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Executive Summary
Employee efficiency and employee motivation have a direct impact on customer service as well as customer satisfaction. Organisations especially hotel and hospitality industry businesses need to consider employee motivation to improve organisational performance. The report has focused on preparing a case study on Travelodge and its relevant aspects to identify the issues the company had faced or might face. Travelodge is one of the largest hotel chains in the UK which mostly operates in the UK and Ireland markets. The report has demonstrated some internal issues such as challenges in hospitality management services and employee engagement of Travelodge. The aim and objectives of this paper have been elaborated here which will lead to the overall findings. The report has included an extended literature review by collecting information from different books and published sources. The importance of leadership and management in an organisation to support employee motivation has been demonstrated here. Therefore, it has also highlighted the required changes in Travelodge to increase customer satisfaction such as technical upgradation. A brief research methodology has also been highlighted here. Research philosophy, Research Design, research method, Data Collection, process, and ethical considerations have been elaborated here. A brief company description of Travelodge including financial information has been covered in the case study. The case study section has also covered a SWOT analysis of Travelodge to identify issues or challenges encountered by the company. In addition, the case study section has outlined the PESTLE analysis of Travelodge to identify external barriers to the company. Furthermore, a competitor analysis and ethnography analysis of Travelodge have been explained in this case study section. The findings section has analysed identified challenges, investigated areas of improvement and devised an action plan to improve these areas. The reflective part has demonstrated my placement experience while working at Travelodge using Gibbs’s reflective cycle. In this section, my personal experience and my feelings about my placement program have been highlighted.
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[bookmark: _1mdonuxke2q2][bookmark: _Toc167311642]Research Background
Travelodge is a private hospitality brand that operates a chain of budget hotels. The headquarters of this company is located in the UK. Travelodge has nearly 600 hotels in the UK, Ireland and Spain in some specific holiday destinations as well as major cities. Currently, the company has over 13,000 employees including all locations. Employee engagement and staff management have become a key issue in this company. According to recent company reports, employee performance has reduced which is also affecting customer satisfaction. Some employees have reported they have poor work-life balance and they face challenges to maintain their productivity at the workplace. The overall hospitality management services also need to be improved to increase customer satisfaction. The study will analyse the problems at Travelodge and identify some key objectives based on the issue. An elaborated case study of the hotel brand will be evaluated here to offer some recommendations as well. 
[bookmark: _c04t4043fnyi][bookmark: _Toc167311643]Research objectives
Aim
· To understand the ways of improving the organisational efficiency in the hospitality management services and employee satisfaction at Travelodge to enhance customer satisfaction. 
Objectives
· To identify the issues related to employee management and hospitality management services at Travelodge. 
· To develop better hospitality management services through different strategies at Travelodge. 
· To evaluate the role of employee motivation in enhancing employee efficiency and workplace satisfaction at Travelodge.
· To analyse the role of leadership and management in improving employee satisfaction as well as hospitality management services. 
· To demonstrate different strategies to improve customer satisfaction and organisational performance at Travelodge. 
[bookmark: _22r6qdtgvbid][bookmark: _Toc167311644]Rationale
The main purpose of this paper is to create different strategies for Travelodge to improve employee performance and hospitality management services. Investing in employee motivation will help the company attract more talented employees, improve their work-life balance and manage staff shortages. Analysing the role of leadership and management in this company is similarly important to evaluate the employee motivating factors. Leadership and management can guide employees to improve their performance by providing essential resources. The paper will highlight various related factors of employee performance and hospitality management services in a hotel brand in the light of Travelodge. 
[bookmark: _wszeuycu8us6][bookmark: _Toc167311645]Theme
The main theme of this report is the role of employee motivation in improving organisational efficiency and customer satisfaction. The paper will highlight the issues in the hospitality management services of Travelodge and the cause of poor employee engagement. The role of leadership and management in employee motivation will also be discussed here. The paper will elaborate on how organisational leadership and management approaches can develop better employee engagement to lead to employee satisfaction. 
[bookmark: _2hd5fh3rsa47][bookmark: _Toc167311646]Literature Review
As per the view of Setiyani et al., (2019), human resource management in an organisation is responsible for improving employee engagement. The HR department runs various programs such as employee training, development opportunities, seminars and conferences to motivate employees. According to the authors, flexible working hours, a positive work environment and other factors can motivate employees to improve their performance. The current workplace environment has evolved as millennial employees prefer to work with better technology and communication systems. Communicating through email and social media platforms can increase employee engagement as well as staff involvement. According to the hierarchy of Needs theory, there are five types of needs of employees such as physiological needs, security needs, social needs, esteem needs and self-actualisation. Employees can perform better whenever all of these needs are properly met in the workplace.
According to Mansaray (2019) employee motivation and employee performance are interconnected as employee motivating factors influence employees to improve their performance. Motivation is the influence to perform and performance is the execution of the tasks by maintaining their quality. Mansaray (2019) has stated that organisations can achieve new opportunities and better success through a motivated workforce. Understanding the ways to manage employee performance is important for human resource management. The author has demonstrated that the willing power of an employee influences his/her workplace performance. There are several theories that support the concept of employee motivation in an organisation. Alderfer’s ERG theory, McClelland’s theory of learned needs, Vroom’s expectancy theory, Herzberg’s two-factor theory and others have stated how organisations can increase employee motivation.
Puyri and Pasaribu (2019) have the importance of organisational leadership approaches on employee motivation and performance. According to these authors, leadership and motivation have a direct relationship as leadership creates a positive work culture and sets clear expectations for employees. There are various leadership styles but all of them create trust among employees. According to Puyri and Pasaribu (2019), leadership encourages innovation and also provides various growth opportunities for employees. Businesses have to maintain an appropriate leadership style where employees can make their own decisions and participate in the decision-making process. 
As per the view of Khuong and Linh (2020), the global hotel and hospitality industry has high work pressure which increases work-related stress among hospitality employees. Workplace stress factors affect employee motivation, loyalty and job satisfaction. The authors collected primary data from nearly 600 hotel employees including low-level managers, general managers, front desk operators and directors. Studies have shown that low wages, poor working conditions, longer working hours and lack of performance feedback are key factors which increase work stress in the hospitality industry. Hotel and hospitality organisations need to focus on these issues otherwise it can decrease overall organisational performance. High work stress leads to demotivated employees which also increases employee turnover. Besides that, Employees with low or zero work satisfaction cannot offer bitter customer service which also affects the overall organisational productivity. 
