at a mutually convenient time and place and must be comfortable and secure. Thus, interviews will be conducted in conference rooms of the Marriott hotels or any other relevant office space. Anonymity and privacy preservation are paramount when working with sensitive topics and when respondents are willing to share their individual stories and possible experiences that can reveal information about their missions.
[bookmark: _Toc177834163]3.4.4 Duration
Every interview took 45 to 60 minutes, so the interviewee had enough time to respond to the questions offered, and at the same time, there would not be too much exhaustion. This duration ensures the interviews are thorough but not exhaustive, which makes for good-quality responses while avoiding situations where participants get bored or pressured.
[bookmark: _Toc177834164]3.4.5 Sample Size 
The sample included 5 to 10 managers, depending on the availability of respondents and practical concerns. This sample size is adequate for qualitative research since the aim is to gather detailed data rather than achieving generalization.
[bookmark: _Toc177834165]3.4.6 Sampling Method
Purposeful sampling was employed to choose managers with prior managerial experience at Marriott International. This sampling technique fits well with qualitative research because it makes it easy for the researcher to purposefully recruit participants with unique knowledge of the research questions. In this instance, purposive sampling was appropriate as the research focused on identifying the perceptions of the managers who lead the teams and, therefore, have first-hand knowledge of the motivational factors that affect them and their teams (Jack & Phoenix, 2022). From choosing participants with managerial experience, the data collected will undoubtedly be appropriate.
[bookmark: _Toc177834166]3.4.7 Data Recording 
Interviews shall also be conducted with permission for the recordings to be made in order to capture all responses to the questions. Detailed and accurate data transcription is possible with recordings made in audio format, which is an essential requirement when performing thematic analysis. Participants will be assured that the study results will be kept confidential, and their identity will be kept anonymous in the final report to maintain their privacy.
[bookmark: _Toc177834167]3.5 Data Analysis
Thematic analysis will be used to code the data gathered from the interviews, a versatile technique for pattern identification, analysis, and reportage within qualitative data. This study is particularly suited for thematic analysis since it enables the researcher to identify managerial motivation, job satisfaction, and performance themes and relate these to the research questions. The thematic analysis offers a rigorous yet relatively fluid way of engaging qualitative data sets(Braun & Clarke, 2020). 
Thematic analysis is most beneficial when applied to multifaceted and explicitly qualitative aspects of the human experience, like motivation, in which multiple variables could intertwine to shape people’s experiences. Since it permits the researcher to concentrate on the themes evident in the data, thematic analysis allows a more in-depth exploration of the principal concerns that define motivation among managers at Marriott.	Comment by Owen Phillips: .add a line or paragraph break here
Data analysis will be complemented by using NVivo, one of the qualitative data analysis tools used to organize, code, and analyze large amounts of qualitative data. Interviews will be conducted and transcribed, and the data analysis will be done with the help of software known as NVivo, which will assist the researcher in categorizing and coding the data for themes more systematically. For these reasons, NVivo is helpful because it provides the tools to manage the qualitative data, coding job, and the visual representation of the nature of the relationship between these codes and themes.
[bookmark: _Toc177834168]3.6 Ethical Considerations
[bookmark: _Toc177834169]3.7  Informed Consent
Informed consent is considered an essential ethical consideration in research, and all the subjects will be requested to complete informed consent forms before engaging in the study (Newman et al., 2021). These forms will give the participants specific information regarding the study's objectives, the types of interviews to be conducted, the procedures put in place regarding the anonymity of the participants, and their freedom to withdraw from the study at any given period without any explanation.
The consent form will also cover the possibility of audio recordings and the purpose of these recordings for data analysis. Subjects will be comforted by the words that their participation in the study is voluntary and that they can refuse to reply to any question they do not like.
[bookmark: _Toc177834170]3.8 Confidentiality 
Regarding ethical considerations, perhaps the most vital duty is to ensure that participants’ identities are not disclosed. All participants’ identities will be obscured during the study; interview notes and all tapes will have Participant Identification Numbers, or PIDs, assigned to them to ensure participants’ confidentiality. Finally, the participant identification data will be removed or blanked in the study's final report to prevent the identification of any single participant. This will enable the partakers to converse about their issues and observations without qualms about getting into trouble.
[bookmark: _Toc177834171]3.9 Data Storage
The interview recordings in both the written document and audio format containing the participants’ information will be kept safe and secure. Transcripts and digital recordings of interviews will be saved in locked personal computers and flash drives, which require passwords to run the documents and access the recordings. Physical transcripts (if any) will be placed in secured cabinets. The collected data will not be available to the participants and will be used only for research purposes by the research team members; in case of data retention, the data will be retained for the period specified by the relevant ethical approving body before it is disposed of securely.
[bookmark: _Toc177834172]3.10 Ethical Guidelines
Measures shall comply with ethical standards described by Seedhouse (1992), including participants’ self-determination, informed consent, privacy rights, and the lack of enforcement of research findings, which will hurt participants. These ethical principles will help uphold the research professionalism and the well-being of the participants during the research process. The study will also meet with any ethical considerations provided by the universities conducting the research and other standards of ethics in the hospitality industry.
[bookmark: _Toc177834173]3.11 Limitations 
However, this study has a few severe limitations, including the fact that the number of managers interviewed in this study is only 5-10. This is okay for qualitative research, which aims to gather detailed data instead of generalizing results to the population, as seen in quantitative research. However, the small sample size may restrict the generalization of managerial motivation across Marriott International. However, more detailed and comprehensive information will be gathered from the interviews, allowing for a better understanding of managers' experiences, and such findings can be used in future research with more subjects. 
Face-to-face interviews could prove difficult due to the time constraints of managers in the hospitality industry. Since managers are busy with their work, they may not be able to find time for an interview, and thus, the researcher has to schedule the interview at the participant’s convenience. In some circumstances, interviews may have to be carried out virtually (for example, using videoconferencing) if face-to-face interviews can not be conducted. In this respect, the researcher will design and test the flexibility of the data collection timetable, and any subsequent shift in the data collection method (e.g., from face-to-face interviews to telephone surveys) will be permissible.
[bookmark: _Toc177834174]Timeline
	Week
	Tasks

