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Abstract

     The development of the hotel industry has led to higher demands and more varied services which, in turn, has contributed to increasing the factors that could influence employee productivity. Because other barriers to productivity in the hotel industry have been discussed in other research, this paper aimed to study the extent to which employee well-being affects their performance. In this regard, the case of Hotel Café Royal, one of the famous five-star hotels in the center of London, was used.
     Previous research has studied the effects of stress and burnout on hotel staff, as well as the impact of different leadership styles on their effectiveness. Among other topics, the present research also addressed these issues, in order to provide a clearer perspective on the various factors that could influence employee productivity in this industry. With the help of the participants from Hotel Café Royal, it was possible to collect and interpret relevant data in accordance with the objectives of this study. Thus, two managers were interviewed, and a group of 15 employees contributed by completing a questionnaire.
     Contrary to the general perceptions that staff’s performance is directly related to the salaries or other financial incentives, it seems that this aspect is just one of the various strategies that contribute to their professional and personal success. In addition to the findings from other research, it has been determined that, besides employee rewards and training programs, the health and the well-being are also key elements contributing to the proper functioning of the hotels.
     The results of this research indicate that employee well-being can contribute to a higher  level of performance, with the specification that both the managers and the staff should be responsible for an efficient collaboration.
2

Introduction

     As shown in the title, this research will focus on analysing the effect that employee well-being has on performance in the hotel industry in the United Kingdom. Using the case study of Hotel Café Royal, will be described the methods they take into account when it comes to the well-being of their staff, as well as the strategies they implement to generate productivity. The focus of this research will be on stress and burnout, well-being, engagement and motivation. The purpose of the research is to examine these factors from the perspective of a HR director, a manager, and a group of employees. The main objectives are investigating and understanding the concepts of productivity and well-being, as well as establishing the elements that encourage the well-being and, ultimately, the performance of the employees.
    The hotel from the case study is part of the Set Hotels, which includes Hotel Café Royal itself, in London, the Conservatorium in Amsterdam and Lutetia in Paris. The British hotel opened in 1865 and, over the years, has remained one of the representative institutions of the capital of England. Furthermore, Hotel Café Royal is also the home of the National Sporting Club and, so far, the hotel has been frequented by various royal personalities and celebrities, remaining an iconic landmark for the city of London (Hotel Café Royal, 2020). Considering the fact that the hotel industry is constantly changing, the present paper aims to study the mechanisms behind the prosperity or the failure in this field. The findings could be useful to both the hotel industry and to further future research.
     For this purpose, the first part of the research will include theoretical details about the concepts of well-being and motivation. Therefore, it will start from examining the notion of well-being and will continue with defining the stress and the burnout effect along with the long-term effects that they can have on employees and companies. Both general characteristics and specific examples of the hotel industry will be stated. The topic of engagement models will then be addressed, where two of the most used models for measuring employees’ motivation, satisfaction and commitment will be described. Following this part, the importance of other two factors will be addressed. Both the leadership style approached by the companies, as well as the generation of which the employees are part of, have the potential to influence their well-being and performance. The topic of motivation is also addressed, and contains substantial examples from the hotel industry, including factors that have been shown to improve the staff’s motivation level. Last but not least, the research hypotheses will be introduced, which will be further analysed and elaborated in the third chapter.
     The second part of the paper will contain information on the research method, which will include details on the philosophy, strategy and ethics addressed, as well as on data collection and analysis. The third part of the research will present the case study, containing a brief description of the participants, as well as the analysis of the data obtained from the interviews and the completed questionnaires. Thus, the notions of well-being and productivity will be examined from three different perspectives, those of two managers from different departments and those of employees. The examination of the hypotheses will also be performed at the end of this chapter.
     Using the above theoretical notions as a conceptual basis, it will be possible to acquire a better understanding of the elements that contribute to the success of the hotel activities, and whether they are adopted by Hotel Café Royal or not. Finally, following the analysis and the interpretation of the data, the research results will be presented. In addition, a series of recommendations and conclusions will be addressed, which are intended to be valuable for future research, as well as for the hotel industry itself.


[bookmark: _Hlk37073326][bookmark: _Hlk37695894]CHAPTER 1
Theoretical background

1.1 Employees’ well-being

     The well-being of the employees, regardless of the field, continues to be an issue that is still contemporary and of interest to the departments of management and human resources. The type of work and the schedule can affect employees both physically and mentally. Among the main problems that may occur include stress, anxiety, poor sleep or even its absence, decreased self-confidence, job dissatisfaction, physical or mental collapse and the intention of leaving. These symptoms affect both the staff and the organizations as a whole, as they could lead to a higher risk of medical errors and lower productivity (Sebastiano et al., 2017).
     The term well-being was defined as „pleasure, satisfaction, social well-being, individual well-being, psychological well-being and quality of life ...” (Duyan et al., 2013). However, the different activities and objectives that each employee aims to accomplish can influence their level of happiness. Depending on their personal dispositions, they can manage more or less both the positive and negative experiences. Besides dispositional theory, telic theory plays an equally important role in influencing the well-being of employees. It describes welfare as being achieved only when certain goals or needs are met. Some examples that can be given in this regard are the development of certain competencies, the ability of working in a variety of fields or obtaining a position with social value which provides security (Vittersø, 2018). Also, in this context, the activity theory assumes that pleasure comes from the activity itself, from being active. Because well-being can be described as a positive lifestyle, activity theory focuses on clarifying things that can generate a positive activity for an individual. In this sense, it can be mentioned the development of challenging activities with potential for development. Here, the level of freedom that companies provide so that employees can evolve, is another important factor that can affect their well-being (Vittersø, 2018).

1.2 Stress and burnout
     Usually, individuals who work within a company spend most of their time in the workplace, performing different activities to achieve certain goals. When employees become overwhelmed with their roles, their level of stress accumulates. In addition to the responsibilities that employees have, there is also the pressure of adapting to the working environment, to the organizational values. Another factor that can be added when it comes to stress, are the personal aspects that each individual experiences, such as family issues, age-related pressure or certain individual features (Yirik, Oren and Ekici, 2015). In this case, stress not only can affect their productivity and satisfaction, but it can also affect the organization. This could also be true in the reverse situation because most of the times the problems faced by a company can impact its staff. This is also known as organizational stress, as is being generated by the work environment itself. However, the effects of stress on the workforce and on the organization can be managed through different programs, which could be customized according to the needs of each company (Yirik, Oren and Ekici, 2015).
     When it comes to burnout, it can be described as a reaction of long-term stress. This may involve symptoms such as exhaustion, lack of motivation and decreased efficiency. The consequences that burnout could cause for organizations can be critical. These may include accidents at work, absenteeism, poor performance, decreased quality of provided services and even the desire to resign, which can further cause high turnover. This phenomenon can occur in many areas of work, including the hotel industry. The authors cited above have examined this matter, and they found that hotel staff are among the most exposed to stress and burnout. Some reasons would be the uncertainty of the workplace, being known that the hotels usually register high stuff turnover, as well as the busy program and the poor relationship with the superiors (Yirik, Oren and Ekici, 2015).
     Emotional exhaustion seems to be considered as the main symptom of burnout, especially for individuals whose jobs involve a heavy workload or interacting with a large number of people. Hotel employees are also included here, as they usually work in dynamic and demanding environments. Here, they are more likely to push their limits in order to cope with the demands and tasks they have to deal with. In such situations, employees can be exposed to factors such as exhaustion, fatigue, decreased motivation and, ultimately, burnout. As a result, these individuals may endanger both themselves and others, due to the accidents that may be caused by negligence (Ayşegül and Mehmet, 2018). The burnout also increases the risk of anxiety, depression and even substance abuse or alcohol. Besides these, another element that could affect the quality of the working environment for hospitality employees is the level of security offered by employers. When income levels are inconsistent and development opportunities are lacking, employees' perceptions of the workplace may be adversely affected and the risk of them leaving may surface. Also, nonstandard working conditions with different shifts can cause difficulties for individuals when it comes to adapting to their personal or social lives (Ayşegül and Mehmet, 2018).
     This is why it is worth pointing out that jobs that value and reward employees' efforts, usually have an overall higher level of satisfaction and commitment. However, it is also possible that individuals who are valued by employers may not always be successful. The pressure that the expectations of the managers can have on employees’ activities, may also lead to negative outcomes. This is why it is advisable for hospitality organizations to provide a balance between work and other life roles. Given that the interactions between people predominate in this area, dissatisfaction must be taken very seriously by employers. As mentioned before, the attitude of the staff towards the workplace can impact the quality of their performance which, in turn, can affect the organization itself. In this regard, it is recommended that the hotel businesses acknowledge the value of their employees and develop effective strategic processes (Ayşegül and Mehmet, 2018).