As stated by Kurdi et al., (2020), customer behaviour and preferences can change according to recent market trends, economic status, technical development as well as product development in the market. Employees need to understand consumer demand and adapt to the changes to maintain effective customer service. According to the paper, satisfied employees can offer better customer service as they can go the extra mile and make extra effort to resolve consumer queries. Besides that, satisfied employees are also willing to engage with the organisation and can have positive interactions with customers. They try to maintain effective communication which increases customer satisfaction as well as loyalty and increases business profit. 
According to Riyanto et al., (2021), every company needs to consider technical development to gain a competitive advantage in the market and improve employee performance. Active employee engagement can improve overall customer service and increase consumer satisfaction. Organisations can consider different employee motivating factors for enhancing job satisfaction and creating a positive workplace culture. Riyanto et al., (2021) have identified that various workplace factors lead to job satisfaction in an organisation such as wage rate, the job itself, company culture, the behaviour of management and others. An organisation needs to update its human resource management policies to meet employee expectations and increase employee engagement. 
As per the view of Kurniawan et al., (2021) leadership and management practices in an organisation create various employee motivation factors by considering the laws, morals as well as ethics. Leaders and managers are the success factors in an organisation where the quality of leadership denotes the employee engagement rate. Kurniawan et al., (2021) have evaluated that leadership is important in every industry including health, public sector, education, corporate and others. Apart from leadership, work motivation is another important factor which affects employee performance. Employees always see new opportunities and areas to improve their knowledge. Organisations need to provide enough resources to develop their skills and efficiency to increase staff satisfaction rates. 
According to the view of Maddern et al., (2021), businesses need to consider employee satisfaction which can lead to better profitability and high organisational performance. Financial service providers in the UK use various strategies to maintain employee satisfaction, reward and compensation are one of them. Human resource managers offer better salary packages and performance-based bonuses to employees in financial service organisations. The organisations also conduct various career advancement programs to create new opportunities for employees. They can develop their existing skills and learn new skills. Apart from that, organisations also offer flexible timing, invest in employee training, and maintain employee transparency. According to reports, satisfied employees maintain daily contact with customers, resolve customer issues and create a loyal customer base. 
As per the view of Yang et al., (2021), smart hotels have become very popular in the hospitality industry where hotels use advanced technology to enhance customer experience. Hotel businesses use the extended technology acceptance model (TAM) to implement technical upgrades according to consumer preference. The study has demonstrated the importance of Artificial Intelligence, cloud architecture, Information Technology, Big Data and the Internet of Things (IoT) in hospitality services. Using various smart technologies can enhance the overall communication between the organisation and customers. AI-generated sensors provide more personalised services to customers. Various global hotels have already implemented technologies such as Marriott International has made a partnership with Samsung and Legrand to implement IoT sensors in hotel rooms, Hilton Hotels has launched connected rooms and Henn-na Hotel has implemented a robot service for greeting visitors. The demand for smart hotel rooms is increasing and reports say their profit rates are higher than traditional hotels. 
According to Buhalis and Moldavska (2022), hotel and hospitality industry businesses need to invest in smart technologies such as AI-enabled voice assistants and IoT. Using technology can improve the overall hospitality management services and increase customer satisfaction. Virtual assistant enabled systems of her more personalised services to hotel guests. IoT sensors and smart room controls can enhance the overall security system which will increase business profitability for a hotel chain.
[bookmark: _av06xacsmnza][bookmark: _Toc167311647]Methodology
Research philosophy: The paper has used the positivism research philosophy where all the research topics and research objectives have been demonstrated by factual knowledge. Objectivity is one of the key characteristics of this research philosophy where the researcher focuses on the explanation of objectives which are free from any biases (Tamminen and Poucher, 2020). This research philosophy is mostly dependent on quantitative data hence this paper has elaborated clear discussions based on real-time statistics and scientific evidence (Khatri, 2020). 
Research design: The paper has also used descriptive research design as a scientific method of analysing qualitative and quantitative data (Siedlecki, 2020). This research design has been adopted by the researcher to answer ‘wh’ questions rather than why and features a ‘where’, ‘what’, ‘when’, and ‘how’. This research design is equally resourceful in giving a framework that assists in solving and analysing the research topics with regard to the current and existing conditions. This research design has also helped the researcher to source data from the target market like the hospitality industry and make a genuine forecast regarding the research problem (Dovetail, 2023). The researcher has made guided decisions through this research design.
Research approach: The deductive research approach is a scientific research approach that systematically applies theories as well as hypotheses to expound the research objectives (Aransiola, 2021). The research has incorporated various theories and frameworks in an effort to explain the motivating factors in structuring the employee reward system. In turn, the choice of deductive research approach has assisted the researcher in illustrating the research themes and concerns as per the mentioned research objective the theories subsequently, form a general framework that helps to identify the issues of Travelodge with regard to the motivation of the employees. This research approach also has set some themes based on the relevant theories. Thus, according to the view of Abdukarimova and Zubaydova (2021), the deductive approach draws an inference that is based on evidence and can be used for research purposes in future.
Research method: To gather statistical as well as theoretical data in this paper, the researcher has implemented a qualitative research method. All information is collected from various published sources which helps the researcher to understand the real-world problems of the hospitality industry (Lester et al., 2020). This research method also helps to understand the why and how questions behind the issues. The qualitative research method is very flexible as the researcher can choose a small or large platform to collect insights and it also offers in-depth information (Girardin, 2023). This research method is more focused on arguments and real-world issues instead of statistics.
Data collection process: The secondary data collection method has been used in this paper. The writer has collected data from various books, journals, and articles and submitted research papers (Schuster et al., 2014). Most of the articles and journals are collected from Google Scholar. The secondary data collection process is a good approach to reduce costs and save time on data collection (Mazhar et al., 2021). Besides that, the researcher has also used company reports, several blogs and some other websites to collect secondary data on the current external environment of the UK as well as the existing business performance of Travelodge. 
Ethical consideration: Ethical consideration is very important for every research paper as it ensures ethical research practice. The researcher has collected all data from secondary resources and properly referenced them with citations. The copyright rule and guidelines have been maintained in this paper while collecting secondary data from various published sources. A difference list has been included at the end of this paper to support all arguments and findings. All research confidentiality and beta security have also been maintained here. 