	Week 1
	• Finalize the research proposal and obtain necessary authorizations from Marriott International.
• Prepare the interview questions and finalize data collection equipment (such as audio recorders and consent forms).
• Pilot-test the interview questions with a small group of participants (if feasible) to ensure clarity and relevance.

	Week 2
	• Begin data collection by conducting face-to-face interviews with managers at Marriott International.
• Conduct 2-3 interviews per week to allow time for transcription and preliminary analysis.
• Conduct a preliminary analysis of data collected in the first week to identify emerging themes.

	Week 3
	• Continue data collection by conducting additional interviews with Marriott managers.
• Refine the coding of themes based on evolving data and continue preliminary analysis to identify emerging themes.

	Week 4
	• Complete remaining interviews and ensure all data is collected.
• Conduct a thorough thematic analysis of all interview transcripts.
• Draft a preliminary report summarizing emerging findings and critical themes.

	Week 5
	• Finalize the data analysis by reviewing and refining identified themes.
• Create a complete research report with findings, implications for Marriott International, and recommendations.
• Review and refine the research report for clarity and accuracy.

	Week 6
	• Prepare the final research report and presentation.
• Present research findings to Marriott stakeholders and an academic audience (if required).
• Reflect on the research process and identify areas for improvement in future studies.



[bookmark: _Toc177834175]3.12 Reliability and Validity
Reliability
To minimize the threat of bias and increase credibility, the interviews will be semi-structured, and all participants will ask the same questions. This consistency will assist in eliminating many variations in the data collection process and make the results obtained from various participants comparable. Moreover, the data shall be coded systematically and similarly through NVivo software, enhancing the coding process. Inter-observer reliability will also be used to improve reliability in this proven study. This process involves a second researcher's independent assessment of the coded data to confirm the consistency in the coding and the consensus on the emerging themes. High inter-rater reliability reduces potential bias in the analysis and guarantees that the themes are correctly identified.
Validity
Triangulation is going to be used to establish validity in the study. Triangulation is the process of using various data sources to confirm the findings, which makes them substantiated by empirical data and theoretical concepts. In this study, the primary form of triangulation will be achieved by comparing the interview findings with data collected from secondary sources, such as the literature on manager motivation and performance. 
The researcher can verify that the derived themes are valid by comparing interview results with the existing theories and other studies. In the context of improving validity, member checking will be employed from time to time. It is worth outlining that participants will be invited to discuss their responses and the themes identified after the interviews have been transcribed and analyzed. This process assists in enhancing the credibility of the results by confirming that they give a correct representation of the participant’s accounts.
[bookmark: _Toc177834176]3.13 Conclusion
The process described above offers a systematic procedure for investigating how motivation affects managers at Marriott International. Through semi-structured interviews and thematic analysis, this research will identify the driving and inhibiting factors of managerial motivation and assess how these factors impact job satisfaction, employee engagement, and performance. 
The research results will benefit Marriott by providing the approaches necessary for recognizing and addressing the deficiencies regarding the motivation of managers to achieve higher levels of efficiency and effectiveness of leadership, higher levels of satisfaction with employees, and improved quality of customer service. The points of ethical consideration, the scientific analysis of data, and the practical design of this work will serve as a basis for improving management in the hospitality industry and enriching academic knowledge.	Comment by Owen Phillips: .add a line or paragraph break here
Furthermore, the conclusions will provide Marriott International with tangible suggestions to help the company enhance the motivating environment of managerial work. This will benefit the business in the long run and maintain its competitive advantage in the global hospitality industry.
[bookmark: _Toc177834177]
4.0 Chapter 4: Results 
[bookmark: _Toc177834178]4.1 Introduction
This chapter aims to report the findings from analyzing the data generated from the questionnaires administered to the managers at Marriott International. From the interviews, there was an opportunity to explore more about the managers’ mindset regarding motivation, performance, and other aspects. In this section, the findings will be showcased and analyzed in the same manner as in the interviews and elaborated based on the research aims and objectives.
The analyzed studies were evaluated qualitatively according to thematic analysis with guiding principles, including intrinsic and extrinsic motivation, leadership development, work environment, motivation, and performance. These are explained verbatim with quotes from the respondents and linked with earlier research on management and motivation. Semi-structured interviews were used to collect rich qualitative data from 10 managers at different Marriott International organizational levels. Participants were purposively recruited to comprise Junior and Senior Managers in different departments and regions. The interviews ranged from 45 to 60 minutes and were conducted in private, secure spaces to provide participants with anonymity and comfort. 
[bookmark: _Toc177834179]4.2 Demographic Information of Respondents
Table 1: Demographic Information of Respondents
	Respondent ID
	Role
	Years of Experience
	Gender