1.3 Well-being and engagement models
[bookmark: _Hlk33971891]     The psychological effects that a workplace may have on employees, are still among the most important factors that are analysed in the research of the working environment. Most theories seem to emphasize the balance that should exist between professional and personal demands, the support offered, the level of freedom when it comes to decision making, and rewards. One of the most popular models that explains the connection between well-being and work is the demand-control-support model (Kristensen * et al., 2004).
     Job demand and job control are two important variables that refer to the effort and urgency required when it comes to work, as well as the autonomy that the worker has in this case. From these two variables, four possible situations can result: active jobs, low-stress jobs, high-stress jobs and passive jobs. In the case of active jobs it is about high control and high demand, and in the case of passive jobs it is the opposite. Low-stress jobs imply high control and low demand, while high-stress jobs entail low control and high demand. Some examples of low strain jobs are those held by people who work either in the office or in the laboratory, such as scientists, clerical workers or architects. Passive jobs consist of manual labour jobs, such as materials handling, manual assembly or mining. The active jobs include professions as teachers, surgeons or engineers. As for the high strain jobs, this category can include jobs in fields such as hospitality, healthcare or police. Of all these four situations, high stress jobs were most associated with a higher risk of developing a high blood pressure, a heart affection or even a stroke (Sebastiano et al., 2017).
     When it comes to control, here is analysed the level of freedom that employees have in organising and carrying out activities at the workplace. To carry out their tasks, they would require both skills and the power to make decisions. This matrix contributes to the understanding of the role that employee health plays in terms of these variables. In short, this means that each individual's personality is different, but most employees might perform more efficiently when they have the opportunity to be self-sufficient and are given more autonomy at work (Sebastiano et al., 2017). 

[image: ]

     For a better understanding, the characteristics of the four situations in the above image will be described. Therefore, passive jobs require a low level of initiative from the employees. Because the tasks are usually repetitive, the stress level is the lowest. On the other hand, within active workplaces, employees have a higher level of initiative. Although in this case the tasks are more demanding, the fact that they have the power to make decisions contributes to maintaining a low level of stress. Next, low-stress jobs consist of a combination of non-challenging tasks and freedom of decision. Because the workplace does not encourage learning new skills, the job is usually repetitive and unmotivating. Ultimately, when it comes to high-stress jobs or high strain jobs, the positions are very demanding, and the employees do not have much control over the decisions that are made. Because they have to follow strict rules, the risk of stress is very high (Mulder, 2019).
     This model’s goal is to find a balance between the demands of the workplace and the autonomy of the employees. When staff are unable to contribute to the decisions that are made, stress can occur. The same is true in workplaces where control is put into practice by using deadlines. Ultimately, it is the responsibility of the employer to hold open discussions with employees and to offer new challenges or other effective solutions. Thus, besides the traditional surveys and questionnaires, this model could be used as an alternative method of measuring staff motivation and satisfaction, through which development opportunities can be created (Sebastiano et al., 2017).
     When it comes to development opportunities, another tool that can be used for long-term benefits is the diagnostic tool of the Institute of Employee Studies. This tool emphasizes the importance of employee engagement which increases the perception of their value within the company. In other words, a greater involvement of staff in the work environment offers the companies the possibility to increase their staff’s level of involvement. As it can be seen in the image below, factors such as opportunities for development, efficient communication, correct wages, job security or the satisfaction of being part of a company can all contribute to increasing the employee’s feeling of being appreciated and involved. In the long term, these aspects tend to lead to higher engagement levels (Robinson, Perryman and Hayday, 2004).

[image: ]

     Each representative factor of the IES’ diagnostic tool can influence different companies in various ways. Also, it should be noted that not all the employees are motivated by the same factors. However, there is a close relationship between employees' experiences and their collective perceptions in regard to their workplace. Therefore, providing staff a sense of being appreciated contributes to their involvement growth which, in turn, leads to increased employee retention. Therefore, regardless of the field in which a company operates, it is recommended that the level of staff involvement is evaluated and that appropriate measures are put into practice for further improvement (Robinson, Perryman and Hayday, 2004).
1.4 Leadership styles and employees’ well-being
[bookmark: _Hlk35192201]     There are studies that have shown that the leadership style of an organization is closely linked to the employee well-being. A good management can impact the level of job satisfaction of the staff, which could also lead to a decrease in absenteeism. This applies to any area, including the hotel industry. The management style used by a company is an extremely important tool, because it can influence many aspects inside or outside it. If used effectively, it could improve the working environment, the relationships between the employees, as well as their performance (Kara et al., 2013). An essential element for the success of a hotel is the attitude of the managers towards the staff. As long as they motivate their employees, they encourage them to develop, engage them in different activities and offer them the opportunity to get involved in the decision making process, both the company and the employees will have many long-term benefits. Otherwise, failure could result from the incorrect use of this instrument, which could cost the business. Some of the consequences of an inappropriate leadership may be high employee turnover, poor performance, lack of motivation and dissatisfied customers. All of these have the potential to severely affect the success of a company and, therefore, managers have a great responsibility when it comes to the quality of working life (Kara et al., 2013).
    Although there are several types of management styles, the two most common will be further described. Thus, the way in which transformational leaders interact with their subordinates is by encouraging them to see outside the box and by motivating them to overcome certain challenges through various ways. On the other hand, transactional leaders set clear rules that need to be followed and promote employee performance by setting certain goals that should be met (Zhu et al., 2011). In other words, transformational leaders give employees a purpose, instilling in them a sense of achievement, motivate them using simple procedures and advices and, ultimately, they are paying special attention to problem solving, promoting creativity and intelligence. Instead, transactional leaders promote the negotiation of employees' interests, paying close attention to deviations from the rules. Also, the freedom of expression of subordinates is quite limited, which could generate more stress when it comes to earning certain rewards. Having said that, over time it has been found that transformational leadership can bring more long-term benefits, such as increased performance, satisfaction and commitment. However, each leadership style has its benefits, depending on the work industry and what the managers need to obtain from their employees (Zhu et al., 2011).
      The type of leadership used can contribute to the improvement of the quality of work life, through the effects it can have on the well-being of the employees. In this sense, leadership can be associated with the health and well-being in the working environment. An effective management can improve employees' perceptions about their job and it could also help reduce absenteeism or illness (Su and Swanson, 2019). When it comes to hospitality employees, the characteristics of transformational leadership can have positive effects on job quality. The motivation, the appraisal and the intellectual challenges are some of the factors that could have the capacity to increase the well-being of the employees, and therefore to reduce the burnout, as well as to increase their commitment. This is why it is important for hospitality leaders to understand the importance of the style they adopt and to create a favourable working environment that will improve the overall well-being of their staff members. Regardless of the leadership style addressed, managers should not only accept its importance, but also to take into consideraion the needs of the employees in decision-making processes (Kara et al., 2013).