[bookmark: _ytj8ysoxh6ty][bookmark: _Toc167311648]Case Study
[bookmark: _c0wl12r6bdew][bookmark: _Toc167311649]Background details of Travelodge
Established in 1985, Travelodge is among the major budget hotel groups in the UK (Travelodge, 2024). The British budget hotel chain is headquartered in Thame, UK (Gov.UK, 2024). The hotel chain started its journey by opening its first hospitality property at Barton under Needwood, England Barton under Needwood, England (Travelodge, 2023). Travelodge has a modernised and well-invested portfolio of more than 600 hotels including more than 46,000 bedrooms across the UK, Spain as well as Ireland (Travelodge, 2024). Travelodge welcomes more than 22 million customers annually (Travelodge, 2024). On TripAdvisor, Travelodge’s 90% of hotels are rated 4 stars or above as the company proudly offers a good value experience to its diverse customer base whether they travel for leisure or business purposes (Travelodge, 2024). Travelodge’s major hotels belong to holiday spots, key business hubs, airports, towns and major cities.
[image: ]
Figure 1: Travelodge hotel locations in the UK
(Source: Google Maps, 2024)
According to Statista (2023), the number of Travelodge hotels in the UK was estimated at 592 in 2021 compared to 586 in 2020. This case study will be demonstrated based on Travelodge Letchworth Garden City in the UK which has been shown below.
[image: ]
Figure 2: Travelodge Letchworth Garden City
(Source: Google Maps, 2023)
Financial performance: Travelodge annual turnover surpassed £1 billion for the first time in 2023 due to its record full-year performance (Travelodge, 2024). Travelodge’s total revenue increased to £1,035.2 million in 2023, compared to 13.7% higher than in 2022 (Travelodge, 2023). The adjusted EBITDA of Travelodge also increased by 14.6% to £243.9 million in 2023 (Travelodge, 2024). Travelodge employed more than 13,000 dedicated employees in 2023 to create better opportunities for earning, learning and belongingness (Travelodge, 2024).
[bookmark: _tiu3lqu7uaua][bookmark: _Toc167311650]SWOT analysis of Travelodge
	Strengths
	Weaknesses