	R1
	Junior Manager
	5
	Male

	R2
	Senior Manager
	15
	Female

	R3
	Mid-Level Manager
	8
	Female

	R4
	Senior Manager
	20
	Male

	R5
	Junior Manager
	4
	Female

	R6
	Mid-Level Manager
	10
	Male

	R7
	Senior Manager
	18
	Male

	R8
	Mid-Level Manager
	7
	Female

	R9
	Junior Manager
	3
	Male

	R10
	Senior Manager
	25
	Female
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Figure 2: Demographic Information of Respondents
[bookmark: _Toc177834180]4.3 Theme 1: Intrinsic vs. Extrinsic Motivation
One of the significant themes that cropped up during the interviews was motivation. More specifically, motivation was a key factor dominating the interviews and discussions, as revealed by the participants. The researcher elicited several salient reasons from interviews with Marriott managers that could be categorized under internal and external motivators. 
Extrinsic motivation is the kind of motivation that comes from an organization's reward system, such as money or promotions, In contrast, intrinsic motivation is motivation that comes from within one’s self through interesting work, self-fulfillment, or a sense of accomplishment of the work done. Most managers stressed that self-actualization and job satisfaction are key drivers that can lead employees to work extra hard in their duties.
·  “I find great fulfillment in seeing my team grow and succeed. That personal satisfaction is a big part of why I stay motivated.” (R3)
· “Knowing that I am making a difference and contributing to something bigger than myself keeps me going, even on tough days.” (R7)
· “It is not just about the paycheck. It is about feeling like I am part of something meaningful, like my work has value.” (R6)
About the level of significance, intrinsic motivation was seen as especially important for mid-level and senior managers. In this regard, the identified managers were more concerned with their personal development and professional satisfaction and the effectiveness of the work being done in the organization as they climbed the career ladder. 
This aligns with Herzberg’s Two-Factor Theory, which states that motivation and satisfaction result from intrinsic factors such as achievement and recognition (Herzberg, 1966). Other extrinsic motivations deemed critical by many managers included commissions, incentives, bonuses, promotions, and recognition. Some respondents noted that extrinsic motivation was vital because internal motivation alone cannot endure when there is pressure in the workplace.
·   “While I enjoy my work, the financial incentives are crucial. Bonuses and promotions play a big role in how motivated I feel to keep pushing myself.” (R4)
· “Recognition is important. If my efforts are not acknowledged, it is hard to stay motivated over time.” (R2)
· “It is one thing to love your job, but if you are not getting rewarded for it, you start to question your worth to the company.” (R5)
There was variation in the balanced ratio between intrinsic and extrinsic motivation among the respondents. For instance, junior managers focused on extrinsic motivators such as promotions and bonuses based on the results of student surveys. Alternatively, senior managers reflected more on extrinsic motivation or self-actualization, such as satisfaction and career advancement. 
This is corroborative to Vroom’s Expectancy Theory, as Vroom (1964) asserts that motivation arises when one expects a specific action that will cause a desired result. As for Marriott managers, intrinsic and extrinsic rewards are considered crucial to sustaining motivation. Nevertheless, the impact of these factors varied across the career phase.
Table 2: Summary of Intrinsic vs. Extrinsic Motivation
	Motivation Type
	Key Drivers
	Impact on Performance

