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Abstract

This report aims to examine the root causes and the consequences of the employee dissatisfaction in the hospitality sector and investigate approaches to enhance employee well-being.

The report emphasises the importance of job satisfaction due to its impact on employees' subjective well-being, which is vital for the continued success and progress of organisations. The literature review focus on unfair practices in the hospitality sector that have a detrimental impact on the well-being of employees. Furthermore, the consequences of these practices are detailed. Review also discusses potential solutions that have been discovered by experts. 
Subsequently, a Case Study of the Mercure Bedford Centre Hotel provide an in-depth description of the hotel and explore both external and internal factors, possible threats, and concerns that could impact employee satisfaction in a UK hotel environment. Appropriate strategic frameworks, like SWOT and PESTLE analysis tools, are implemented. 
The next section extensively examines the central theme to address the designated research questions and accomplish the pre-established objectives. Academic sources are used to investigate the theme and give examples and supporting data from the Accor Group and the Mercure Bedford Centre Hotel. 
Finally, we evaluate all the information collected and summarise the strategies and approaches suggested by the researchers, as well as those already implemented in the industry.
The author's personal and professional observations regarding the Mercure Bedford Centre Hotel are detailed in the additional section. 
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[bookmark: _Toc167826223]Aims and objectives

The aim of the report is to analyse the primary issues that adversely affect employee satisfaction in the hospitality, then examine their consequences and investigate approaches to enhance employee well-being.

Objectives:

1. To explore the key factors and practices that lead to employee dissatisfaction in the hospitality sector – This objective includes the examination of economic, social and organizational aspects that can negatively affect the satisfaction of hospitality workers.
2. To evaluate the consequences of employee dissatisfaction on the operational efficiency and guest service quality - This objective focuses on exploring how low employee satisfaction affects employee well-being, guest service quality, operational efficiency and organisational performance.
3. To provide effective strategies and techniques for hospitality businesses to enhance employee satisfaction - This objective seeks to provide feasible solutions that may be applied to solve the problem, based on the results from the prior objectives.

RQ1. What are the factors and practices in the hospitality sector that have a detrimental impact on employee satisfaction?

RQ2. How does the employee dissatisfaction affect employee well-being, guest service quality, operational efficiency and organisational performance?

RQ3. Which strategies are effective to enhance employee satisfaction in the hospitality?

[bookmark: _Toc167826224]Background Information 

It is a highly important topic as employee satisfaction can serve as a fundamental catalyst for employee engagement and overall effectiveness of an organisation. Employees that have a high level of job satisfaction are more inclined to remain employed by their organisation and deliver a better guest service. The level of worker satisfaction in the hospitality industry is heavily influenced by their mental and physical well-being, an aspect that employers tend to overlook. Unfortunately, an alarming 80% of workers in the hospitality industry have reported encountering at least one mental health concern throughout their professional journey. Currently, a significant proportion of individuals, specifically 31%, consider mental health support to be an essential benefit in their workplace. However, a meagre 24% of individuals in the sector receive this benefit from their employer. (Leach, 2024).

[bookmark: _Toc167826225]Organisation of the report

The first section of the report is a literature review which entails a thorough analysis of academic literature, trade journals, statistics, relevant news updates and industrial reports. Subsequently, the study will provide an extensive explanation of the used methodology which will be case study method. 
The following section is a Case Study which provide a detailed and comprehensive guide to the Mercure Bedford Centre Hotel. 
In the third section, we conduct a thorough analysis of the main theme, which will include addressing the specified research questions and accomplishing the predetermined goals. The theme will be explored using academic references, which will also be used to provide examples and evidence from the Mercure Bedford Centre Hotel and Accor Group. These sources will be examined to identify the problems and provide possible solutions.
Finally, concise summary will be presented about the key facts and the suggested solutions.
The extra section is a personal account of the writer own professional observations about the Mercure Bedford Centre Hotel. The experience will be processed using the ERA cycle, a straightforward framework devised by Jasper (2013) that centres on the construction of understanding through Experience. The critical element is the Action, as it facilitates the transfer of knowledge gained through Reflection to future experiences.