	Brand legacy: Travelodge has had higher brand value and recognition in the UK budget hotel segment since 1985. The hotel chain won the Best Budget Hotel Brand in 2019 at the Business Travel Awards (Travelodge, 2019).
Extensive hotel network: Travelodge has a large network of more than 600 hotels under its hotel group which has helped it become one of the biggest hotel chains in the UK. Travelodge’s major hospitality properties are located across city centres, airports, business hubs, and holiday destinations in the UK, Ireland or Spain (Travelodge, 2024).
Budget-friendly pricing strategy: Travelodge itself is a budget hotel chain in the UK which indicates the hotel group follows an affordable pricing strategy for business and leisure customers. Around 50% of Travelodge’s hotel rooms were sold at less costs than £60 in 2023 (Travelodge, 2024).
	Staff shortage: As per Crippss (2023), the UK hospitality sector reported a shortage of 188,000 staff including chefs and house staff. Travelodge sought more than 3,000 university students as the company encountered staff shortages due to the new immigration policy of the UK government led by Brexit (Butler, 2019).
Poor work-life balance: As per Glassdoor reviews (2024), most Travelodge staff reported poor work-life conditions due to higher stress, poor management and low wages. Certain former employees claimed that there was no appreciation for hard work and they had to work for longer hours due to staff shortages in Travelodge (Indeed, 2024).
Poor customer service: As per TripAdvisor (2024), Travelodge Letchworth Garden City Hotel has received numerous negative customer reviews due to poor customer support service. Customers reported their worst hotel experience and unenthusiastic staff service while staying at Travelodge Letchworth Garden City Hotel.