	Intrinsic	Comment by Owen Phillips: Could add a chart on the info in the table as well	Comment by Stanislav Kim (1807730): Hi are you able to elaborate on this please 
	Personal growth, job satisfaction, sense of purpose
	Higher engagement and long-term satisfaction

	Extrinsic
	Financial rewards, bonuses, recognition
	Short-term boosts in motivation, retention



[bookmark: _Toc177834181]4.4 Theme 2: Leadership Development and Growth Opportunities
A common theme that appeared was that leadership development and career paths were essential predictors of motivation. Most importantly, employees crave training, promotion, and career growth. Most respondents who took leadership training programs commented positively, while others reacted to several companies’ lack of training opportunities, especially for middle management positions. Those managers who successfully passed leadership development programs labeled such programs as crucial in keeping them motivated and confident in managers’ positions. 
· “The leadership training I received boosted my confidence. It helped me see that the company is invested in my growth.” (R6)
· “I feel more motivated when I know there is a clear path for advancement, and the company is providing the tools I need to get there.” (R5)

Another factor the study found apparent from the responses was that the availability of leadership development assignments was a significant incentive for managers because it helped equip them with the training and self-assurance needed to execute their leadership responsibilities. This closely correlates with Maslow’s Need Hierarchy model, where opportunity for self-enhancement is a critical factor for maintaining high motivation levels.
 For many managers, leadership training also signified a way of acknowledging them in their corporate organizations, and therefore, the motivation was improved. However, there were several complaints from several managers regarding the company's promotions, especially in the middle management cadre. Such managers compared the lack of discrete career ladders and mentoring schemes with mere stagnation and demotivating factors. 	Comment by Owen Phillips: .add a line or paragraph break here
· “There are fewer development opportunities once you reach a certain level. It is almost like you have hit a ceiling.” (R8)
· “I feel like I have plateaued in my career here. There is no clear direction for how to progress further.” (R9)
One may add that the interviewed mid-level managers also expressed concerns about the lack of growth opportunities. They raised issues about the longevity of motivation with limited career mobility. This study supports career development literature in that promotion opportunities are significant for retaining employees and hindering attrition (Kraemer et al., 2011). Perhaps Marriott may have to hire more resources to institute comprehensive structures for the career enhancement of these managers.
Table[image: ] figure: Impact of Leadership Development on Motivation
[bookmark: _Toc177834182]4.4 Theme 3: Impact of Work Environment on Motivation
The work environment was another critical theme that emerged from the data. Respondents described various aspects of their work environment, such as team dynamics, organizational culture, and support from senior leadership, as important factors influencing their motivation. Managers who worked in positive, collaborative environments reported higher motivation levels, while those who experienced high-pressure or unsupportive environments described disengagement and burnout. Managers who described their work environments as supportive and collaborative expressed higher motivation and job satisfaction. They appreciated having open communication channels with senior leadership and felt valued as part of a team.
· “I feel motivated when I know I have the support of my superiors. It makes a big difference knowing that they are there to help when needed.” (R1)
· “A positive, collaborative environment is key. It is much easier to stay motivated when you feel like part of a supportive team.” (R3)
A supportive work environment characterized by strong leadership, open communication, and collaboration was a critical motivator for many managers. This finding supports Organizational Support Theory (Eisenberger et al., 1986), which suggests that employees who perceive high organizational support are more likely to be motivated and committed to their work. Supportive leadership was seen as a critical factor in maintaining high levels of motivation, particularly during periods of stress or high demand. 
Conversely, some managers reported feeling demotivated due to high-pressure environments and a perceived lack of support from senior leadership. They felt that the constant pressure to meet performance targets often came at the expense of their well-being and long-term motivation. 	Comment by Owen Phillips: .add a line or paragraph break here
· “There is much pressure to perform, and I feel like we do not always get the support we need from higher-ups. It can be demoralizing at times.” (R5)
· “The pressure is constant, and sometimes it feels like management is only focused on numbers, not on our development or well-being.” (R9)
Employees who experienced high levels of pressure at the workplace and had inadequate supervision from their superiors had lower morale and perceived more burnout. This observation is also consistent with the Job Demand-Resources theory. Hatton (2016) posited that when job demands are high yet job resources, for instance, supervision, are low, the outcomes are stress and disengagement. Marriott may have to respond to these challenges by offering its managers a supportive working environment that will not compromise but enhance productivity.
Table 4: Work Environment Factors Influencing Motivation
	Work Environment Factor
	Positive Influence on Motivation
	Negative Influence on Motivation