[bookmark: _Toc167826226]Literature review

Defining employee job satisfaction is a challenging task as there is currently no universally accepted definition. Various authors have different approaches in their attempts to outline job satisfaction. 
Hoppock (1935) described job satisfaction as the union of psychological, physiological, and environmental factors. According to this perspective, job satisfaction is influenced by various external factors, but ultimately it is an internal experience that is related to the emotions of a worker. Job satisfaction is the result of various influences that contribute to a sense of contentment.
According to Locke (1969), job satisfaction means the feeling of pleasure that an employee derives from aligning their personal values with their job responsibilities. Job satisfaction, as defined by Spector (1997), refers to the degree to which an employee enjoys his work and his general feelings about it.
Job satisfaction is a crucial sentiment for numerous reasons, such as its impact on employees' subjective well-being, as suggested by Judge and Hulin (1993). And the well-being of employees is fundamental for the sustained success and progress of businesses globally (Spreitzer and Porath, 2012).
According to some authors (Daniels, 2000; Warr, 1990), it is necessary to develop well-being measurements that are relevant to the environment to accurately assess the intricate, complicated, and variable cognitive and emotional job experiences of workers. Page and Vella-Brodrick (2009) suggest that using both work-related and general well-being measures may deliver a more comprehensive valuation of employee well-being compared to relying only on subjective well-being measures. Due to the lack of a unified model, research on employee well-being is limited, further research is needed on this area (Pradhan and Hati, 2022).
This is confirmed by another study which says there is a pressing need for a methodical and comprehensive examination of the scientific data that connects work-related stress variables with adverse health effects. The HERMES project was initiated to begin this undertaking. Among the parameters examined in this research, employee self-reported job satisfaction has been shown to have the most substantial correlation with employee well-being (Faragher, Cass and Cooper, 2005).


1. [bookmark: _Toc167826227]Unfair Practices in Hospitality Sector that Influencing Employee Dissatisfaction 

Several literatures (Baum, 2007, 2015; Janta et al. 2011) dealing with hospitality work have highlighted problems that make employees vulnerable. Employees who are not legally classified as forced workers can still experience the signs, circumstances, procedures, and results of forced labour. The spectrum encompasses extreme migrant worker exploitation, normalised low pay, unstable working conditions and inappropriate behaviours (Lewis et al. 2015).
The hospitality sector has one of the highest rates of unpaid working hours in the UK (López-Andreu, Papadopolous, and Hamedani, 2019). A study conducted by Cole et al. (2024, p. 111) uncovers specific methods through which wage theft took place, including the misappropriation of labour hours, base salaries, and variable wages. A total of 30 workers from 16 hotels in London were interviewed, and all of them experienced work hour manipulation. All workers experienced labour time theft via systematic underestimation of hours worked. The theft of base salaries primarily consists of limiting employees of their annual vacation time and placing secret training expenses onto them. The theft through variable wages drew attention to the weaknesses of the Tronc system operating in England, in which the partiality of the tronc master can weaken the fair distribution of wages. 
The hotel business in the UK has the highest percentage of foreign employees in comparison to other sectors (Coates and Mason, 2019). Prior studies (Crane et al. 2019; Hodkinson et al. 2021; Latham-Sprinkle et al. 2019) emphasize the vulnerability of migrant employees to workplace abuse. Due to their poor situation, inadequate language skills, dependence on gangmasters and extensive use of tied housing, these individuals may be susceptible to workforce exploitation and modern slavery (Allain et al. 2013; Scott et al. 2012).
[bookmark: bbib19][bookmark: bbib49]This industry has intricate difficulties in effectively addressing the dangers associated with labour exploitation and modern slavery. While there is some evidence in research (French, 2018; Scott et al. 2012) that highlights how migrants may be pressured in exploitative working circumstances, academic study has generally overlooked the concerns of labour exploitation in the hospitality industry (Jones and Comfort, 2021).
Another practice that can negatively affect workers' job security and thus their satisfaction is the extensive usage of zero-hours contracts in the industry. Latest statistics show that the hospitality sector has the highest number of workers with zero-hour contract (28.5%) compared to other sectors in the UK (Clark, 2023). Students often use this kind of contract (Whitehead and Phippen, 2015), which offers them the advantage of flexibility, but comes with the drawback of reduced service quality (Alonso and O’Neill, 2009). Flexibility is also recognized by Gheyoh Ndzi (2021) in her study, but ultimately, she concludes that this type of contract has a destructive influence on employees’ social, economic, work and life balance, the quality of their work, their career advancement opportunities and indirectly their health. 