	Opportunities
	Threats

	Rising demand for budget hotels: Travelodge has numerous opportunities to extend the number of hotels in the UK due to the rising demand for budget hotels. The hotel chain has identified more than 300 locations across various cities in the UK to open 15.20 new hotels annually (Travelodge, 2024).
Globalisation: Travelodge’s international expansion strategy can strengthen its global market position as it plans to expand in the Asian market. In addition, low penetration of branded budget hotels could offer significant market growth opportunities for Travelodge in Spain.
Sustainable business opportunities: The rising demand for green and eco-friendly tourism has increased the number of budget-friendly responsible travellers. Therefore, Travelodge’s environmental sustainability programmes could attract more eco-friendly travellers.
	Intensified competition: Other UK budget hotel chains offer more complementary services like breakfast and spa treatment at lower costs. The presence of competitive brands like Premier Inn, Holiday Inn, Hilton Hotel, Days Inn and Ibis has intensified market competition for Travelodge (Bell, 2023).
Fewer global markets: Travelodge has a limited expansion rate in the global markets. Travelodge is only present in Ireland and Spain across the European region. Therefore, a limited market expansion rate could restrict the hotel chain’s reach to global customers (Whitla et al., 2007).
Risk of losing staff and customers: Poor leadership from the upper management of Travelodge might increase the risk of losing staff due to poor working conditions (Lopez-Andreu et al., 2019). In addition, poor customer service and bad staff experience could increase the risk of losing customers for Travelodge.


Table 1: SWOT analysis of Travelodge
(Source: Author)
[bookmark: _sblsv8y0tv0m][bookmark: _Toc167311651]PEST analysis of Travelodge
	Factors
	Description
	Impacts

	Political
	Government stability: Despite the geopolitical tension raised due to the Russia-Ukraine conflict, the political situation in the UK is stable. Therefore, reformed tax policy and lower corruption have reinforced the UK hospitality industry which might encourage the market growth opportunities for Travelodge (George, 2021).
Brexit situation: The Brexit situation has forced the UK government to impose new immigration policies and trade regulations in the hospitality sector. According to Dempsey (2023), the UK hospitality sector has been suffering seriously due to staff shortage with 48% higher job vacancies than in the pre-pandemic situation as reported by Trade Body UK Hospitality. Therefore, staff shortages due to Brexit might negatively affect Travelodge’s operation in the UK.
	Positive and negative

	Economic
	Inflation rate: The inflation rate of the UK was estimated at 10.3% in May 2023 which might have increased hotel costs due to higher energy and food costs (Clark, 2023). This could limit the number of customers for budget hotel chains like Travelodge.
[image: ]
Figure 3: The UK inflation rate
(Source: Clark, 2023)
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Figure 4: Travel and tourism contribution to the UK GDP
(Source: Statista, 2024)
GDP growth: After the COVID-19 pandemic, the contribution of the travel and tourism industry to GDP was estimated at £237.1 billion in 2022, 4.6% less than in 2019. This might have reduced the purchasing ability of consumers and the unemployment rate for Travelodge.
	Negative

	Social
	UK population growth: As per Worldometers (2024), the current population of the UK was estimated at 67.93 million in 2024. Therefore, rising population growth could increase the number of potential customers for Travelodge in the UK.
[image: ]
Figure 5: UK population growth
(Source: Worldometers, 2024)
Rising tourism demand: After the post-pandemic situation, the UK government’s tourism recovery plan has increased tourist numbers to 31 million due to rising demand for inbound tourism (Statista, 2023). This might have improved the financial performance of Travelodge in 2023 with a record sales revenue of £1 billion (Travelodge, 2024).
[image: ]
Figure 6: Growth of inbound tourists in the UK
(Source: Statista, 2023)
	Positive

	Technological
	Rising demand for online booking: According to Phocuswright Research (2024), the UK travel and hospitality sector experienced a significant booking growth of 19% due to the rising demand for online bookings and mobile transactions after the pandemic situation. This might have enhanced the online booking trends of customers for Travelodge hotels in the UK.
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Figure 7: UK hospitality gross booking (£B)
(Source: Phocuswright Research, 2024)
Digital transformation: The UK hospitality sector has adopted disruptive technologies like virtual reality (VR), AI-powered chatbots, machine learning, 5G technology, IoT and Big Data to deliver better experiences to customers (Davronov, 2021). Travelodge has also introduced digital tools like Medallia to gain better customer insights (Business Wire, 2022). However, competitive brands like Premier Inn have been using more robust technologies to enhance customer experience which might have limited the market share of Travelodge in the UK (Gursoy et al., 2022).
	Positive and negative