	Supportive Leadership
	Increased engagement, confidence
	Lack of support leads to disengagement

	Collaboration
	Higher motivation, team cohesion
	Isolation and competition reduce motivation

	Pressure and Performance
	Moderate pressure increases focus
	Excessive pressure leads to burnout


[bookmark: _Toc177834183]4.5 Theme 4: Relationship Between Motivation and Performance
A solid and consistent theme across all interviews was the relationship between motivation and performance. Managers were keenly aware of the connection between their motivation levels and their ability to lead their teams effectively, meet performance targets, and maintain high levels of employee engagement. Managers who felt motivated reported higher levels of team performance and employee engagement. They noted that their motivation directly influenced the morale and productivity of their teams.
· “When I am motivated, I see the difference in my team’s performance. They are more engaged, more productive, and more positive overall.” (R2)
· “I know that my motivation sets the tone for my team. If I am energized and focused, they follow my lead.” (R7)
There is a clear link between manager motivation and performance at Marriott. Motivated managers were likelier to lead engaged, high-performing teams, suggesting that managerial motivation is crucial to organizational success. This finding aligns with the Self-Determination Theory (Deci & Ryan, 2000), which posits that motivation is essential for achieving optimal performance. The managers in this study recognized the ripple effect of their motivation on their teams, indicating that fostering managerial motivation could improve organizational performance.
On the other hand, managers who had low motivation levels complained of poor performance and morale in their teams. They also pointed out that their lack of engagement results in reduced productivity and lack of motivation amongst their employees. Some managers mentioned burnout, lack of support, or little or no rewards as significant issues that affected their motivation, and they all observed a resulting slump in their team performance. 	Comment by Owen Phillips: .add a line or paragraph break here
This further underlines the idea that motivation is one of the determinant factors of individual performance and creates a chain ripple effect that impacts the rest of the team. This finding emphasizes the need to focus on the manager's motivation as an essential aspect of performance management for Marriott to enhance. 
· “When I am feeling burned out or demotivated, it affects my team. They pick up on that energy, and it leads to lower performance across the board.” (R4)
· “If I am not motivated, it is hard to expect my team to be. It is a domino effect.” (R6)
[bookmark: _Toc177834184]4.6 Theme 5: Challenges – Burnout and Work-Life Balance
One of the most significant challenges identified by respondents was burnout and the difficulty of maintaining a healthy work-life balance. Managers frequently described feeling overwhelmed by the demands of their roles, which led to exhaustion and a decline in motivation over time. Many managers reported experiencing burnout due to long working hours, high expectations, and the constant pressure to meet performance targets. This burnout affected their motivation and negatively impacted their ability to lead effectively.
· “I am constantly working long hours, and it is taking a toll. It is hard to stay motivated when you are exhausted all the time.” (R8)
· “The burnout is real. I love my job, but there are days when I just feel like I cannot keep up with the demands.” (R10)
Burnout was a recurring theme across interviews, with managers frequently citing it as a significant challenge for sustaining long-term motivation. The constant pressure to perform, coupled with long hours and high workloads, contributed to feelings of exhaustion and disengagement. This finding aligns with research on burnout in high-demand industries, which suggests that excessive job demands without adequate recovery time can lead to chronic stress and diminished performance (Maslach & Leiter, 2016). Several managers also expressed frustration over the lack of work-life balance at Marriott. They felt that the company’s expectations made taking time off or disconnecting from work difficult, contributing to their feelings of burnout and reduced motivation.
· “Work-life balance is a big issue. There is always something that needs to be done, and it is hard to find time to recharge.” (R5)
·  “I think we need more support for work-life balance. The current expectations make it difficult to maintain motivation in the long term.” (R1)
Employed managers and executives stated that lack of work-life balance significantly affects their motivation. Lack of proper encouragement toward work-life balance exposes managers to burnout, thus reduced commitment, poor performance, and high attrition rates. It can be inferred from this research that Marriott may require formulating new work-life balance strategies that enable the managers to rejuvenate and sustain their energy levels in the long run.
Table 5: Challenges Impacting Manager Motivation	
	Challenge
	Impact on Motivation and Performance
	Suggested Organizational Response

	Burnout
	Decreased motivation, lower performance
	Introduce flexible work hours and recovery time

	Poor Work-Life Balance
	Lower engagement, increased turnover risk
	Develop policies supporting work-life balance