2. [bookmark: _Toc167826228]Consequences of Employee Dissatisfaction 

2.1. [bookmark: _Toc167826229]Lower employee productivity, diminished customer satisfaction, poorer organisational performance

Several studies indicate that customer satisfaction and employee satisfaction are positively linked (Naseem et al. 2011; Spinelli and Canavos, 2000; Wiley, 1991) The happy/productive worker theory, which posits that workers who are happy are also productive, has been the subject of extensive study and practical application in the field of organisational psychology for many decades (Staw, 1986). This is also confirmed by a study (Bellet, De Neve and Ward, 2019, p. 30), which has found that happy employees are 13% more productive than unhappy ones. According to several study (Harter, Schmidt and Keyes, 2003; Guest, 2017; Myrden and Kelloway, 2015) the existence of positive workplace emotions is linked to increased customer loyalty, greater profitability, enhanced productivity and reduced turnover rates. Positive affect is closely linked to the effective implementation of tasks, staff retention, creativity and ultimately, the overall performance of a business.

2.2. [bookmark: _Toc167826230]High Turnover Rate in the Hospitality Sector

The hotel business in the UK has the greatest rate of employee turnover, with an annual regular of 37.6 percent of employees quitting their positions (Barrow, 2023). 
The practices discussed in the previous section can create a sense of isolation among workers and employers, resulting in decreased motivation, less engagement, and eventually job turnover. These findings concurred with the results from Holston-Okae and Mushi (2018) argue that employee turnover is influenced by factors that determine employee well-being, like salary, engagement, motivation, job satisfaction and work environment. 

3. [bookmark: _Toc167826231]Strategies to Address Employee Dissatisfaction 

According to the service-profit chain theory (Heskett et al. 2008) creating a supporting internal work environment for employees will result in satisfied and loyal employees. These employees will be able to provide customers a top-notch guest service, leading to customer satisfaction. This was reinforced and supplemented by Sugiarti's research (2022), which investigated the correlation between training, the work environment and career progression, leading to positive results. 
The development of the implementation of these tasks is all within the scope of human resource management (HRM). According to a recent study (Salas‐Vallina, Alegre and López‐Cabrales, 2021) implementing well-being oriented HRM may enhance individual and operational performance. Enhancing communication and feedback channels may be a successful technique of HRM. According to Guest (2017), HRM practices that aim to enhance employee well-being prioritise extensive bilateral communication, freedom of voice (surveys) and collective representation. 
Utilising communication techniques boosts loyalty and enhances productivity. Della Torre (2019) found that collective employee voice mechanisms, such as union voice and team voice, have a positive influence on employee efficiency and engagement. Furthermore, both techniques have significant moderating effects on the relationship between HRM and performace. 
Guest (2017) emphasises the need of establishing a favourable social and physical atmosphere to promote employee well-being. This may be achieved by the implementation of strong health and safety measures, equitable opportunities and the management of diversity and a strict policy against bullying.
Several studies (Barrow, 2023; Bell, 2001; Guest, 2017) even emphasis recruiting and onboarding programs as important stages in increasing employee satisfaction and commitment.