1.5 Engagement and well-being across generations
     Employee engagement is considered to be a positive state of mind, characterized by the high level of energy of the individuals, the enthusiasm and satisfaction of being part of a particular organization, as well as the interest and the effort they show in the working environment. As for the engagement of the hotel and hospitality employees, it consists of different approaches (Ferreira, 2019). In such busy workplaces, competitiveness seems to be one of the main traits that can generate work engagement. Another factor could be the internal branding, through which the employees are involved in the development process of the organization. This process contributes to obtaining positive results, such as stimulating the well-being and the loyalty of the staff. It was also shown that the perception of the employees about the benefits that result from their job, as well as the given freedom of decision can determine innovation in the work environment (Ferreira, 2019).
     In addition to employee engagement, managers should have a good understanding of each individual's characteristics and be aware of their needs. The generational diversity and the way generations interact with each other is also an important aspect they should consider. This is why, even nowadays, managing the differences between generations is still one of the main challenges faced by employers. There are three generations currently referred to and there is an approximate delimitation when it comes to the period of time that a generation spans on. Thus, Baby Boomers represent those born between 1946-1964, Generation X includes individuals born between 1965-1980, and Generation Y, also known as the Millennials, comprises the people born between 1981-1999 (Chawla et al., 2017).
     Before continuing with more details about engagement and well-being among the three generations, a better understanding of their characteristics is required. Therefore, the Baby Boomer generation includes the ones born after the World War II. They are usually described as very hard-working and dedicated to any type of activity they undertake, whether personal or professional. Therefore, it seems to be one of the most prosperous generations, generally holding high positions that allow them to manifest their authority and power. Being motivated by the position they have and by their reputation, they are usually independent, very competitive and aware of their value for which they will expect adequate rewards. Also, most of them are very responsible and they strive to maintain their role for a long period of time, because work is part of their own identity (Prawitasari, 2018).
     When it comes to Generation X, these individuals usually grew up with absent parents, too preoccupied with their long hour jobs. That is why Generation X is typically described as being more cautious than the Baby Boomer generation, trying to maintain a balance between their work and family life. Therefore, they are usually less engaged when it comes to their professional position, but they are pragmatic and efficient. At the workplace, they are described as requiring flexibility and being fair in terms of policies and rules. Most of the generation X are independent thinkers, who value both freedom and personal development (Prawitasari, 2018).
     Finally, the Generation Y, one of the largest generational groups, contains over 70 million people. They have grown in a time when technology has been constantly developing, hence their experience in this field. Generally, they are confident, sociable and community-oriented. Because they are usually less independent than the individuals from previous generations, they expect clear instructions and goals, feedback and guidance. They tend to become bored quickly, but with the help of technology they can find new creative approaches and so are capable to multitask. The Millennials usually want to be surrounded by people and experiences that can give them a meaningful purpose. When it comes to work, they prefer independent learning and the financial rewards (Prawitasari, 2018).
     In regard to the above generations’ engagement in the workplace, it seems that the differences between the Baby Boomer and Generation X are not very substantial, while the differences between the last two and the Generation Y seem to be considerable. It has been found that older generations have a higher level of dedication in the work environment, compared to Millennials. The same was concluded when it comes to the level of engagement in the hotel industry (Chawla et al., 2017). However, the dominant characteristics of each generation will have a certain level of influence on the professional development of each individual, regardless of the field in which they operate. Thus, the Baby Boomer generation will usually aim for personal accomplishments, the Generation X will reach towards work-family balance, and the Millennials will strive for achievements that will challenge their creativity but will not restrict their freedom. However, aspects such as cultural and religious differences may influence the development of employee engagement in the workplace as well. This is why managers should pay great attention to providing a flexible work schedule and a stimulating working atmosphere. These factors tend to contribute to high levels of engagement in the workplace, regardless of the type of generation (Ferreira, 2019).

1.6 Motivation in the hotel industry
     Motivation mainly refers to the level of effort that employees make to carry out their activities and to accomplish certain goals. Motivation can be either intrinsic or extrinsic. The first refers to the appreciation of the job and the joy of doing it, and the second implies the reward for the performed work. Regardless of the managers’ purpose, when it comes to extrinsic motivation it is important for them to be aware of the contexts in which incentives are offered and to understand that each individual may have a different reaction to them (CIPD, 2019). Also, the rewards can be financial, as well as non-financial. The financial ones can include bonuses or incentives and are offered to influence employee productivity when certain results are achieved. On the other hand, non-financial rewards include employee schemes that recognize or plan to improve their performance, and may include different gifts, development programs, or time off from work (CIPD, 2019).
     When it comes to the hotel industry, the main responsibilities of managers and the HR departments are the well-being and motivation of employees. As mentioned above, the well-being of the staff is vital to the growth of an organization. Thus, in this context, it is important to present how different motivational approaches could affect employees’ performance as well. When it comes to financial rewards, it has been shown that, in hospitality, they positively influence the level of motivation employees. Here were also included the tips, those amounts of money given by the clients to the workers as a way of reward for the satisfactory services they provided (Kazembe et al., 2014). The same article highlighted that such incentives stimulate employees to become more involved in the process of providing services. The fact that they put a greater effort to provide better quality services, gives them more confidence that they will be rewarded. Which, ultimately, motivates them to become more productive. However, besides the financial rewards, another factor that contributes to the motivation of the hospitality staff is the culture of the workplace itself. Also, development opportunities, as well as rotating jobs between individuals, could have as big an impact as bonuses or other incentives. With the help of non-financial rewards, employees can be motivated to work towards different levels of achievement. Even so, the main responsibility remains of the managers, to ensure that high quality services are offered, as well as adequate rewards, and that the objectives of the hotels are fulfilled (Kazembe et al., 2014).
     In other research conducted in a five-star hotel business, it has been shown that in addition to salaries, incentives and job security, other factors could influence employees' motivation level as well. These include staff appreciation, teamwork and a sense of responsibility. Again, here managers play a very important role. Because, in order to provide the right motivational drivers for each employee, hotel managers should evaluate their staff needs as often as possible. It is usually recommended that these assessments are made at least once a year (Mhlanga, 2018).
     Also, when it comes to managers' responsibilities, they need to make sure that they create an open space for communication. The lack of communication or the misinterpretation of what it is being said could lead to decreased employee motivation and even to the decision of quitting the job. Changes that may take place inside a hotel must be communicated to the staff in a timely manner, so that they can express their opinions and their potential concerns. Thus, they can be assured of the way things will go and will feel more prepared to face the pressures of certain changes. Here active listening plays an equally important role, because the suggestions of the employees can help managers to find ideas that are advantageous for the hotel. Also, this contribution will give them a sense of belonging to the workspace and could make them feel more valued and satisfied (Mhlanga, 2018).
     Further, the managers need to make sure they set a positive example for their staff to follow. It is not enough for them to distribute responsibilities and set up frequent meetings. Employees should be encouraged to ask questions, and, in turn, managers should show interest in how they feel. Also, hotel managers could gain more respect from their employees when they accept that they can also make mistakes and are willing to find suitable solutions. In this sense, teamwork can contribute to the creation of efficient solutions (Edwards, 2019). Besides the fact that teamwork can help the hotel, the managers should invest time in this aspect for the welfare of the employees as well. Therefore, this factor could positively influence individuals' self-confidence, improve their morale and create new interactions. When it comes to new interactions and knowledge, staff rotation may be another contributing factor to their motivation. This could help employees develop new skills and thus become more satisfied with their professional development. Ultimately, training and development opportunities should be continuously offered to the hotel staff. Thus, even if they are qualified for a certain role, new responsibilities may appear, as the hotel industry is constantly changing. Effective training will not only help motivate employees but will also increase their level of commitment to the hotel. Which, from a long-term perspective, might help improve their retention as well (Edwards, 2019).

1.7 Research questions and hypotheses
     Taking into account the topics mentioned above, the following hypotheses were considered as important to be tested in the present research, which is based on the case study of Hotel Café Royal:
     Hypothesis 1: Stress leads to a lower level of productivity among employees working in the hotel industry.
     Hypothesis 2: Leadership style has a direct effect on employees’ well-being, and it can affect their level of job satisfaction.
     Hypothesis 3: Job performance is related to generation types and varies depending on which generation the employees belong to.
     Hypothesis 4: Motivation has a positive effect on the employees’ well-being, such that the more they are satisfied with their role, the more productive they will be.
     Not only will these hypotheses test how well the theory is transposed into the hotel's actions, but the participants' answers and the related conclusions may be useful future guidelines in the industry, as well. Before analysing the collected data and forming the answers to each hypothesis, the research methodology will be presented in the chapter below. Thus, it will provide a better understanding of the philosophy and the ethics of this paper, of the strategy that will be approached, as well as the way in which the data was collected. 

[bookmark: _Hlk37695987]CHAPTER 2
Research method

[bookmark: _Hlk37693945]2.1 Research philosophy
    The system of hypotheses through which knowledge is developed is perceived as the research philosophy. Thus, the present research will develop knowledge in the hotel industry in terms of well-being and performance. Therefore, this paper aims to find answers to certain matters within a particular organization, in this case the Hotel Café Royal in London. The belief system may include epistemological, ontological or axiological assumptions. The first category involves assumptions about the general human knowledge, the second is about the nature of the reality encountered in research, and the third category includes the degree to which the personal values influence this process. All of these assumptions can influence the research questions and how the answers are interpreted. This is why, in order to ensure a credible piece of work, a good reflection on the research philosophy is necessary (Saunders, Lewis and Thornhill, 2016).
     In the case of the present research, the assumptions on which it is mainly based are both the ontological and the epistemological ones. From an ontological point of view, the way in which the objects from the present research will be studied will shape the final result. For example, the study of processes and factors which determine productivity within the chosen hotel will determine the direction of the research. On the other hand, from an epistemological point of view, the generally accepted and valid knowledge will come to complement the ontological assumptions. Thus, textual data, facts, recordings and interpretations will provide a more complex view on the studied subject. Using an interpretative, therefore subjective, point of view, the present paper will study the employees and the managers, their interaction in the work environment and the events that take place within the hotel. After all, the purpose of interpretive research is to create new understandings of the examined contexts. This way, in the case of the present research, a better understanding of the effect of well-being on productivity of hotel employees will be possible. This involves analysing the Hotel Café Royal from the perspectives of the different individuals that are part of it, as the way managers and employees experience the workplace or certain events can be very different. Precisely these differences will reflect the complexity of the topic chosen for the research.