[bookmark: _Toc177834185]Chapter Summary 
The analysis of the interview data according to the thematic analysis procedure yields several significant findings regarding the factors that shape manager motivation at Marriott International. Intrinsic and extrinsic motivators are used in the motivation process, although the intrinsic factors take more importance as the manager grows up to a higher post. 
The effectiveness of the incentive systems is essential to maintain the motivation of employees in the long term, and leadership development and career growth are essential in guaranteeing long-term commitment; nevertheless, there is a lack of a consistent and more aligned development program, primarily for mid-management levels. The next element in the working setting also concerns leadership and cooperation, which is motivating when there is support but demotivating when people work under pressure without support. Last but not least, a strong correlation exists between motivation and performance between managers and the team they manage.	Comment by Owen Phillips: .add a line or paragraph break here


[bookmark: _Toc177834186]5.0 Chapter 5: Discussion
This chapter critically interprets the findings from the research on "Enhancing Manager Motivation to Drive Employee Performance. It connects them to the literature and research questions in “Strategic Management: A Case Study of Marriott International.” In the following section, each theme that emerged from the thematic analysis is elaborated and related to the existing theories and literature. The results also demonstrate the richness and dynamism of managerial motivation in the hospitality industry, which combines theoretical and practical aspects and is discussed based on the literature analysis outlined in Chapter 2.
[bookmark: _Toc177834187]5.1 Intrinsic vs. Extrinsic Motivation
The study's findings reveal a right mix of internal and external factors for motivating managers at Marriott. Self-actualization, satisfaction, achievement, and recognition yielded importance for mid- and senior-level managers. This is consistent with Herzberg's Two Factor Theory, which points to extrinsic motivators, such as achievement and recognition, as crucial components of enhancing motivation and job satisfaction (Alrawahi et al., 2020). R3 stated some of the areas that helped them derive fulfillment from the abilities of the team they headed. Hence, Herzberg agrees that intrinsic motivation is critical for the long-term motivation of employees. Furthermore, this is supported by Maslow’s Hierarchy of Needs, where needs such as self-actualization (fulfillment) advance when an individual gains more experience in their working career (Frei-Landau & Levin, 2023).
On the other hand, tangible incentives like monetary rewards, bonuses, promotions, etc, were ranked as more important for junior managers. Thus, the statement, ‘’Bonuses and promotions play a big role in how motivated I feel,’’ supports Vroom’s Expectancy Theory, which states that people will be motivated to act when they expect that the act will result in rewards and incentives, such as bonuses and promotions (Vroom, 1964). This finding is in line with the study by Ali et al. (2021), who posited that intrinsic and extrinsic rewards positively influence employee satisfaction and performance in the hospitality industry.
The research further proves how managers move from extrinsic to intrinsic motivation systems as they advance in their careers. Senior managers, on average, value intrinsic factors like satisfaction, and junior managers value extrinsic factors like salary and promotion more. This is in line with Nguyen et al. (2020), who noted that intrinsic motivators dominate later career stages as employees have a deeper relationship with their positions. This emphasizes that Marriott needs to have a view on the remunerational policy and the multiples offered to match the motivational engagement across the managerial hierarchy.
[bookmark: _Toc177834188]5.2 Leadership Development and Growth Opportunities
Another critical factor considered in the case of Marriott was the leadership development and career advancement program. The participants pointed out that leadership development programs were significant to them as they made them confident and motivated by honing their skills. In support of this assertion, R6 noted, “The leadership training I get was beneficial towards my confidence level.” This is in line with Maslow’s hierarchy of needs under the need for self-actualization, which includes personal and professional development to maintain motivation (Abbas, 2020).
Nonetheless, several mid-level managers expressed discontent toward career advancement, with R9 noted, “There is no way that one can know how to advance further.” This is in line with Kraemer et al. (2011), who pointed out that restricted career advancement prospects contribute to decreased employee engagement and a subsequent rise in turnover, particularly in competitive industries. According to the literature, Ghani et al. (2022) also highlight that the hospitality industry struggles with high employee turnover as the needs for career progression, which are vital to motivation, are unmet. Marriott is exposed to the risk of low long-term retention and performance of mid-level managers because no definite career ladder progression is mapped out for them.
Sugiarti (2022) also argued for the role of leadership development; employees ranked training and career advancement highly and were associated positively with organizational performance. In this regard, Marriott may need to focus on developing its leadership development programs or organizational career advancement opportunities that may help address the motivational requirements of mid-ranking managers. As Breier et al. (2021) discussed about business model innovation for the hospitality industry during the crisis, Marriott might improve the employee attitude and continue to lower the turnover rate by providing a more structured development program.
[bookmark: _Toc177834189]5.3 Impact of Work Environment on Motivation