[bookmark: _Toc167826232]Methodology

The report used case study methodology to provide comprehensive research into the employee well-being issues of Mercure Bedford Centre Hotel. According to Anderson (1993), a case study is an all-encompassing research approach that examines a certain event or a particular issue of an organization by drawing on a variety of information sources. The definition of Yin (2014, p. 16) is similar, stating that a case study is an empirical investigation into a current phenomenon within its real-world context, demonstrating that it is a largescale technique that includes design logic, data gathering techniques and specific data analysis approaches. Based on the two definitions, the choice of the research method of the current report is justified, since we want to present the operation of the Mercure Bedford Centre Hotel in the context of a specific phenomenon, a current issue: the lack of employee satisfaction within an organization. 
A wide range of research methods can be used while developing a case study. Both quantitative and qualitative data can be collected from several different sources. For example, in the context of a hotel, information can be collected via employee interviews, feedback, surveys, quantitative records of company turnover, significant events in the history of a hotel and other sources (Marrelli, 2007).
Case studies are useful for resolving ‘how’ or ‘why’ concerns regarding current issues that are beyond the control of the researcher, who should follow a methodical route with explicit documented data collecting and analysis procedures (Yin, 2018, p. 33). The application of case study method may also facilitate the development of a theory (Eisenhardt and Graebner, 2007). Furthermore, case studies, in contrast to laboratory experiments, place an emphasis on the complex, real-world setting in which the event/issue takes place. 
However, in addition to the mentioned benefits, the usage of case study method also has drawbacks. Despite the implementation of guidelines and strategies, case study research methods can still demand a significant investment of time and effort. Determining the nature of the case, navigating the researcher's role and effectively managing and interpreting data from numerous sources are all challenges that are inherent in case study research (Yin, 2018). Furthermore, the process of constructing theories based on individual cases is less accurate, unbiased, and rigorous compared to conducting extensive hypothesis testing. The key to addressing this challenge is to emphasize the significance of the research question and the lack of existing theories that provide a feasible answer. It's essential to prove for readers that the research questions are important for the business or the theory (Eisenhardt and Graebner, 2007).


[bookmark: _Toc167826233]Case Study

[bookmark: _Toc167826234]Background of the Mercure Bedford Centre Hotel 

Mercure Bedford Centre Hotel is part of the Accor Group, which is one of world’s top hotel chains. Accor was founded in 1967 and is headquartered in France. With 5,580 hotels (Accor, 2024a), 10,000 food and beverage locations, wellness centres, and flexible workplaces, it is a world-leading hospitality business delivering experiences across 110 countries (Hospitality Net, 2024). 54 different hotel brands, ranging from the most luxurious to the most affordable, make up the Group's extensive and varied hospitality ecosystem (Accor, 2024b).
The Bedford Centre Hotel was presented to the public by Accor under its Mercure brand in September 2019 after a major renovation. The large riverside building, which houses 121 hotel rooms, was previously operated as Park Inn (Roffe, 2019). The rooms are equipped with smart features like as free high-speed wireless Internet, 24-hour room service, air conditioning and flatscreen TV (TripAdvisor, 2024).
The Mercure Bedford Centre Hotel is perfect for both business and leisure travellers due to its central location close to shops, pubs, restaurants, cinemas and business parks in the middle of Bedford.  On-site parking is available, and the Bedford Railway Station is a short 15-minute walk away (Accor, 2024c).
[image: A map of a city
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 Location of Mercure Bedford Centre Hotel (Google Maps, 2024)


[image: A building next to a body of water

Description automatically generated] The restaurant and bar offer breath-taking views of the river and the surrounding area, located on the waterfront of the River Great Ouse. (Accor, 2024c). 
Mercure Bedford Centre Hotel (Google Photos, 2024)

The hotel has 8 conference rooms equipped with individual temperature control and modern audio-visual devices. The rooms have different sizes to accommodate a range of 20 to 450 people, and there are exceptional breakout spaces equipped with tea, coffee, and snacks. Smart features are available, such as projector and screen, flipchart and whiteboard (The Big Venue Book, 2024).



[bookmark: _Toc167826235]Staffing

The workers of the Bedford Centre Hotel are organised in a hierarchical manner (Fig. 1), which is usual in the hospitality sector (Nurdaulet, 2022).
[image: A diagram of a company
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Fig. 1: Mercure Bedford Centre Hotel organizational chart

Receptionists at the Mercure Hotel are responsible for creating the first impression on visitors. Front office supervisors and FO team members perform the reception duties. The FO department also includes the telephone operator, bell desk, information and concierge duties. The hierarchical system in this department is not strict, sometimes even the FO manager performs reception duties. Everyone has full-time contract on this department. 
The Food and Beverage area is another crucial area where guests come into direct contact with the staff. The hotel's Bar and Restaurant are mostly staffed by students. Every person in this department is employed on zero-hour contracts.
The housekeeping department has been contracted out to an external business named WGC. It is a major British firm that specialises in providing various services, such as hotel housekeeping and other cleaning services for renowned companies like Accor (WGC, 2024). All individuals in this section are migrant worker. Supervisors and room attendants possess little proficiency in the English language. The cleaners in this department are employed on a full-time basis and get the minimum salary. The supervisors are also having full-time contract, earning approximately £5 more than the monthly minimum wage.
Based on reviews (Booking.com, 2024), the service quality ranked the second place after the hotel location, which indicates a high level of performance.