2.2 Research strategy
     For this research to achieve a high level of coherence, a mix of strategies will be used. These will not only allow the finding of relevant answers to the research questions but will also help reach its goal. The survey is the main strategy, and in the present research both the questionnaire and the interview will be used (Saunders, Lewis and Thornhill, 2016). When it comes to gathering data from the Hotel Café Royal employees, the questionnaire will ease the process and ensure a simple comparison between the answers given by the participants. This strategy will allow the collection of qualitative data which will be put in relation to the transcribed information gathered from the interviews with the managers.
     However, the survey is not ample enough when it comes to understanding the research context. Therefore, the case study strategy will complement it and, with its help, the effect of well-being on performance in the hotel industry will be studied at a deeper level. Here, the chosen case is Hotel Café Royal, where the relationship between the employees and managers will be studied. This strategy has the advantage of producing in-depth perspectives in developing a consistent research. Thus, it is possible to identify the reasons why certain events take place within the hotel, what are their effects on the participants and what actions could be taken. Also, the case study strategy allows the possibility of finding similar previous works, which can be used as guiding examples. Thus, both the survey and the case study represent strategies that, with regard to the present research, could contribute to obtaining rich and qualitative data (Saunders, Lewis and Thornhill, 2016).

[bookmark: _Hlk37693990] 2.3 Time horizon and research ethics
     When it comes to this aspect, there are two possibilities. Either the research will follow the study of circumstances at a particular time, the cross-sectional time horizon, or those circumstances will be monitored for a longer period, such as a ‘journal’, known as the longitudinal time horizon. This research will use the first option, as it involves studying a phenomenon, the effect of well-being on performance, at the present time in the London Hotel Café Royal. Thus, due to the limited time, the questionnaires and interviews necessary for the project were conducted in a short period of time (Saunders, Lewis and Thornhill, 2016).
     In addition to these aspects, reliability and validity must also be considered. As verified and credible sources will be used, such as books, journals and specialised websites, the stability in terms of data analysis and interpretation will be possible. Therefore, threats such as false assumptions or not gathering enough information will be avoided. The way the present research will be conducted will be transparent. Thus, after obtaining the participants' consent and confirming their confidentiality, they will be offered all the explanations in order to ensure relevant responses. Also, the authenticity of the obtained results can be validated with the help of triangulation, a technique that could help determine the quality of the research. Thus, there will be used three source. Besides the fact that two managers from two different departments will be interviewed, the questionnaires completed by the employees will also contribute to the validation of the collected data. The accuracy of the information received can be confirmed by them, as the participants are allowed to add comments or clarifications to their previous statements.
     It is usually possible for certain companies or individuals to refuse to participate in additional activities for different reasons. When it comes to the business chosen for the present research, Hotel Café Royal approved the request for access and cooperation. With the help of the managers' cooperation, it was easier to select a certain number of participants for data collection. Thus, the data obtained is reliable and ready to be used in fulfilling the research objectives. Therefore, in order to ensure the selection of the appropriate sample of participants, a familiar case study was chosen, where credibility is established between individuals. Also, sufficient time was allocated for thinking the purpose of the research and negotiating the access for data provision. Besides, the goal of the research was well explained to the participants, using a clear and transparent language, where the possibility of continuous feedback was ensured. Therefore, the design of this research aims to be a logical one, carefully examined, to ensure that the ethical norms are respected, and the final results are credible and practical (Saunders, Lewis and Thornhill, 2016).

2.4 Methodology and data collection
     As mentioned above, the objective of the present research is to evaluate the effect of the employees’ well-being on their performance in the hotel field. In order to be able to understand in depth the obstacles and strategies regarding the motivation of the personnel, the research paradigm that will be used is the qualitative methodology. This method will be used for gathering and analysing the obtained data. The interview will be the main way of collecting the primary data. Thus, through this method, well-planned questions were asked, relevant to the chosen topic for the research. The questions were direct and unambiguous, so that the interviewees' attention was active, and their answers were reliable and applicable to the research. The interviews will be both structured and semi-structured. For a better understanding, both will be explained and the context in which each will be used will be clarified (Saunders, Lewis and Thornhill, 2016).
     The structured interview is based on standard sets of questions. Thus, in the case of the present research, a group of employees of the Hotel Café Royal was asked to complete a questionnaire. Prior to this procedure, preliminary explanations were provided, in order to avoid misinterpretation. On the other hand, the semi-structured interview contains sets of non-standardized questions. This refers to the fact that the questions had a different order depending on the interviewee and how the discussion evolved. However, additional questions or comments were added to develop various topics useful for the research. Therefore, during data collection, two managers of different departments within the hotel were interviewed. One of the departments is the Human Resources department, so that the opinions of a representative from this field will be taken into account. Thus, the perspectives of the employees, the director of the HR department and the manager of the In Room Dining department were taken into consideration and analysed accordingly with the literature review in the first chapter (Saunders, Lewis and Thornhill, 2016).

     2.5 Data analysis
     For a better understanding of the notion of qualitative analysis, some of its main features will be listed. In such an analysis, the subjective or social constructed meanings of certain topics should be noted. Especially when it comes to the people participating in the research. Certain topics may be approached differently by certain individuals, depending on their realities and the events they witnessed in the past. Because the way a research evolves depends on the interaction with certain people, the data obtained is complex and can direct the findings in new and unexpected ways. Therefore, in order to give meaning to the entire research, these factors were taken into account when collecting the data (Saunders, Lewis and Thornhill, 2016).
     Qualitative data can also be characterized by its fullness, determined by the possibility of exploring certain matters from different angles. In-depth information can thus be obtained from the words of the participants and from the indirect way in which they communicate. Because both indirect communication and the words can have more meanings, it was necessary that the objective of the research was described as accurately as possible from the beginning of the research. Therefore, it can be stated that the quality of the research can be conditioned by the way the data was collected and analysed, by studying and clarifying the diverse meanings. At this stage, it was important that the most relevant data was selected and categorized, so that a condensed information structure was created to answer the research questions (Saunders, Lewis and Thornhill, 2016). Also, it is useful to understand the nature of the analysis that will be performed. For example, the present research is using a deductive approach. Thus, the theoretical basis of the first chapter was used to shape the data analysis process. The theoretical perspective was not only an advantage in terms of gathering the necessary knowledge for the selected topic, but it also allowed the creation of a primary analytical framework. Thus, the deductive approach can be counted as a tool for directing the collection and analysis of data (Saunders, Lewis and Thornhill, 2016).
     Finally, considering that in this qualitative research were conducted interviews, it is useful to specify that they are audio recorded. Therefore, it is important to emphasize that for the analysis of the data was considered both what the participants affirmed, but also how they expressed themselves. This way, all the necessary information was taken into account, so that the research is carried out accordingly. However, careful planning of the research tasks were ensured, as transcribing the interviews is usually time consuming. Although the format of the questionnaires completed by the hotel employees is electronic, the same evaluation measures were taken as in the case of interviews, to ensure proper preparation for analysis. Thus, the research propositions took shape and the structure of a comprehensive analytical framework and valid conclusions were possible (Saunders, Lewis and Thornhill, 2016).












     