The work context was another critical aspect that the participants mentioned as positively impacting motivation because a healthy working environment increases individuals’ interest and eagerness to work. This is evident from R1, who notes, “I feel motivated when I know I have the support of my superiors,” in support of Eisenberger et al. ’s (1986) Organizational Support Theory. It is based on the notion that when organizational support is perceived strongly, there is a positive association with employees’ motivation levels and commitment to duties.
On the other hand, several managers pointed to high pressure and perceived insufficient management support as the chief sources of demotivation and fatigue. R9 said, ‘It continues being pressured, and at times it seems like the managers are all about figures,’ showing the challenges created by the high-performance demands in the service sector of the hospitality industry. This finding resonates with (Huhtala et al., 2021), who reported by the authors that the combined high job demands and low resources significantly decrease motivation levels and increase burnout in employees.
Similar findings were done by Salama et al. (2022), and they concluded that work stress and burnout are some of the factors that lead to turnover intentions in the hospitality industry. Thus, Marriott needs to respond to the existing pressure on managers by creating a less stressful organizational climate that will meet both the managers’ performance and their health and safety needs. Thus, according to Frye et al. (2020), maintaining a positive organizational climate is instrumental in keeping staff members engaged and, therefore, free from the tendency to change jobs frequently, which remains a characteristic concern in the context of the overall accommodation industry. 
In addition, based on the literature, Nguyen et al. (2020) establish leadership and organizational culture as two of the most important organizational factors that determine employees’ working environment and, eventually, their performance. Marriott might establish new leadership behavior patterns that reflect collaboration, effective communication, and support in order to increase motivation and job satisfaction. This is in consonance with similar previous studies conducted by Rabiul and Yean (2021), who state that motivation and work engagement in the hotel industry are influenced by several transformational leadership styles.
[bookmark: _Toc177834190]5.4 Relationship Between Motivation and Performance
One of the common findings highlighted in the research was the positive correlation between motivation and performance. Managers were conscious of how motivational levels influenced their performance in motivating their subordinates and attaining set organizational performance goals. R2 said, “Whenever I am motivated, I can tell the performance of my team Changes,” SDT posits that performance reaches its optimal level when the employee is motivated(Chiu, 2021). In line with this, Riyanto et al. (2021) observed that work motivation plays a crucial role in the overall performance of employees through satisfaction and engagement. Overall, the study substantiated the leadership motivation hypothesis because managers who were motivated to work translated the enthusiasm to their teams and made them perform better. Ali et al. (2021) also note this motivated leadership as a determinant of the performance of employees and satisfaction with customers in the hospitality industry.
While some managers were able to recover from burnout and possibly were receiving support, those who received low motivation cited that their teams had become less productive and morale was low. R4 elaborated, “I must say that feelings of burnout or demotivation are not good for my team.” Park and Min (2020) also revealed that stress and burnout levels have a strong correlation with turnover intentions and decreased employee productivity in the hospitality industry.
To boost organizational capability, Marriott should also focus on managerial engagement for the purpose of identifying key factors that demotivate employees, including stress and lack of support at the workplace. According to Goestjahjanti et al. (2020), organizational culture plays a vital role in enhancing the job satisfaction and performance of the employees; therefore, Marriott should devise leadership approaches that would increase the level of engagement in its employees.
[bookmark: _Toc177834191]5.5 Challenges – Burnout and Work-Life Balance
However, the last theme to be derived from the research was the central issue of stress and work-life imbalance. Several participants expressed feelings of stress and burnout as a result of the high demands of their roles; R8 reported that workloads have reached a point where they are ineffective and causing burnout, adding, “I am indeed working many hours, and it is bad.” This is consistent with Guzzo et al. (2022), who pointed out that burnout is a significant problem in highly demanding industries, such as the hospitality industry, where expectations are high
Another factor that was unmasked in the case was the work-life imbalance, which is a struggle. As R5 pointed out, “Work-life balance is an essential objective. Work-life balance is a big issue. It is hard to find time to recharge. ” Marriott managers confirmed that the never-ending push toward performance goals made it impossible to step back and refresh. This is in support of Pu et al. (2024), who established that outcomes of turnover intentions in the hospitality industry are a result of emotional exhaustion through high job demands. Lack of replenishment and work overloading were also reported to have adverse effects on teamwork since managers who were stressed out could not motivate teams effectively. 
Yan et al. (2020) highlight the importance of employees’ Psychological capital, which is the evaluation of their emotional states and their beliefs in their ability to perform their tasks. Marriott business needs to address the issue of burnout through flexible working options or by availing more support for managers who are likely to be overwhelmed by their work.