[bookmark: _Toc167826236]Turnover

Since the annual turnover and other financial data are considered sensitive information and non-public, therefore the data of the Accor Group will be examined. 
In Q1 2024, the Accor Group showed strong revenue growth (€1,236 million) and operational success, which is up 8% comparable from 2023. The Group opened 53 hotels with over 8000 rooms throughout the quarter. Its hospitality sector position was strengthened by this expansion's 3.1% net unit increase over the last year. The division had a notable 8% rise in Revenue per Available Room (RevPAR) in comparison to the first quarter of 2023, mostly due to the implementation of higher rates. 13% of this growth came from the UK, with both London and regional locations demonstrating a well-balanced performance (HospitalityOn, 2024)

[bookmark: _Toc167826237]SWOT

SWOT analysis has been widely used due to its simplicity and practicality. This framework is used to assess the competitive position of a business and enhance its strategic planning skills. It evaluates both internal and external factors, as well as possible outcomes for the present and the future (Pickton and Wright, 1998). 
[bookmark: _Toc167826238]Strengths 

Mercure Bedford Centre Hotel has a beautiful riverside location in the heart of the town. As it is a part of a large hotel chain it can provide a consistent value offering with guaranteed quality (Richard and Cleveland, 2016). Choosing a hotel associated with a prominent hotel chain offers several benefits to both visitors and staff. Employees may benefit from job security, prospects for professional advancement, flexible work hours, opportunities to travel abroad, and competitive wages (The Insider, 2023).
Accor offers many advantages to its employees, such as eye care coupons, a Cycle to Work programme, discounts of up to 50% at Accor hotels and restaurants, extra vacation days, discounts on Merlin Entertainment, and an excellent pension system. These initiatives already have the ability to attract talents. Furthermore, Accor announced two innovative programmes for its UK staff this year: Your Care Plus, a comprehensive employee well-being solution, and Lifestyle Savings, a financial wellbeing strategy. These solutions will enhance the physical and mental well-being of the workers, while also assisting them in managing the expenditures related to their everyday life. (Brittle, 2024)

[bookmark: _Toc167826239]Weaknesses
 
Franchise-owned hotels may have limitations on their ability to make operational choices and customise their branding. Strong brand standards make it difficult for a hotel to take unique initiatives. The rise of individuality demands the provision of customised goods and services that cater to the specific preferences and needs of each customer. Contemporary hotel guests are seeking distinctive experiences, novel challenges, and diverse entertainment. The need to encounter authenticity arises as a response to the homogeneity of standardised hotel offerings (Kosar, 2014). 
Accor's technology lags its competitors. Their Property Management System (FOLS), created in the 90s, is now outdated and unable to compete with the more sophisticated PMS systems available on the market. Currently, over 50% of Accor hotel continue to use this PMS, including the Mercure Bedford Centre Hotel (Hollander, 2023).

[bookmark: _Toc167826240]Opportunities

The implementation of technology developments, such as the adoption of a more contemporary PMS system, simplifies and improves the job of hotel employees, enabling them to provide a superior level of service (Pagel, 2024). 
A well-chosen, modern PMS system already enables midscale hotels to provide a personalized guest experience. Previously, luxury brand hotels have been the primary providers of this kind of experiences (Godfrey, 2023). From simple collection to effective use, it can improve guest data management. It ensures data security and allows targeted marketing campaigns and customised guest experiences that can boost hotel revenue and guest satisfaction (Pagel, 2024).


[bookmark: _Toc167826241]Threats 

Accor hotels face significant competition from many hotel companies in the UK. As seen in the diagram below, Mercure Hotel faces competition from other hotels within its own brand portfolio, such as Ibis and Novotel. The Mercure brand ranks 17th in the aggregate ranking of brand awareness, with a 56% rating (Kunst, 2024).
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Ranking of prominent hotel brands based on brand recognition in the UK in 2023 (Kunst, 2024)

The Mercure Bedford Centre Hotel has two nearby competitors within the city: the unique, non-branded, historic Swan Hotel on the opposite side of the river and the new Premier Inn’s Riverside Hotel in the city centre.