Table 2: PEST analysis of Travelodge
(Source: Author)
[bookmark: _d2sukpjujhbf][bookmark: _Toc167311652]Competitor analysis (Price vs Quality)
A competitive analysis based on Porter’s Five Force Model can help Travelodge identify its potential ability to meet customers' expectations in terms of price and quality in the UK. Porter’s five forces for Travelodge are going to be demonstrated as follows;
Rivalry among existing market competitors: According to Bell (2023), in the UK budget hotel market segment, existing rival brands of Travelodge are Days Inn, Ibis, Premier Inn, Wetherspoon Hotels and Hilton Hotel. According to Bell (2023), Ibis Budget Hotel is the cheapest hotel chain in the UK with an average hotel price of £69 along with a 64% customer satisfaction score based on its quality. A close competitor brand, Days Inn also provides hotels at a similar average price to Travelodge with £79. However, Days Inn scored 65% in customer satisfaction rate in terms of quality and customer service compared to 56% of Travelodge. Another competitive brand Wetherspoon Hotels also provides budget hotels at an average cost of £84 while the customer satisfaction score was estimated at 73% in 2023 (Bell, 2023). The most recommended accommodation provider Premier Inn has scored the highest customer satisfaction rate of 75% with an average hotel price of £93 for its premium quality services (Bell, 2023).
[image: ]
Figure 8: Rivalry among existing competitors in terms of price and quality
(Source: Bell, 2023)
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Figure 9: Porter’s Five-Force Model
(Source: Porter, 2008)
The threat of new entrants: The UK tourism and hospitality industry is expected to expand at a 1.58% compounded annual growth rate from 2023 to 2027 with 31 million international tourist arrivals in 2023 (Business Wire, 2021). Hence, the hospitality sector is also expanding by invading new emerging hotels in the market. New entrants in this industry are Jesmond Dene Hotel, Vermont Apart Hotel, Mollie’s, Treehouse Hotel and Raffles London. These new hotel businesses could greatly affect Travelodge’s ability to capture new market share by imposing a threat to its growth.
The threat of substitute services: Alternative accommodation services provided by Airbnb have disrupted the traditional hospitality industry in the UK based on its unique business model and innovative services (The Accommodation Club, 2023). According to Kommenda et al. (2020), the number of Airbnb listings has increased to 257,000 as of January 2020. Therefore, Airbnb’s budget accommodation services in the UK could impose a threat to Travelodge while attracting new customers.
The bargaining power of suppliers: In the UK hospitality industry, the bargaining power of suppliers is relatively low due to a high number of suppliers and low switching costs (Lopez-Jauregui et al., 2022). Therefore, the supplier's low bargaining power cannot induce risk for Travelodge. Alongside this, Travelodge maintains a great relationship with its 50 suppliers to control their bargaining power (Travelodge, 2023).
The bargaining power of customers: In the UK hospitality industry, the bargaining power of customers is high due to the presence of numerous hospitality service providers and low switching costs (Solakis et al., 2022). However, Travelodge provides hospitality services to more than 22 million customers every year (Travelodge, 2024). Therefore, the customers’ bargaining power for the hotel chain is moderate due to its loyal customer base (Okumus et al., 2019).
[bookmark: _if230ynbsuxr][bookmark: _Toc167311653]Ethnography
According to Urban and Koh (2013), corporate ethnography study involves qualitative research to understand the social practices and cultural aspects of a company. The ethnographic approaches of modern businesses are the inner workings of corporations as small-scale societies and the impacts of corporations on employees, consumers, communities as well as the broader environment (Urban and Koh, 2013). Travelodge promotes an inclusive and diverse culture for diverse groups of customers or communities. Travelodge has committed to developing an inclusive workplace to provide better opportunities for its 13,000 colleagues to earn more, learn efficiently and develop a sense of belongingness (Travelodge, 2023). Travelodge provides staff with equal opportunities regardless of ethnic background to help them progress in their careers (Travelodge, 2023). Travelodge’s Better Future Sustainability Plan aims to create a more sustainable future for its colleagues, customers and society (Travelodge, 2024). Besides this, Travelodge has created a healthy and caring environment for its customers as well as colleagues to ensure their effective well-being (Travelodge, 2023).
[bookmark: _gjw967oddmly][bookmark: _Toc167311654]Findings
[bookmark: _rp30tlv6s9f7][bookmark: _Toc167311655]Analysing challenges
Poor work-life balance: The main challenge employees face while working in Travelodge is high stress due to poor work-life balance. Long working hours, low wages and poor management are responsible for Travelodge's poor work-life balance as staff claimed. According to Cooks-Cambell (2023), poor work-life balance can have negative outcomes for both employers and employees. Employees who work for long hours might face a higher risk for stress-related health issues, fatigue and burnout due to a lack of self-care practices (Cooks-Cambell, 2023). Furthermore, poor work-life balance can cause staff to be less productive while working longer hours. At Travelodge, working long hours might be beneficial to cover the tasks of other staff members while the industry has long been suffering due to staff shortages. In addition, despite poor work-life balance, Travelodge’s customers can receive uninterrupted hospitality services due to the long working hours of staff. However, certain Travelodge staff might have reported their demoralised conditions and dissatisfaction due to poor work-life balance. In addition, some employees might have reported their long-term negative health outcomes due to long working hours and poor work-life balance.
Staff shortage: Another challenge that Travelodge experienced was the shortage of staff following certain rules implemented by the UK government after Brexit. The recent Brexit immigration policy has affected the mobility of EU employees in the hospitality sector of the UK. Consequently, the hospitality industry has been straining with insufficient staffing for the Brexit scenario. Taking into account the definition of Roelen-Blasberg (2024), hospitality staff shortage means that there are not enough employees in a hotel chain to address the dynamic need for hospitality services. Therefore, Travelodge could possibly encounter some challenges that are associated with staff shortages and affect its customers and operations. Hospitality staff shortage sometimes can be useful for Travelodge to cut off its extra overhead expenses although the hotel chain may provide its current staff with extra incentives including free room and board to help maintain them effectively. Additionally, staff shortage might have helped Travelodge save its operating costs to invest in other segments. However, staff shortage might cause a loss of productivity and organisational efficiency at Travelodge which could increase the work pressure on existing employees. In addition, staff shortage could also result in dissatisfaction for existing staff and customers due to poor support service.
Poor customer service: Travelodge’s customers complained about poor staff services several times due to a lack of staff or poor staff training. According to Belevska (2023), customers are the main stakeholders of a business who are responsible for building its brand reputation. Therefore, poor customer service can damage the brand reputation of a company. As per Fowler (2023), bad customer service can impact the hospitality experience of customers which can result in their negative reviews on the company’s site and a decline in brand loyalty. As a result, Travelodge might lose its customers and ultimately sales revenue due to its bad support service. In addition, Travelodge’s credibility could be damaged due to poor customer support service. However, poor customer service can help Travelodge adjust its mistakes across its hospitality services to deliver improved customer support for retaining them and better satisfaction.