[bookmark: _Toc177834192]5.6 Conclusions
[bookmark: _Toc177834193]Achievement of Research Objectives
This research sought to establish the factors that demote or enhance managerial motivation within Marriott International and their effect on performance. The study also reveals that both the intrinsic and the extrinsic motivation factors are strongly and significantly influential in sustaining the levels of motivation among managers. However, the distribution of the two types of motivation factors differs according to the career progression. 
Other factors that emerged as factors indicating motivation were leadership development opportunities within the workplace and the workplace environment. In contrast, significant dangers to future motivation and performance included burnout and problems with work-life balance. Thus, the study has met all the listed research objectives in defining the critical components of motivation, analyzing Marriott’s current motivational practices, and suggesting directions for development.
[bookmark: _Toc177834194]Contribution to theory 
The essential findings of this research relate to the topic of employment relationships, particularly the application of intrinsic and extrinsic motivation in hospitality managerial employees. The research conclusions help confirm some existing motivation theories, like Herzberg’s Two-Factor Theory and Vroom’s Expectancy Theory, but also reveal the role of organizational support and leadership in motivating employees. Moreover, the study fills the gap in Self-Determination Theory literature by illustrating the domino effect of managerial motivation on team performance.
[bookmark: _Toc177834195]Contributions to Practice
In the context of Marriott International, the research provides recommendations to increase the level of stimulation, satisfy the needs of the managers, and optimize organizational performance. By managing work-related burnout, having a better working balance, and offering more promotional chances, Marriott can turn its managers into motivated workers. The analysis also points out that Marriott should moderate the system of rewards and seek to address the motivational requirements that most managers at different stages in their careers may require.
[bookmark: _Toc177834196]5.7 Recommendations
· Enhance Leadership Development Programs: Marriott should invest in structured leadership development programs that provide clear career progression pathways, particularly for mid-level managers. This will help prevent stagnation and maintain long-term motivation.
· Foster a Supportive Work Environment: Marriott should focus on creating a more supportive and collaborative work environment by encouraging open communication, providing regular feedback, and reducing the pressure to meet unrealistic performance targets.
· Address Burnout and Work-Life Balance: Marriott should implement strategies to reduce burnout, such as flexible work arrangements, mental health support programs, and additional resources for managers facing high job demands. Improving work-life balance is critical for maintaining long-term motivation and reducing turnover rates.
· Balance Intrinsic and Extrinsic Rewards: Marriott should offer a mix of intrinsic and extrinsic rewards, catering to the varying motivational needs of managers at different career stages. Senior managers may value intrinsic rewards like personal growth, while junior managers may prioritize financial incentives.
[bookmark: _Toc177834197]5.8 Limitations and Future Research
While this study provides valuable insights into managerial motivation at Marriott International, it has several limitations. The sample size was relatively small, and the study focused on one organization within the hospitality industry. Future research could expand the sample to include managers from other hospitality organizations and explore how cultural and regional differences impact managerial motivation. Moreover, longitudinal studies could examine the long-term effects of leadership development programs and work-life balance initiatives on managerial motivation and performance.
In conclusion, this research significantly contributes to theory and practice by identifying the key factors that influence managerial motivation in the hospitality industry. By implementing the recommendations, Marriott International can enhance managerial motivation, improve organizational performance, and create a more supportive and sustainable work environment.
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[bookmark: _Toc177834199]Appendix A: Questionaire 
	Question No.
	Question
	Response Type

	1
	What is your role within the organization?
	Open-ended

	2
	How many years of experience do you have in your current role?
	0-3 years, 4-7 years, 8-15 years, 16+ years

	3
	What factors motivate you most in your role? (Select all that apply)
	Multiple Choice (Promotions, Personal Growth, Financial Rewards, Job Satisfaction, Recognition, Other)

	4
	How important is intrinsic motivation (self-fulfillment, job satisfaction) in your work?
	Likert Scale (1- Not Important, 5- Very Important)

	5
	How important is extrinsic motivation (bonuses, recognition, promotions) in your work?
	Likert Scale (1- Not Important, 5- Very Important)

	6
	How does the work environment (collaboration, leadership support) affect your motivation?
	Open-ended

	7
	Have you participated in any leadership development programs? If yes, how would you rate its impact on your career growth?
	Yes/No, Likert Scale (1- No Impact, 5- Very High Impact)

	8
	What challenges have you faced in maintaining a work-life balance? (Select all that apply)
	Multiple Choice (Long working hours, High workload, Lack of flexibility, Limited personal time, Other)

	9
	How does burnout affect your ability to lead effectively?
	Open-ended

	10
	In your opinion, what can Marriott do to support your motivation and performance better?
	Open-ended
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