[bookmark: _Toc167826242]PESTLE

PESTLE is a strategic business planning method that assesses the potential effects of political, economic, social, technological, environmental, and legal aspects on an organisation. The framework provides a way of analysing external factors and assessing all potential risks and concerns that may impact an organisation or project (Rastogi and Trivedi, 2016, p. 385). 

[bookmark: _Toc167826243]Political factors 

Employers faced challenges due to the decrease in the number of EU immigrants following the UK's decision to exit the EU, as the government prioritised reducing net migration (Rolfe, 2017, p. 623). Due to the longstanding trend of EU immigrants being the bulk of the hospitality workforce, companies in the hospitality industry have initiated a petition: Allow EU nationals to come to the UK to work in the hospitality industry for up to 2 years (2022). Nevertheless, the government continues to maintain its strict worker restrictions. The hotel sector is now facing persistent staffing shortages, which will probably continue for the following several years because of to an imbalance between labour supply and demand (Kwok, 2022, p. 3929). Recent data from the Office for National Statistics reveals that the quantity of job openings in the hotel sector was at 112,000 at the end of 2023, significantly beyond the pre-pandemic levels of 89,000 (UK Hospitality, 2024). 
Another example of political influence was when Bedford Borough Council followed the government's requirement to avoid emergency shelters across the country during the COVID-19 pandemic. Almost immediately after the opening of the Mercure Bedford Hotel, it had to deal with the outbreak of the Covid pandemic and all its consequences. It had a long-term impact on the hotel's operation, as the Bedford Council has block-booked 60 rooms for rough-sleepers in the hotel (Roffe, 2020). Although the hotel was released from the obligation from 2021, the rooms became unusable, and their renovation continues to this day.



[bookmark: _Toc167826244]Economic factors

The Covid-19 pandemic caused a significant economic recession.
The food and accommodation sector experienced its most severe economic downturn in April 2020, when its performance was 90% lower than it had been prior to the pandemic. The hospitality industry's financial performance in 2020 was 42% weaker to the previous year (Hutton, 2022).
Energy costs experienced an increase after the pandemic due to the resumption of industry globally, resulting in a significant surge in demand. The percentage of turnover allocated to average energy expenses had a significant rise, increasing from 5% in 2019 to 18% in 2022. The start of the war in Ukraine in February 2022 further increased the pressure on the energy supply. In the few months following the outbreak of the war, European gas and electricity wholesale prices rose by 115% and 237% (World Coffee Portal, 2023).
Consequently, European hospitality businesses are facing a growing challenge in managing their escalating energy expenses as they had a significant growth of 238% in 2022 (Seymour, 2022).

[bookmark: _Toc167826245]Social

The hospitality company has to tackle social and cultural issues, including changes in professional perceives and employee expectations about work-life balance. One of the driving factors is the arrival of new generations in the employment market. The requirements of the Generation Y (Millennials) influence the outlooks in the current labour market. They want to avoid work dominating their lives (Barron, et al. 2007). Research suggests that organisations can address their talent recruitment needs by improving their online disclosure of work-life balance policies, specifically targeting the Millennial and Generation Z demographic (Sánchez-Hernández et al. 2019). 
[bookmark: _Toc167826246]Technological 

Technological advancement is a consistent catalyst for change. To preserve its competitiveness, every company must be abreast of current trends and developments. The absence of digital technology implementation in HRM might ultimately lead to a disadvantage in comparison to rivals (Romanov, 2021).
The development of robotics has a significant influence on hospitality. Automation technologies enhance staff productivity, effectively address labour shortages and enabling hotels to consistently provide the expected level of service to guests. (Linnell, 2023).

[bookmark: _Toc167826247]Legal

A challenge within the industry is the limitations imposed by labor law to protect workers from unfair treatment Various employment laws, such as the Employment Rights Act 1996 and Equality Act 2010, highlight the need of having a fair treatment policy and process. These laws also clearly outline the penalties of improper behaviour and provide a system for addressing any complaints that may occur. However, the enforcement of these laws is not always usual in reality. The workers must tolerate minor breaches as common practice within the sector due to their regular occurrence (Ioannou and Dukes, 2021, p. 256). 