[bookmark: _Hlk37696164]CHAPTER 3
Case study

3.1 Hotel Café Royal description
[bookmark: _Hlk42780081]     As previously noted, Hotel Café Royal is a five-star hotel located in central London and one of the Leading Hotels of the World. However, before being converted into a luxury hotel in 2012, it was a restaurant that constituted the main meeting place for many celebrities and royal personalities. The building was originally built in the late 19th century by a wine merchant from France. Over time, Café Royal became increasingly famous, with important clients including the writer Oscar Wilde, the politician Winston Churchill, the actress Brigitte Bardot, the professional boxer Muhammad Ali, the Princess of Wales, Diana and many others. Also, in 1951, the business became the home of the National Sporting Club. After the building was restored by well-known British architects, it was finally transformed into a luxury hotel open to the public in 2012 (Hotel Café Royal, 2020).
     Currently, the hotel has 160 rooms, of which 107 guest rooms and 53 historic suites. The building also has several bars and dining rooms, meeting rooms, a club for private members, a ballroom, a well-being spa and gym with swimming pool. Due to the prestige and quality of the services offered, Hotel Café Royal was awarded both in 2018 and in 2019, being in the top of customer preferences, especially for their Spa and Wellness services. As for the number of employees, they usually fluctuate between 350 and 400. Their positions are diverse, starting with front desk clerks, waiters and waitresses, porters, housekeeping, concierge, room service, kitchen staff, and continuing with event planners, supervisors, department managers and the managing director (Travellermade.com, 2020).
     Regarding the human resources strategy, Hotel Café Royal has a set of directions to carry out activities such as hiring staff, development and performance assessment, as well as compensation schemes. When it comes to recruiting new employees, the director of the human resources department stated in the interview that the image of the hotel from an internal and external point of view plays a major role. Thus, „recruitment is as much selling the hotel to potential employees, as much as sales is selling the hotel to potential customers”. That is why the hotel considers essential that simple staff inclusion activities to be done whenever possible. In this way, in addition to attracting new employees when necessary, this strategy also increases the loyalty of the existing employees.
     When it comes to how Hotel Café Royal motivates its employees, here the HR department recognizes that stimulants can vary from person to person, depending on different aspects. Details such as the gender, age or culture of employees are taken into account before making decisions regarding staff motivation techniques. Therefore, the hotel considers a range of opportunities to cover the complex needs of employees, such as flexible working hours, professional training and career advancement plans. As for performance evaluation, meetings between staff and managers are held weekly or monthly, depending on needs and events. Thus, employees are given the opportunity to express their opinions or concerns, and appropriate action can be taken. This way, through open communication and the provision of tools to succeed, the well-being and mental health of the staff are monitored.
     As a conclusion, the main element on which the hotel is based in terms of HR strategy, is the creation of a transparent and safe environment, where employees feel confident. However, it should be emphasized that for this to be possible, a good collaboration between the HR department and the managers of different departments should exist. When managers have the necessary knowledge for efficient staff management, the work environment created can lead to many benefits for both the employees and employers.
3.2 Participants
[bookmark: _Hlk38894824][bookmark: _Hlk38894835][bookmark: _Hlk40089198]     As mentioned above, three different types of primary data collection will be compared. Therefore, the interviews with two managers of different departments of the Hotel Café Royal, together with the questionnaires completed by a group of hotel employees, represent the triangulation with which the qualitative research from the following chapter will be carried out. For a clearer perspective of the human resources strategies adopted by this hotel, the first interview was taken with its HR director, Mr. S. C. He was, at the beginning of his career, the manager of a restaurant himself and now he has almost a decade of experience in recruiting and human resources. On a professional public page, he states that he is „passionate about people” and he firmly believes that „happy engaged colleagues create unrivalled guest experience”. In his opinion, „[…] the role of HR is to advise, guide and support the business, ensuring consistency, fairness and equity across all people areas […]” (LinkedIn, 2020). Thus, the fact that the HR director of the Hotel Café Royal already has managerial experience is giving him a more authoritative and sharp point of view, which comes both to his advantage and to the hotel's.
     During the interview, he displayed a high level of attention and professionalism, answering each question in a clear and comprehensive manner. When it comes to the effect of employees’ well-being on productivity, he considers that these are the main responsibilities of the managers, who must have the necessary knowledge to properly manage their staff. From his point of view, the HR department is not just a connection between managers and employees. In order for employees to perform as expected, the managers must handle certain tools to ensure the successful performance in their responsibilities. And here the human resources come to their aid, with appropriate suggestions and solutions. In addition to motivating and empowering employees, the HR manager considers important that both the professional and personal goals of the employees are taken into account and, as much as possible, are connected with those of the hotel. Thus, certain actions or gestures could contribute to making the staff feel more committed to the hotel, being part of a bigger picture.
     The respondent of the second interview was Mrs. J. D., the In Room Dining Manager of Hotel Café Royal. Her experience in this field began 13 years ago, taking over the position of Room Service Server. Over time, she worked closely with different employees and superiors, eventually succeeding in being gradually promoted to In Room Dining Supervisor, In Room Dining Assistant Manager and, finally, taking the position of manager of the same department. As described by some of the hotel staff, Mrs. J. D is both a correct and involved superior, as well as a mentor who is actively implicated in solving the professional and even personal difficulties that some employees confront with. When it comes to the interview, it was performed using the help of social networks and the email, as a face-to-face meeting was not possible. However, it proved to be timely, and the questions were promptly answered, and clarified where necessary.
     Both managers had to answer similar questions, but some changes were made depending on the department they belong to. Thus, the questions to which the director of the human resources department had to answer were related to the motivation and monitoring of the employees, the generational differences, staff empowerment, the image of the hotel and industry recommendations. Regarding the questions addressed to the manager of the In Room Dining department, the main theme was kept, but some of the questions were reformulated. Thus, in addition to the above, questions regarding the monitoring of employee well-being and the type of leadership she uses were also asked. The purpose of each question was to make a differentiation and comparison between the ways in which both managers reflect on the subject of the present research, namely the effect of employees’ well-being on performance in the hotel industry, of which they belong. Thus, the answers given by them will be next compared with those of the employees, in the completed questionnaires. Considering that the theory from the first chapter was used as a guide, the answers of all the participants were carefully evaluated and compared. This way, similarities and even differences were found, and certain conclusions have been drawn. Also, the mix of information was very useful in terms of confirming or rejecting the research hypotheses.
     When it comes to the Hotel Café Royal’s employees, a group of 15 individuals completed the questionnaires. Each of them belongs to different departments, they have diverse nationality backgrounds, are of different ages and from both genders. Most of them are part of the Hotel Café Royal working environment for several years, and their experiences are diverse and ample. Thus, their answers were even more valuable and useful to the present research. The questionnaire did not require the completion of personal data, the individuals only having to fill in details regarding their age and the position they occupy within the hotel. The questionnaire contains several Likert scale questions and a few open questions. All questions focus on topics such as well-being, motivation and performance in the workplace. The employees had to choose an answer that best characterizes the way they evaluate certain statements, as well as to describe in their own words what are the barriers they face, the role that managers play and the solutions they propose. Through the questionnaires completed by the employees, an efficient and complete assessment of the link between well-being and performance within the hotel was made possible. All these will be further detailed in the next chapter, where the collected data will be accordingly analyzed and interpreted.





CHAPTER 4
Research analysis
4.1 Case study data analysis

     As mentioned above, in addition to the interviews of the two managers from two different departments within the Hotel Café Royal, a questionnaire was completed by 15 employees as well. The answers of all participants will be detailed and interpreted below.
[bookmark: _Hlk40091834][bookmark: _Hlk40091868]     When it comes to the answers given by the director of the HR department, when asked if motivated employees bring an increase in productivity, he explained that the motivation of employees is equally the responsibility of both the department he leads and of the managers from the other departments. According to him, the HR department „makes sure that managers have got the tools and the knowledge to manage their teams. […] Managers need to manage their teams”. Therefore, when it comes to increasing productivity through motivational techniques, the HR department and the rest of the departments should work together harmoniously to ensure the desired results. When it comes to motivation, Mr. S. C. affirmed that a balanced job should take into account different factors that cover the diverse needs of employees. Their age, gender or culture are important factors that managers can use to gain a better understanding of what triggers productivity in different individuals. However, he emphasized that employee labelling is not useful and, for example, the statements that judge people by the generations they belong to can be dangerous.
[bookmark: _Hlk40093608]     As for monitoring staff productivity, the hotel uses facts and data, being the responsibility of each manager to take the needed time to accordingly plan individual discussions or group meetings. The HR director states that the well-being and the employees’ mental health is a topic very often discussed and seriously treated at Hotel Café Royal. Thus, according to him, „[…] as employers, I think we need to be very transparent with our employees about revenues, profit, payroll and all of these things. Communication is really important”. That is why the director of the HR department considers important that each employee is given equal rights to obtain the tools necessary to be successful. This could not only help enhance their productivity but would also help them feel more confident and empowered. 
[bookmark: _Hlk40180171]     When asked about the barriers that stop employees from performing, Mr. S. C. claimed that they usually have to do with poor management. Therefore, to quote him: „[…] when people leave a company, I think a lot of it comes down to bad communication, failing to make people feel appreciated”. Also, the growing competition in the hotel industry has led to an extreme increase in the number of five-star hotels in the last decade alone. As the HR director remarked, there are more opportunities now than ever. So the competition and the efforts to remain relevant and in the top of customer preferences could be considered barriers to staff performance as well. Another important element in maintaining or increasing the productivity, is that the staff’s professional and personal goals should be linked to those of the hotel. According to Mr. S. C., the productivity could increase when the employees are offered a work environment where they can be looked after, where they feel safe and appreciated. That is why a flexible work schedule, a fair salary and the professional development opportunities were described as tools through which job satisfaction and overall productivity could be obtained.
[bookmark: _Hlk40182829]     The same as the director of the HR department, the manager of the In Room Dining (IRD) department also believes that motivating employees can have positive effects on their performance. She also said about motivation that it could be beneficial for the hotel’s staff, as „[…] it makes them feel accomplished and valued”. In her opinion, the link between motivation and performance is that when employees are stimulated effectively and not stressed, they have a higher level of concentration. This leads to an increase in their efficiency, but also in customer satisfaction and loyalty, as well as in hotel revenues. Also, the manager of the IRD department stated that the weekly evaluations as well as the annual appraisals are useful when it comes to monitoring the employees' performance. In addition to this aspect, she declared that the programs aiming to improve staff well-being contribute both to offer a sense of recognition and to increase their commitment.
[bookmark: _Hlk40183987][bookmark: _Hlk40184157]     When it comes to barriers that interfere with staff performance, Mrs. J. D. stated that they can come in a variety of factors, including personal issues, workplace conflicts, or insufficient training. However, she declared: „As managers, we thrive to empower our employees as much as we can and as much as it is required to reach the needs of the business and our guests”. When asked about the leadership style used in the department she leads, the IRD manager mentioned the assertive techniques (or the transactional style, as previously described). She believes that in order for certain methods or standards to be successfully adopted, the employees must be involved in the process by providing them clear and convincing explanations. Thus, the fact that they are given the opportunity to have a contribution in certain implementations will make them feel more confident, and thus obtain higher results when it comes to performance.
[bookmark: _Hlk40371860][bookmark: _Hlk40371905]     Regarding the categorization of employees according to the different generational groups they belong to, Mrs. J. D. suggested that this „[…] is rather narrow minded and will carry with it a certain self-fulfilled prophecy, where they will behave according to the expectation of their age group”. According to her, this could have negative effects both on their development as individuals, as well as employees. From her point of view, the staff’s goals should be related as much as possible to the hotel's goals, and the behaviour and professionalism of the managers should be a source of inspiration for them. However, in turn, the employees should contain within themselves a certain dose of motivation that could complement the efforts of their superiors.
     Finally, when it comes to interpreting the questionnaires, will first be explained the answers given by employees in the first part of the questionnaire, consisting of seven Linkert questions, and then those in the second part, composed of answers to open-ended questions. A pie chart was made for each Linkert question and, for a better understanding, different colors were chosen for each of the five possible answers. Thus, the color red was chosen for the „strongly disagree” answer, the color orange for „disagree”, the color yellow for „neutral”, the light green color for „agree”, and the dark green color for the „strongly agree” answer. A short evaluation of the predominant answers will be made under each chart, where will also be added a comparison with the answers given by the two managers of the Hotel Café Royal.

