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The functions of employee motivation and job satisfaction play crucial roles as far as the hospitality industry is dynamic and service-based, and it influences the organisational performance and customer experience. Human resources in this industry need not only to accommodate the operational efficiency, but also the well-being and enthusiasm of the employees, as the frontline staff is the only person who has direct contact with guests and, therefore, determines the quality of service (Heimerl et al., 2020). Studies have established that job satisfaction is enhanced in places of employment like hospitals through positive supervisor relationships, personal development opportunities and training (Camilleri, et al., 2024). Motivation (intrinsic and extrinsic) is also quite influential: as existing studies conclude that organisational commitment and performance outcomes were both improved more in motivated employees in hospitality. 
Practical informative principles about how motivation and satisfaction can be converted into better customer service, and by extension, to business, have not been fully investigated in most hospitality settings, particularly with the utilisation of primary data of employees and managers. The study aims to fill this gap with the help of primary data based on conducting the survey and short interviews among the employees and managers of hotels and tourism companies to research the associations between:
· employee motivation,
· job satisfaction, and
· customer service outcomes (and thereby overall business success).
Aim: To explore the effect of employee motivation and job satisfaction on the customer service delivery in the hospitality industry, with a specific focus on The Taj Hotel.
Objectives:
· To identify the key motivational factors affecting employees in the hospitality industry focusing on The Taj Hotel.
· To assess the level of job satisfaction among employees and its relationship with service quality, focusing on The Taj Hotel.
· To examine the linkage between employee motivation, job satisfaction and customer service outcomes in hospitality organisations, focusing on The Taj Hotel.
Research questions:
· What are the primary motivational factors influencing employees in the hospitality sector, focusing on The Taj Hotel?
· How satisfied are employees in hospitality organisations with their job conditions and HR practices, focusing on The Taj Hotel?
· How do employee motivation and job satisfaction impact customer service quality in hospitality organisations, focusing on The Taj Hotel?
[bookmark: _352bfe788l8e][bookmark: _Toc213077817]2. Literature Review 
Scope and Themes
The three themes that are linked in this review and are within regard to the study objectives are as follows, (1) the important motivational factors influencing employees within the hospitality industry; (2) job satisfaction among hospitality employees and how it is linked to service quality, and (3) the linkage between employee motivation, job satisfaction and customer service outcomes among hospitality organisations. The discussion is supported by theoretical foundations (i.e. motivation theories) that prove the contribution that your research will make to current gaps.
Theoretical Foundation
Two great theories can be used to comprehend the topic. First, the Self-Determination Theory (SDT) is based on the premise that employees possess simple psychological needs, namely autonomy, competence and relatedness, and when these needs are satisfied, the employees become more autonomously motivated, resulting in positive outcomes in terms of performance and satisfaction. This has been proven in the hospitality setting (e.g., a study revealed that autonomy support as a work climate in hotels had a significant impact on motivation structure through such needs) (Patwary et al., 2024). Second, the Two-Factor Theory by Herzberg claims that the motivators (e.g. recognition, progress and advancement) and hygiene factors (e.g. pay, working conditions) individually contribute to satisfaction and dissatisfaction (Li et al., 2025).
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Figure 1: Self‐Determination Theory (SDT)
(Source: Patwary et al., 2024)
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Figure 2: Two-Factor Theory
(Source: Li et al., 2025)
Key Motivational Factors in Hospitality
Empirical studies ascertain that intrinsic and extrinsic motivation are significant in the hospitality industry. A qualitative + quantitative study of Portuguese hospitality employees revealed that career progression, recognition, working environment and autonomy were part of the best motivators- and these were directly related to job satisfaction, and turnover intentions (Brandão et al., 2025). Other studies have found aspects like work interest, relationship with work colleagues, pay, employer relationship and new knowledge possibilities. A vast part of this literature is descriptive in nature and context-specific (Portugal, Alpine region) and less commonly examines how these motivators are converted into the quality of services provided to the customers (Nyurenberger et al., 2024). Therefore, the research fills the holidays because it connects motivation to the results in service through primary data in the hospitality industry.
Job Satisfaction and Service Quality in Hospitality
Job satisfaction has been a popular research topic on hospitality issues, but there are gaps in the relationships it has with service quality. A systematic review concluded that hotel employee satisfaction played a critical role in financial performance, and as a mediator in customer satisfaction but working conditions, autonomy, training flexibility, and schedule flexibility were the most action-promoting factors (da Borralha et al., 2016). In the meantime, research on service quality in hospitality indicates that the following dimensions, empathy, responsiveness and assurance are positively correlated with customer satisfaction. However, the number of studies that integrate the data on an employee's job satisfaction with data on customer service quality on a rigorous primary-data design is very few (Ali et al., 2021). The gap in research that is therefore fulfilled by the objective of studying how satisfied employees are and how their satisfaction is connected to the quality of the offered services is quite significant.
Linking Motivation, Satisfaction and Service Outcomes
The last theme deals with the relationship between motivation, satisfaction, and service outcomes. According to some studies, motivated employees show a deep sense of organisational commitment as well as impressive performance results in hospitality. As an example, McAnally and Hagger, (2024) determined that intrinsic motivation had a mediating role in the impact that extrinsic motivation had on organisational commitment among hospitality employees. Moreover, studies on employee engagement reveal that higher morale is associated with guest satisfaction and loyalty. However, there is little research on the chain between motivation and satisfaction and employee behaviour to customer service quality, which is still under-represented in the literature on hospitality. Causal claims are also made weak by methodological shortcomings (most of the studies employ correlational and single-occasion designs). The fact that the study will use primary data on employees and managers in hotels/tourism firms, and has limited its research expressly to service quality, further advances the field of research by empirically testing this connection.