[bookmark: _Toc167826248]Environmental
Sustainable development has become more prominent topic in several economic sectors, particularly in the tourist and hotel business (Dogru et al. 2020). Especially since Covid pandemic, environmental awareness is increasing among people (Kachaner et al. 2020). According to a fresh survey, 86.5% of adults in Great Britain reported implementing a few adjustments to their habits in order to tackle environmental concerns (ONS, 2023). This attitude has already reached the hospitality sector as well. 


[bookmark: _Toc167826249]Theme exploration

1. [bookmark: _Toc167826250]Factors and practices in the hospitality that have a detrimental impact on employee satisfaction.

1.1. [bookmark: _Toc167826251]Low wages, labour exploitation practices and migrant worker precarity

Among the several sectors of the economy, the hospitality companies are known for offering relatively low wages to its employees. The wage for an average worker is £8.15\hour, which is £4\hour lower than the average wage for employees throughout the whole economy. Furthermore, it provides limited opportunities for salary advancement to its employees whose income in their thirties and forties is just slightly higher than their income in their twenties. On the other hand, management positions are highly overpaid in the sector (TUC, 2019). 
The problem of the low wages is exacerbated by labour exploitation practices in the sector. Employers have significant authority in determining the terms of the pay and effort agreement. The existing body of literature on hospitality employment has brought attention to the factors that render workers susceptible to pay fraud.  For example, an investigation conducted by Cole et al. (2024, p. 111) uncovers specific methods by which wage theft took place, including the misappropriation of work hours, basic earnings and fluctuating salaries. These methods are for example systematic underestimate of hours worked, limiting workers' vacation time and charging them for hidden training. The problem is exacerbated by the very large number of migrant employee in the hospitality industry whose are even more vulnerable to these exploitative behaviours (Coates and Mason, 2019).
In the Mercure Bedford Centre Hotel, particularly in the housekeeping department, we can see these typical processes. Most of the cleaners are migrants and almost all of them lack proficiency in the English language. Consequently, their limited access to career prospects leaves them vulnerable to the mentioned practices. Furthermore, they are employees of an outsourced company, so they cannot benefit from the advantages and well-being programs that Accor employees receive.



1.2. [bookmark: _Toc167826252]Zero-hour contract 

Another factor that detrimentally impacts employee happiness is the common use of zero-hours contracts in the UK hospitality sector. These contracts offer significant benefits to the employer as they enable them to streamline their operations by reducing staff resources when they are not needed. Even so, these factors may give rise to potential issues from the position of the worker. Zero-hour contracts offer no assurance regarding the salary that staffs normally receive, leading to reduced levels of job safety. According to Ndzi (2021) this particular contract has an adverse influence on several aspects of workers' lives, including their social well-being, economic status, work-life balance, job quality, career progression prospects, and indirectly, their health. 
However, it cannot be assumed that all employees share this opinion. For example, this type of contract is very popular among students due to its flexibility (Whitehead and Phippen, 2015). Nevertheless, the sector may suffer adverse consequences if a hospitality business hires an excessive number of students, which leads to a deterioration in the quality of the service. Student employees have limited experience, low tendency to stay longer in the industry and they have the lack of genuine passion for the hospitality sector (Alonso and O’Neill, 2009, p. 574).
Zero-hour contracts are mainly used in the F&B department at the Mercure Bedford Centre Hotel. Most of the staff comprised of students working as waiters and bartenders, and all individuals were employed under zero-hour contracts. The students obviously do not have any problem with this due to the flexibility. However, for others, this situation caused uncertainty as they were unsure about the exact number of working hours they will have during the week. 
However, the lack of experience of the student staff leads to negative guest experiences, which is also supported by the bad reviews of the guests. For instance, after having a positive reception experience, a guest expressed his dissatisfaction with the service he received at the restaurant. He expressed his dissatisfaction with the waiter's lack of knowledge about customer service (Anonymous, 2023).