Chart 1.0

     Regarding the first Linkert question, which states that when motivated, employees’ productivity increases, 14 out of 15 respondents agreed. Also, both the director of the HR department and the manager of the IRD department confirmed that, indeed, motivating employees helps build productivity.

Chart 1.2

     The second question addresses the well-being at work and emphasizes that its existence in the workplace provides job satisfaction. Here, all respondents agreed with the statement. The topic of employee well-being was also accentuated by the two managers mentioned above, both of them stating that less stress at work can be considered an advantage for employees, who could thus become more satisfied with the jobs they have.


Chart 1.3
     The third question discusses the interaction programs between employees, which contribute to make them feel more valued by the hotel. Nine out of 15 respondents agreed, and the remaining of six had a neutral opinion. When it comes to employee appreciation, the director of the HR department accentuated that each employee is different, and the managers have the responsibility to offer different solutions to meet their needs. Also, Mrs. J. D. stated that the various programs addressed by the hotel are aiming to make employees feel more valued by their superiors. She concluded that, over time, this could lead to a greater level of commitment to delivering good work results.


Chart 1.4

     The fourth question introduces incentives and rewards as influencers of the performance level. All the employees in the group of participants agreed that both financial and non-financial rewards have a positive impact on their performance. At the same time, although the two managers agreed that rewards are an important stimulus when it comes to motivating employees, Mr. S. C. mentioned that, especially when it comes to financial incentives, clear terms should be put in place, and the employees should receive rewards that are directly proportional to their efforts.


Chart 1.5

     Question number five addresses the issue of empowerment at work. Here, 11 respondents agreed that in their department they are offered the opportunity to make decisions, while the remaining 4 respondents chose answers that show that they are not encouraged enough to make decisions. Regarding the answers of the two managers, they stated that communication is very important and, for employees to feel empowered, it is essential that their opinions and objections receive the adequate attention. However, managers would give staff the freedom to make decisions as much as possible, and as much as it is necessary for the hotel's goals to be met.

Chart 1.6

     The penultimate question, number six, mentions the professional development opportunities of employees, and whether they are related to the hotel goals. Nine respondents agreed that their professional goals are interrelated with those of the hotel, while six respondents were neutral or disagreed with this statement. However, the two managers affirmed that, in general, the professional goals of employees interrelate with those of Hotel Café Royal.


Chart 1.7
     Finally, question number seven addresses the relationship between the personal goals of the employees and the goals of Hotel Café Royal. Here, as in the previous question, nine respondents agreed that their personal goals relate to those of the hotel, while the remaining six had a rather neutral opinion. When it comes to this subject, the director of the HR department established that the professional goals of the employees should be related to the personal ones. And for this purpose, the hotel's efforts should be directed as much as possible towards building a working environment that provides the necessary tools for employees to become successful.
     When it comes to the second part of the questionnaire, it consists of three open-ended questions. The first question addresses the barriers that stop employees from performing, the second asks for more details about how managers affect their performance, and the third question seeks to clarify concrete solutions that could help them become more engaged at work. 
     To the first question, the participants had different answers regarding the factors that negatively influence their productivity. 



     Most answers included the lack of sufficient staff to cover the busy work shifts, the unclear demands from the management and the non-existence of a fixed work schedule, as well as the lack of communication between departments or between employees and managers. The group of participants also mentioned factors such as unsatisfactory salary, the monotony, insufficient training or the lack of professional development.
     When asked how the manager can affect their performance, employees gave complex answers. Some of them pointed out that the general attitude and the positive or negative way of managers’ thinking could be crucial in terms of how successfully they will complete the given tasks. Others also mentioned that constructive feedback, praise where appropriate, flexibility and honesty are important elements in the successful accomplishment of their duties. In addition, according to the respondents, a manager who trusts their subordinates, who offers fair rewards and career advancement opportunities could have a great contribution to their good performance in the hotel.
     Regarding the third open-ended question, about the learning solutions that employees need to become more engaged, most of the answers were about the opportunity of receiving additional training. However, some participants also mentioned the diversification of activities, the need for programs aimed at improving their communication skills and the allocation of equally divided extended working hours.
     Summarily, the answers of the two managers generally match those of the employees, with a few exceptions. Although both the HR director and the IRD manager considered that staff training and constant validation are important when it comes to their performance, it seems that in some areas there is still room for improvement, for additional guidance and for more effective communication. Next, using the above information, the research hypotheses will be tested, and it will be debated how each of them applies or not in the case of Hotel Café Royal.


[bookmark: _Hlk40782289]4.2 Hypotheses examination

     Hypothesis 1: Stress leads to a lower level of productivity among employees working in the hotel industry.
     As pointed out in the first chapter, there are studies that have also examined the problem of stress in the hotel industry, and it seems that hotel employees rank in the top of those who are most exposed to this phenomenon. This has been revealed in papers that have investigated the level of stress and burnout in four and five-star hotels (Yirik, Oren and Ekici, 2015). As it also came out from the questionnaires completed by the employees of Hotel Café Royal, it was found that they usually face a very busy schedule, as well as the lack of communication in relationships with their superiors and also not very satisfactory salaries. All these factors contribute to stress, which could ultimately lead to the burnout effect. The same research have also concluded that, in such work situations, it is advisable for employers to provide the staff a balance between their professional and personal responsibilities (Yirik, Oren and Ekici, 2015).
     In this regard, the manager of the IRD department confirmed that employees who are less exposed to stress can focus more effectively on delivering positive results, thus managing to perform better in the workplace. Also, the director of the HR department stated that in these circumstances, such as the well-being of employees, it is very important that special attention is paid to the various motivational factors that could cover the different needs of the employees. Here, the job flexibility is a key element for staff’s mental health and, according to Mr. S. C., the hotel takes this matter seriously, by striving to offer a wide range of productivity stimulants.
     Thus, taking into account both the findings of other research in this field, and the answers of the participants in this research, it can be concluded that hypothesis number one is correct, and it applies to Hotel Café Royal as well. However, it should be added that as long as the managers in the hotel industry pay attention to the level of stress their employees are subjected to, their level of productivity should be kept under control and should register positive results.