Variables of the Study
· Independent Variables: Employee motivation, job satisfaction
· Mediating Variable: Employee performance
· Dependent Variable: Customer service quality
· Control Variables: Work environment, management support, employee training
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Figure 3: Conceptual Framework
(Source: Self-Developed)
The objective of the current paper is to examine the impact of staff motivation and job satisfaction on the quality of customer service using employee performance as a mediating factor. The model presupposes that motivated and satisfied employees work better, consequently, increasing the results of customer service. Work environment, management support, and training help among the control variables will ensure that the relationships are interpreted as correct.
Critical Gaps and Justification of Study
Although motivation and satisfaction are issues that have been researched separately in a hospitality setting, there have been fewer studies that explicitly relate them to customer service performance on primary data and particularly within tourism companies that are not in the hotel industry. Further, a considerable number of research works have a cross-sectional structure that does not allow for drawing conclusions about causality. The usage of motivation and satisfaction theories in the context of service quality in the hospitality environment is almost minimal. The research fills these gaps by emphasising the HR aspect (motivation and satisfaction) and connecting it to the service performance, thus providing practical information to the management in the hospitality sector.
[bookmark: _q84hy89d7m7j][bookmark: _Toc213077818]3. Methodology 
Research Approach
The research will be based on a quantitative research approach in order to determine the relationship between employee motivation and job satisfaction in influencing customer service within a hospitality setting, specifically focusing on The Taj Hotel. The quantitative type of design is suitable, as it will make it possible to perform a statistical analysis of the relationships between the measurable variables, which meet the objectives of the study and the research questions (Saharan et al., 2024).
Data Collection Method
The primary data will be gathered by means of structured surveys where employees and managers who work in The Taj Hotel and tourism companies will receive the questionnaires. The questionnaire will contain closed-ended questions based on a five-point Likert scale relating to the degree of motivation, job satisfaction and service quality. This approach will enable the gathering of a huge amount of standardised data, which can be statistically analysed (Dubey and Kothari, 2022). 
Sampling Strategy
It will also be based on convenience method of sampling of about 80-100 respondents who will be representatives of The Taj Hotel. The participants will consist of frontline employees, supervisors, and managers who are directly involved in the operations of dealing with customers (Mbanaso, et al., 2023).
Data Analysis
Data shall be analysed through descriptive and inferential data analysis tools (correlation and regression analysis) to arrive at trends and patterns of interrelationships between motivation, satisfaction and customer service performance in The Taj Hotel (Gupta and Gupta, 2022).
Ethical Considerations
Data collection will be achieved only after obtaining ethics approval. The purpose of the study will be provided to all the participants at The Taj Hotel, and they will be encouraged to provide informed consent. To protect the rights and privacy of data of the participants in the study, confidentiality and anonymity will be ensured in line with the UK Data Protection Act 2018 and the GDPR guidelines (Zou and Xu, 2023).
[bookmark: _u3cms9t4r3cf][bookmark: _Toc213077819]4. Expected Findings 
Anticipated Outcomes
The research will focus on studying the relationship between employee motivation and job satisfaction with the quality of customer service offered in the hospitality industry. Given that the positive correlations between greater degrees of motivation and retention and the customer service outcomes are likely to be significant, it is anticipated that the latter might be adequately validated through the current studies and the motivational theories designed to address the specified research problem.
Predicted Patterns
It is expected to find that the intrinsic motivators (recognition, teamwork, career development) will influence the quality of provided services more than extrinsic ones, such as salary. In addition, satisfied employees tend to support positive attitudes, and this would result in improved guest experiences and improved organisational performance.
Implications
In case confirmed, these findings may inform managers of the hospitality industry to work towards HR practices that focus on motivation and satisfaction and eventually enhance service delivery, decrease turnover and ensure sustainable customer loyalty.
[bookmark: _huiodys5fiwu][bookmark: _Toc213077820]5. Limitations 
Sample Size and Access
Limited sample size is one of the expected limits, as only a few hotels and tourism companies will be used to collect data. The representation of the findings may be limited by organisational policies or time availability, which limits access to employees and managers.
Time Constraints
The study will take a short academic period, which will restrict the extent of data collection and analysis. Long-term longitudinal information would be more informative, but this will not be possible within the timeline of the project.
Response Bias
Since the research is based on self-reported surveys, respondents would give socially desirable responses as opposed to giving honest answers to the questions, hence bias.
Mitigation Strategies
To reduce such limitations, the research will be held anonymously and confidentially to facilitate honest replies. Bias and low validity will also be minimised by designing the questionnaire with the constraint of the questionnaire to achieve reliable and significant results.
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Figure 4: Gantt Chart
(Source: Self-Developed)
[bookmark: _miclw5hu02kp][bookmark: _Toc213077822]7. Conclusion 
This research proposal has described narrow research on the impact employee motivation and job satisfaction have on customer service in the hospitality industry. The research will help offer empirical results based on the primary data gathered through surveys among the employees and managers. The research aims at bringing out the importance of human resource management in the success of organisations by connecting motivational factors and job satisfaction with the quality of services offered. The selected quantitative methodology will enable providing conclusive information with high reliability, which could be used to inform hospitality managers on managing staff engagement and customer experiences. Finally, this research will benefit the academic and practical fields of both knowledge and skills and present viable measures to improve service delivery and business performance in the people-oriented industry of workforce motivation and satisfaction.
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