Market competition: The intensified market competition between hotel brands in the UK hospitality sector has become a significant challenge for Travelodge. The superior service quality and lower accommodation costs of competitive brands have provided them with greater competitive advantages than Travelodge (Tavitiyaman et al., 2011). A strong market competition in the UK hospitality sector can help Travelodge gather essential information from competitors. In addition, analysing the competitive market can also be beneficial for Travelodge to identify effective pricing strategies to gain a competitive advantage over competitors. However, market competition can negatively influence the customer base of Travelodge as they can easily switch to alternative companies that provide better customer satisfaction and superior hospitality services. In addition, market competition also could reduce Travelodge’s market share in the UK hospitality sector due to a lack of customer service while providing premium quality hotels at budget costs.
The threat of substitute services: According to Becker (2022), alternative accommodation services provided by Airbnb can impose a great market risk for Travelodge in the UK. Alternative hotel services can induce opportunities for tourists to meet locals which they can get with Travelodge. Besides this, alternative accommodation costs can be more affordable than Travelodge’s hotels. Therefore, customers can easily switch to these cost-effective alternative services who are on a tight budget during their vacation. Alternative accommodation can provide better leisure activities such as treehouses or glamping compared to the traditional hotel rooms of Travelodge (Becker, 2022). Alternative accommodations can provide more realistic experiences to customers which they might not get from the artificial hotels of Travelodge. However, checking in alternative accommodations could be a hassle for tourists, instead, they can choose Travelodge to check in more efficiently. In addition, alternative accommodations may not meet the required quality standards of tourists which Travelodge can. Apart from these, alternative accommodations are limited for tourists in peak seasons compared to room availability at Travelodge in the UK.
The threat of new entrants: The rising growth of new budget hotel accommodations in UK hospitality service providers can put significant pressure on Travelodge to retain its customers. New entrants in the UK like Raffles London, Jesmond Dene Hotel, Vermont Apart Hotel, Mollie’s, and Treehouse Hotel have been attracting inbound tourists to the UK. According to Lacalle (2022), in the UK hotel industry, independent hotels are built on unique services to attract more customers despite the standard quality offered by Travelodge. In addition, hotel chains like Travelodge might not offer a personal touch to customers as they focus on maintaining their brand standards while new hotel brands are mostly customer-centric to offer superior customer service. However, existing brand Travelodge have more market experience and availability which can provide better accessibility to tourists rather than new hotel brands in the UK. Besides this, Travelodge focuses on expanding its business to more than 300 locations in the UK to attract more customers which can restrict the market expansion opportunities for new hotels.
Economic crisis: There are several external environmental factors such as inflation, the Ukraine-Russia war, the pandemic and Brexit which have increased the economic crisis for Travelodge. Due to inflation, the cost of living, basic commodities and food products have increased in the UK. Due to the higher living cost, the local customer number has decreased by 13% in this hotel chain (Travelodge, 2024). On the other hand, due to the Russia-Ukraine war, the oil price and energy costs have also increased. According to recent reports, the operation cost of UK hotels can increase by 40% due to high fuel costs (Travelodge, 2024). Travelodge has to invest a lot otherwise it can face financial losses as well. Therefore, during the pandemic, the revenue of this hotel chain dropped by £284.4 million in 2020 (Travelodge, 2023). This is a current financial pressure on Travelodge, accordingly, the cost-of-living crisis is also increasing in the UK. The hotel chain has to increase its employee wage rate otherwise it will face a huge staff shortage in upcoming years. 
Fewer global markets: The global market expansion of Travelodge is very limited as it only has 6 hotels in Spain. The business operations are mostly dependent on the UK and Ireland market which is creating limitations on its growth opportunities. Its competitors such as Premier Inn, Hilton Hotel, Ibis Hotels and others have a large global market. Due to the limited market, Travelodge is not able to attract more global customers and is losing competitive advantages as well. The company can increase its profit range and operational growth by expanding its global market (Travelodge, 2024). Similarly, it also offers only accommodation services which offer limited choices to customers. 
Lack of disruptive technologies: Technical development is also Limited in Travelodge according to its competitors. The hotel brand has not adopted smart technologies in its rooms which is reducing its demand among millennials and Gen Z customers (Hollander, 2023). According to reports, nearly 70% of millennial customers prefer smart hotel rooms with advanced technology while booking their vacations. This is a global report which indicates that Travelodge can face poor customer growth in future if it does not implement advanced technologies in its customer service. Similarly, the UK hotel industry also uses Artificial Intelligence, Virtual Reality Machine Learning, Big Data Technology, chatbots, 5G technology and many other disruptive technologies to improve customer satisfaction (Hollander, 2023).
[bookmark: _mnse2spajs40][bookmark: _Toc167311656]Possible areas of improvement
Human resource policies: Travelodge needs to update its current human resource policy to increase employee motivation, staff recruitment rate and employee engagement. The HRM is responsible for increasing employee motivation by providing them with flexible working hours and performance-based rewards. Besides that proper implied training is also required to improve the working efficiency of existing employees (Tuomi et al., 2021). The existing staff recruitment policy needs to be improved as well. The company can increase its staff recruitment and employee retention rate by providing them with better salary packages, employee benefits as well as attractive incentives. 
Customer support service: The customer support service plays a vital role in customer satisfaction and creating a loyal customer base for Travelodge. The hotel brand can implement chatbots and AI-generated customer service systems to resolve consumer queries in a minute (Tuomi et al., 2021). Besides that, collecting customer feedback through online surveys and social media posts will also help Travelodge improve its service quality. 
Technical development: Technical development is an important part of every hotel and hospitality business in the UK to get competitive advantages from the market. Travelodge can implement smart technologies in its hotels and change traditional rooms into smart rules to attract more customers (Chambers and Cifter, 2022). AI-generated room controls, facial recognition, automatic check-in and check-out programs, mobile key technology and others (MEWS, 2024). Besides that,  using Big Data Analytics and the machine learning algorithm will help Travelodge to understand consumer preferences. Travelodge can implement Virtual Reality in its website to offer more customised customer service. 
Operation improvement and market expansion: The overall improvement of its operations is important to gain competitive advantages and reduce the threats of substitutes (Tahiri et al., 2022). Travelodge can increase its product and service range by offering budget-friendly travel packages, air ticket booking, transportation and other services. Besides that, it can expand its market in Asian and European countries where the demand for budget-friendly hotels is very high. 
[bookmark: _jz1s70pf3959][bookmark: _Toc167311657]Action plan 
	Objectives 
	Description 
	Responsible department 
	Timeline