     Hypothesis 2: Leadership style has a direct effect on employees’ well-being, and it can affect their level of job satisfaction.
     As noted in a journal on the effects of management style on the mental health of hotel employees, the way managers interact with staff can be associated with well-being in the workplace (Kara et al., 2013). Thus, as an example, poor management could lead to a decrease in employee productivity and could also affect the way general activities are carried out. When it comes to the hotel industry, the relationship that managers have with their staff is essential for fulfilling certain goals. Thus, building a report based on trust, respect and development opportunities has the potential to create a beneficial and prosperous work environment. 
     When it comes to Hotel Café Royal, the manager of the IRD department claimed that employees must be given the opportunity to support their point of view and to have a certain level of empowerment, in order for them to fulfil their roles as efficiently as possible. So, according to Mrs. J. D., it turns out that at least in the department she leads, an assertive technique is often much more appropriate than a rather aggressive one. When the staff is given clear explanations and is motivated accordingly, then they will be more willing to proceed as required. On the same note, the director of the HR department considers that the style of managers can greatly influence the way a business evolves. Thus, a manager who has knowledge in various fields, such as finance, quality and interpersonal relationships is one who has the tools to prioritize correctly and who can really motivate and engage the employees. According to him, with such a model to follow, the staff will not only become more satisfied with the work environment but will also achieve higher performance.
     From the employees' point of view, a manager with a positive attitude, who offers support and praise when needed, contributes substantially to their overall well-being. They also accentuated that job flexibility, the rewards and the provision of circumstances that help their personal or professional development are equally important criteria when evaluating a good manager. Most of the employees who participated in completing the questionnaire, have designated the insufficient training as the factor that affects their performance in the hotel the most, and recommended the managers to pay equal attention to this aspect as well.
     According to the theory, but also to the participants in this research, the second hypothesis proves to be true, also applying in the hotel industry. The way managers choose to lead their employees can have a direct consequence on the level of satisfaction that the work environment brings. Also, the well-being and mental health of the staff can be affected by the actions of their superiors. Therefore, regardless of the leadership style that managers choose to approach, it is important that the personal and professional needs of employees take precedence in the decision-making processes.

     Hypothesis 3: Job performance is related to generation types and varies depending on which generation the employees belong to.
     As stated in the literature, generational differences could be a factor that managers should consider in order to have a better understanding of the needs of their employees (Chawla et al., 2017). Although the characteristics of each type of generation can influence how individuals react to various changes in the work environment or how they react to certain motivational stimuli, these are just some of the aspects that can affect the way they develop within a company. Therefore, it is recommended that managers offer different development opportunities and new challenges, but also a flexible work schedule, for a work-family balance. Thus, through such methods, the productivity level of the staff could be improved regardless of the age group they belong to (Ferreira, 2019).
     Regarding the opinion of the HR director of Hotel Café Royal on this subject, he stated that, when it comes to gender or age, the needs of employees can be very different. Therefore, he believes that working approaches must also be diverse and numerous enough to cover everyone's requirements. As for labelling staff members by generation, he described it as a useless, even risky practice. Accordingly, the manager of the IRD department, claimed that when hiring new staff, the attitude of individuals and their willingness to accumulate new skills are much more important than their age groups. Moreover, she considers that the classification of employees in such categories denotes rather a limited procedure, which in turn will only restrict their development opportunities.
     As for the employees who participated in this research, although they are part of different generations, their opinions are found to be fairly similar. As expected, the needs may differ from one individual to another, but in addition to age-related circumstances, those related to ethnicity, religion or even disability should also be considered.
     Therefore, when it comes to the third hypothesis, it can be stated that performance at work could be influenced by the generational characteristics of the employees, but it is not related entirely to them. Although the generational differences can be part of the many elements that could affect the way employees accomplish their tasks, the level of performance does not depend only on the generation to which they belong. Therefore, this hypothesis proves to be partially true, as there are several other factors that could have an impact on the productivity of hotel staff, where age groups are also included.

     Hypothesis 4: Motivation has a positive effect on the employees’ well-being, such that the more they are satisfied with their role, the more productive they will be.
     As established in the first chapter, the factors that influence the level of motivation of employees in hotels are both financial and non-financial. Rewards such as bonuses or salary increases, or the appreciation of staff efforts and providing a sense of empowerment, are some of the main motivational drivers that could be beneficial for both employees and the hotel as a business (Kazembe et al., 2014). Thus, in order for managers to ensure that they cover most of the staff's needs, an open relationship in which individuals communicate frequently is recommended. Also, because the hotel industry is constantly evolving, effective employee training should also be considered. Staff guidance can help both motivate them and improve their commitment to the workplace. Ultimately, the teamwork and the employee involvement in decision-making processes can also contribute to increasing their level of job satisfaction.
     From Mrs. J. D.'s point of view, employee motivation can have a significant effect on their productivity. When their needs are met and they feel accomplished, their level of devotion to the hotel improves as well. She also stated that both managers and employees should be equally  responsible for creating an organized work environment, as all of them could contribute towards favourable growth conditions. Also, Mr. S. C. provided some examples of factors that motivate employees at Hotel Café Royal, including a more satisfactory salary, training opportunities, professional development and job security. Despite all efforts to ensure that staff needs are met, he pointed out that poor performance could still occur if there is a lack of communication between employees and managers. According to Mr. S. C., in such cases it is important that managers show interest in employees’ requirements and that they adopt solutions based on precise facts.
     When it comes to employees' attitudes toward the effect of motivation on their well-being and productivity, they agreed that motivation can improve their performance and that a sense of well-being at work makes them feel more satisfied with their job. Therefore, taking into account both the results of previous research and the answers given by the participants in this research, it can be concluded that the fourth hypothesis is correct and applies to the case of Hotel Café  Royal.
     














CHAPTER 5
Discussion

[bookmark: _Hlk41906526]5.1 Results

     According to the answers given by the participants in this research, it can be stated that, in general, both managers and most employees have common points of view. Thus, all participants agreed that the motivation and well-being of staff can increase the level of productivity and job satisfaction. However, when it comes to the interaction programs and the empowerment of the Hotel Café Royal employees, these can still be improved. As a result, only 60% of the staff who completed the questionnaire chose answers that state that these programs make them feel more valued by their employers, and more than 70% of them said that they feel empowered at work. While the director of the HR department explained that these aspects are the responsibilities of each department manager, the IRD manager pointed out certain aspects of these responsibilities. Although she confirmed that the various programs and efforts to empower employees can lead to an improvement in their commitment, they will be offered so long as they are required for the business needs to be met.
     Furthermore, the rewards continue to be a major driver of employee performance. Whether they are intrinsic or extrinsic, all participants in this research confirmed that the rewards positively influence their effectiveness. Thus, the participants agreed that when financial incentives are taken into account, they should accurately reflect the results obtained by employees. However, both the professional and personal goals of employees should be in line with those of the hotel. When asked if their vocational and individual objectives are related to those of their workplace, 60% of the employees participating in the research confirmed, while the rest of them chose answers denoting that the hotel could offer more flexibility. In this sense, the two managers interviewed stated that Hotel Café Royal makes every effort to provide employees with various opportunities, so that there is a balance between their professional and personal goals.
     When it came to the factors that prevent employees from being productive, they listed various aspects. The lack of sufficient staff to cover the active shifts, poor communication between employees and managers, too little training and the low salaries were the most common answers. When asked about the barriers that may affect employee performance, the two managers also gave similar answers. They emphasized that the fierce competition in the hotel industry, an inadequate management, the lack of training and the conflicts that may arise between staff and their superiors are among the factors that could negatively influence the way employees conduct their activities. That is why they both recommend and strive to practice a clear communication with their staff and to offer the appropriate appreciation and rewards depending on the results obtained.
       Finally, it has been shown that the way managers interact with the employees can affect their well-being and performance. Most of the employees who completed the questionnaire mentioned the disposition of their superiors, their honesty, the encouraging feedback and the flexibility as the elements that could contribute to their professional or personal development. In this sense, the two managers from Hotel Café Royal highlighted that offering opportunities for free expression and the right solutions for each employee could significantly encourage them to bring high-level results. Therefore, they mentioned that the hotel is constantly working towards improving the necessary tools to guide its staff and to create a more efficient work environment.



[bookmark: _Hlk42083762]5.2 Conclusions

     As a conclusion, in the hotel industry, the well-being of employees can have a very big impact on their performance. Although Hotel Café Royal’s managers strive to use the human capital efficiently, the human factor should also be considered. Providing performance related rewards and covering some of the needs of employees through different programs can be useful, but productivity assessment is a complex process with no standard sets of rules. Therefore, when it comes to measuring staff’s efficiency, their well-being and mental health can often give a more useful indication of how the workforce can be managed in accordance with the hotel's objectives.
     This research aims to contribute to the understanding of the main drivers of performance in the hotel industry. Because the responses of the research participants indicated some of the positive and negative aspects they face in the work environment, the present results could be formulated. Thus, it can be confirmed that the well-being of employees can indeed have various effects on their performance and, when it comes to accomplishing goals, the responsibility belongs both to the managers and to the staff.
     There are also a few limitations in the research design that are noteworthy. The access to information could have been wider but given that the subject of the case study is a well-known luxury hotel in central London, some information could not be disclosed and remained private. Also, the number of employees at Hotel Café Royal who participated in this research was relatively small, but their responses were sufficient for this qualitative dissertation paper’s goal to be achieved. For future research, a broader investigation of the factors influencing the personnel’s performance in the hotel industry could be recommended, where a larger sample size of employees could be used. Also, more individuals with leadership positions could be interviewed or included in various questionnaires as well.
     Finally, I would like to thank to all those who cooperated in the implementation of this dissertation. To Hotel Café Royal’s Human Resources Director and to the In-Room Dining manager, for their willingness to answer all my interview questions, as well as to the employees who took the time to complete the questionnaires promptly. A copy of my research will also be sent to the HR department of the hotel, in the hope that its findings and the conclusions made will be useful references in their endeavors. Also, I would particularly like to thank my tutor, Mary March, who had the patience and kindness to share her knowledge and to guide me on this journey.

5.3 Recommendations

        The results obtained through questionnaires and interviews emphasize the importance of employee well-being in the hotel industry. The factors addressed, namely the stress, engagement, leadership styles, generational differences and motivational drivers, had an important contribution in the formation of recommendations for the hotel in the case study of this research, as well as for the hotel industry in general. Thus, according to the participants' answers, it can be stated that Hotel Café Royal could invest more time and resources in the relations with their employees. The main recommendations in this case refer to a more rigorous recruitment of the potential employees, more opportunities for professional development and more satisfying rewards.

1st recommendation – retention plans

      Because employees and even managers mentioned the lack of staff during busy periods, both the recruitment process, but especially the retention process of employees, plays a very important role. That is why it is important for the human resources department and the managers to work together for the development of an effective retention plan. This could include competitive salary schemes and benefits, increased level of staff empowerment, and continuous support for a good collaboration between employees and superiors. A specific example would be significant healthcare and retirement benefits. These would not only give an extra reason for current employees to continue working for the hotel but will also give them a sense of job security. Also, when it comes to empowerment, there are many ways to help employees feel more confident. One of them is the recognition of their achievements. And Hotel Café Royal could do this through celebrations and by offering different symbolic prizes. This way, the expectations of managers would be met easier, and employees will be more engaged in the learning and development process.

[bookmark: _Hlk42795489]2nd recommendation – development programs

     When it comes to personal development, Hotel Café Royal could bring a greater contribution in skills improvement programs. An example could be the rotation of employee roles, so that their new aptitudes can be put into practice. Also, teamwork could be more encouraged, another example being the stimulation of employees through activities aimed at customer service or emergency situations responses. However, in such situations where the vocational development of the staff is pursued, the feedback of individuals should not be omitted, and special attention should be paid to their various needs. In the case of Hotel Café Royal, all this comes down to focusing on a well-trained and efficient leadership.



3rd recommendation – reward schemes

     As for rewards, they should have a special meaning, and be divided into a range of elements. Because, as mentioned above, rewards can be both financial and non-financial, it would be desirable for a combination of the two to be offered. Thus, in the case of Hotel Café Royal, in addition to the financial incentives, a higher level of employee recognition and a work-life balance are also recommended. Through recognition, certain positive staff practices or behaviours can be consolidated, thus encouraging long-term productivity and a better outcome for the hotel. Showing appreciation could be done in many forms, including through personalized congratulatory cards, posters with the best employees of the month, tickets to various events or more flexible working days. A work-life balance could also have benefits, in the sense that it might help both to reduce the level of stress at work and to increase the quality of the services provided. 

     In addition to the above, other recommendations could also be highlighted in future research. However, as Hotel Café Royal and the entire hotel industry continues to expand and are constantly adapting to the changes in society, it is intended that the above recommendations will bring a subtle contribution to a better human capital management in the present days.
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APPENDIX


[bookmark: _Hlk42796928][bookmark: _Hlk40185658]Appendix A – Interview questions (Hotel Café Royal’s Director of Human Resources)


[bookmark: _Hlk32164604]     1. Do motivated employees increase productivity?
     2. Is the HR department a link between managers and employees?
     3. If the employees would be more motivated, would they be more satisfied?
     4. Is this hotel taking into consideration the age, the gender and the culture of its employees?
     5. If the employees become more productive, will this bring more profit to the hotel?
     6. How do you monitor employees’ productivity at Hotel Café Royal?
     7. What is the impact of the motivation programmes on staff performance?
     8. Do employees feel empowered?
     9. Are the employees’ goals interrelated to the company’s goals?
     10. What barriers, if any, stop the employees from performing? 
[bookmark: _Hlk40185071]     11. Is the hotel’s image reflecting the external image?
     12. What would you recommend to someone starting a business?
     




[bookmark: _Hlk40185873]Appendix B – Interview questions (Hotel Café Royal’s In-Room Dining Manager)

     1.  Do motivated employees increase productivity?
     2.   Does motivation provide job satisfaction?
     3.  What is the link between motivation and performance?
     4. How do you monitor employees’ well-being and performance? 
     5.  What is the impact of the motivation programs on staff performance?
     6.  What barriers stop employees from performing?
     7.  Do employees feel empowered?
     8.  Are there any generation differences when it comes to performance motivation (Baby Boomers, Generation X, Generation Y/Millennials)?
     9. What type of leadership style do you use and how does it affect employees’ performance (transformational or transactional style)?
     10.  Are employees' goals interrelated to the hotel’s goals?





Appendix C – Questionnaire (Hotel Café Royal’s employees)

Introduction
     My name is Gabriela-Georgiana Babusi and I am conducting a research into „The effect of employees’ well-being on performance in hotel industry”. This questionnaire asks about your personal opinion about the subject mentioned above. Your name is not required, as your responses will be kept anonymous and used only for the purposes of this research. Thank you for your cooperation!

I. Employee information
 - Your job title: 
 - Your age: 

II. For each of the questions below, please choose the response that best characterizes how you feel about the statement, where: 1 = Strongly Disagree; 2 = Disagree; 3 = Neutral; 4 = Agree; 5 = Strongly Agree.

	Questions:
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	1. Motivated employees increase the productivity

	1
	2
	3
	4
	5

	[bookmark: _Hlk38450310]2. Well-being at work provides you job satisfaction

	1
	2
	3
	4
	5

	3. Interaction programs with different staff members from other departments make you feel more valued by the hotel

	1
	2
	3
	4
	5

	4. Incentives and rewards such as staff birthday celebrations or paid days off have a positive impact on your performance

	1
	2
	3
	4
	5

	5. You feel empowered at your workplace (you are allowed to make decisions)

	1
	2
	3
	4
	5

	6.  Your professional goals are interrelated to the hotel’s goals (training opportunities, career development)

	1
	2
	3
	4
	5

	7. Your personal goals are interrelated to the hotel’s goals (flexible schedule, work-life balance)
	1
	2
	3
	4
	5




III. Please answer the following questions:

1. What are the barriers that stop you from performing at work?


2. How does your manager affect your performance?


3. Considering your knowledge in the hotel industry, which is the learning solution/s you would need for your engagement to improve further? 


Performance barriers


Lack of communication


Unsatisfactory salary


Low staffing levels


Insufficient training


Q1. Motivated employees increase the productivity

Motivated employees increase the productivity	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	0	1	3	11	

Q2. Well-being at work provides job satisfaction

Well-being at work provides job satisfaction	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	0	0	6	9	

Q3. Interaction programs makes employees feel valued

Interaction programs makes employees feel valued	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	0	6	2	7	

Q4. Incentives and rewards have a positive impact on performance

Incentives and rewards have a positive impact on performance	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	0	0	5	10	

Q5. Employees feel empowered at their workplace 

Employees feel empowered at their workplace 	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	2	2	5	6	

Q6. Employees' professional goals are interrelated to the hotel’s goals

Employees' professional goals are interrelated to the hotel’s goals	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	2	4	5	4	

Q7. Employees' personal goals are interrelated to the hotel’s goals

Employees' personal goals are interrelated to the hotel’s goals	Strongly disagree	Disagree	Neutral	Agree	Strongly agree	0	1	5	5	4	
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