	To improve human resource policies 
	Travelodge will update its HRM policies, and recruitment policies as well as offer better pay packages to employees. It will also offer training and skill development programms for employees. 
	Human resource management 
	6 months 

	To develop better customer service 
	Travelodge will implement chatbots and an AI-generated customer service system. The company will also provide technical training to its customer service employees. 
	Customer service 
	6 months 

	To implement advanced technologies 
	Travelodge will launch smart hotels with advanced technologies to increase customer satisfaction. The overall leadership approach will also be improved as company leaders will use advanced technologies for better employee management. 
	IT department, accounting and operations. 
	1 year 

	To expand market and operations 
	Travelodge will expand its operations in Italy, France and Malaysia by collaborating with local hotel chains. 
	Marketing, sales and operations. 
	2 years


Table 3: Action Plan
(Source: Author)
[bookmark: _ffmzufxrqaeu][bookmark: _Toc167311658]Conclusions and Recommendations
The report has demonstrated various issues of Travelodge related to employee management and hospitality management services. The paper has identified that the hotel brand is currently facing staff shortage and lack of employee motivation which is affecting its organisational performance as well. Employees have reported they have a poor work-life balance due to longer working hours and a poor management system. On the other hand, poor customer service is another issue of Travelodge. 
Travelodge can improve its performance by adopting various strategies which have been briefly demonstrated in this report. According to the findings, the company needs to identify the employee motivating factors and offer workplace flexibility to improve their performance. A SWOT framework of Travelodge has been discussed here to identify its operational weak areas. Hence, the report has found that due to poor employee management and lack of job satisfaction, the company is also facing issues with poor customer service.
Leadership and management play a vital role in every organisation to improve employee motivation. The report has discussed the importance of leadership approaches in staff management through various literature. The names of some specific employee motivation theories have also been identified here which have also considered the role of leadership and management for better employee performance.
The report has briefly evaluated the role of employee motivation on their productivity and job satisfaction. The report has considered findings from various books and journals to understand the importance of employee motivation in an organisation. The SWOT analysis has highlighted the strength areas of Travelodge as well. The company has a good brand reputation which motivates employees to improve customer service. On the other hand,  the PESTLE analysis has shown that the demand for technology-based services is increasing in the UK but Travelodge has not implemented advanced technologies which affects employee motivation as well. 
Along with this, the report has demonstrated some operational and organisational management issues of Travelodge. According to this paper, inflation, changing customer behaviour, a highly competitive market, Brexit and other external factors are increasing the risk of financial loss as well as other operational issues for the company. The report has highlighted some possible areas of improvement as well by analysing the current challenges of Travelodge.
Recommendations
Recommendation 1: Travelodge needs to invest in its employee training and employee motivation. Offering various training and growth opportunities will help employees to understand the market changes easily. They will be able to offer better quality customer services which will increase organisational performance as well. Updating the basic salary packages, offering incentives and providing other employee benefits will also improve the staff recruitment rate in this organisation. 
Recommendation 2: Travelodge can expand its business in global countries, especially in European and Asian countries. The demand for budget-friendly accommodations is very high in these areas which will offer competitive benefits as well. The hotel brand can collaborate with local businesses such as airlines, transportation, car rentals and others to expand its service range as well.
Recommendation 3: Travelodge can implement smart technologies and launch smart hotels to attract more customers. Using artificial intelligence, robotics, IoT sensors, big data and other advanced technology will help the company to offer more personalised services. Besides that, using chatbots in customer service will increase customer satisfaction as well. 
[bookmark: _a5zpy1454z2t][bookmark: _Toc167311659]Reflective writing
I gathered a mixed experience during my placement at Travelodge Letchworth Garden City Hotel which will remain memorable for my career. In this section, I am going to demonstrate my overall placement experience based on Gibbs’s reflective cycle. According to Gibbs and Slevitch (2019), Gibbs’s reflective cycle includes six stages such as description, feeling, evaluation, analysis, conclusion and action plan to reflect an individual’s personal experience. As per the description stage, I started my job role as an intern with a lot of responsibilities regarding hospitality services from the moment I took over my dream job. There were several things I experienced during my working days. I met new people in my team including my manager whom I had not met before. According to Lawson (2018), the hotel industry consists of several services such as housekeeping, front office, concierge, food and beverage department, reception, etc. I was appointed as a housekeeper by the management of Travelodge. I was provided with complete freedom to express my own opinions and perform my tasks more efficiently. My colleagues are very supportive as they always supported me in finding out the best solutions during critical problems that occurred in the hotel rooms. During my placement period, I collaboratively worked with my colleagues to bring innovative ideas to solve problems and deliver great results to customers. I was very grateful to my company as Travelodge helped me with staff accommodations where I did my placement for two days each week. This has helped me prepare to return to my university as a graduate.
My personal experience at Travelodge Letchworth Garden City was great as I felt I learned so many things during this placement. I came to know about the ways to treat guests more carefully as they are the main stakeholders in the industry. I felt proud to be part of this industry as I served each customer with a warm smile to deliver better customer satisfaction. I realised my managers always motivated me to be enthusiastic while serving customers. I became excited during my journey at Travelodge when I came to know I might be given a permanent role after completing my graduation. This made me very happy and more inspired to perform my tasks more enthusiastically to increase my recognition among HR managers. However, I felt nervous and lacked confidence on my first day during my placement period as I was given a major role as an intern in such a great institution. My colleagues supported me a lot to boost my confidence level. I also struggled during my training period as I was given training at a fast pace, however, my manager supported me a lot in understanding certain parts I missed during training. According to Ali et al. (2020), staff working in a productive and respectful environment feel inclusive as well as supported by the management. This might increase their engagement in the workplace due to an increase in their confidence level (Ali et al., 2020).
As per the evaluation stage, I have evaluated that this placement program has helped me boost my skills and efficiency in the hospitality industry. I contributed to my company with new ideas and perspectives indicating my teamwork with my colleagues. I also evaluated that our managers allowed open communication which increased our flexibility with each other while providing services. As per Boyd et al. (2022), unequal participation of team members might limit the growth of other members in hospitality services. However, I also realised a lack of confidence, problem-solving skills and time management ability could impose poor customer service. My colleagues helped me increase these capabilities to perform my tasks efficiently during my placement work at Travelodge. As per the analysis stage, I analysed my overall placement program went very well based on reviews of customers at Travelodge. I was fully committed to the task as it matched my career profile and my capabilities. Rolfe and Freshwater (2020) identified that an entire placement could be chaotic and confusing if individuals fail to understand their roles efficiently. I analysed that I took more time to finish my tasks due to a lack of confidence level and experience. In addition, my inefficient problem-solving skills often prevent me from performing my service tasks more efficiently. However, sharing ideas with my managers was my best gain during this placement program which would be beneficial in my future career. During my placement period, I learned that working on a tight schedule can put more stress on team members. Therefore, effective collaboration with team members was essential to reduce pressure during the placement period.
I concluded that team members must communicate efficiently to share ideas and solve critical problems. I came to know that I need to improve my confidence level and problem-solving skills to perform tasks during critical situations. Additionally, I need to reduce my nervousness to prevent myself from getting stuck in critical tasks at Travelodge. Besides this, I need to enhance my time management capabilities to finish tasks timely for greater customer satisfaction. Furthermore, I would like to continue other projects with Travelodge by improving my development areas with an action plan that will provide me with extended opportunities in my future career. Therefore, I would like to seek help from industry experts to overcome such challenging situations during placement. I would like to take care of my communication skills and teamwork abilities to perform such tasks at hotels in the future. This can be beneficial to achieve great outcomes while working with a team. In addition, I would like to attend time management workshops to improve my time management skills. In addition, I will make a schedule for my tasks to prioritise my short-term goals to finish them more efficiently. In addition, I want to consult my senior mentor to learn about problem-solving skills while increasing my confidence level through grooming. Alongside this, I would like to learn customer service skills to support potential customers more effectively. This can increase my opportunities to get a full-time placement in the UK hospitality industry.
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