1.3. [bookmark: _Toc167826253]Lack of proper trainings

Implementing training programmes while fostering empowerment and autonomy can result in numerous advantages for employees and, in turn, positively impact the hospitality operation (Alonso and O’Neill, 2009).
The initial and probably most important training an employee receives during the onboarding process. By 2023, the number of job advertisements in the hospitality sector has already risen by 46 percent. Additionally, 42 percent of newly hired employees in this industry quit their positions within the first 90 days (Barrow, 2023). This is likely because the management and the supervisors have different perspectives. For example, in the Bedford Centre Hotel management may have implemented a rushed onboarding procedure, the pressure on supervisors to rapidly train new employees may result in an incomplete onboarding experience, and ultimately leads to new employee dissatisfaction and uncertainty. 

2. [bookmark: _Toc167826254]Unseen cost of dissatisfied staff - How does the employee dissatisfaction affect employee well-being, guest service quality, operational efficiency, and organisational performance?

The positive effects of maintaining a stable workforce include increased employee satisfaction, motivation, self-confidence, and increased employee morale, and ultimately reflect on hotel operations through greater consistency and excellent guest service (Alonso and O'Neill, 2009). 
Employee dissatisfaction has a detrimental impact on the overall business performance. Dissatisfied employees are prone to taking longer breaks, neglecting tasks, and making more mistakes due to a lack of engagement (May, 2023). The individual performance of workers plays a vital role in assessing the efficiency of an organisation. Job satisfaction is a catalyst for increased employee motivation and effort. Greater exertion results in enhanced overall productivity of the organisation (Thakur, Kaur and Chawla, 2023).

2.1. [bookmark: _Toc167826255]Absenteeism

Unhappy employees frequently exhibit a high level of absenteeism. During their time at work, they exhibit signs of fatigue or express grievances about their health and may falsely claim to be sick when they are not sick. Dissatisfied and discouraged employees are more inclined to be absent from work, whereas workplace stress remains the primary factor contributing to prolonged employee sickness (Dormann and Zapf, 2001). Persistent absenteeism can have detrimental effects on the company, resulting in decreased productivity, efficiency, and guest service, while also weighing down the absent employee's colleagues (HG.org, 2024).

2.2. [bookmark: _Toc167826256]Higher Turnover Rates

Employees are prone to walk away from their positions when they experience dissatisfaction. The continuous recruitment and training of fresh staff not only results in expenses but interrupts the familiarity and consistency as well. (May, 2023). 
The receptionists at the Mercure Bedford Centre Hotel have accumulated several years of experience and are familiar with the regular guests. Upon arrival, guests are warmly addressed by their names and provided with their customary accommodations. This consistently enhances the overall guest experience.

2.3. [bookmark: _Toc167826257]Bad Reviews 


In the present era of digital technology, individuals can share their experiences on numerous platforms. One negative review about an employee has the power to influence future visitors and cause substantial damage to the reputation of a hotel (Dinçer and Alrawadieh, 2017). A significant proportion of Internet users, exceeding 35%, would choose not to make a reservation in a hotel if they encounter a greater number of negative reviews compared to positive ones. Even 20% of individuals would be willing to share their findings with others. A hotel faces a potential loss of 22% of its bookings as a result of negative reviews and it can increase significantly (up to 70%) when multiple negative reviews are posted on various platforms (Customer Alliance, 2024).
The majority of negative comments regarding the Mercure Bedford Centre Hotel highlight the lack of cleanliness in the rooms. This may be because cleaners have 15 minutes for stay-over rooms and 20 minutes for departure rooms, which is below the industry average (Oyarzun, 2024). There is general dissatisfaction among the cleaners, but they cannot properly represent their interests due to their lack of language skills and their disadvantaged position on the labour market, as most of them are migrant workers.

3. [bookmark: _Toc167826258]Effective strategies to enhance employee satisfaction and retention


The happiness and well-being of employees are closely interconnected with guest satisfaction and organizational revenue. By allocating resources towards implementing tools that prioritise the well-being of employees and optimise operational efficiency, hotels may enhance the visitor experience and promote an encouraging work atmosphere. In the constantly changing field of hospitality, it is crucial to accept the importance of staff and provide them with the appropriate resources to achieve success. 

3.1. [bookmark: _Toc167826259]Give opportunity to learn from onboarding to keep-up trainings


Regardless of the level of preparedness, a candidate will experience a blend of enthusiasm and anxiety on their first day. The task of a well-being orientated HRM is to enhance workers’ comfort and facilitate their adaptation to new physical and social surroundings (Salas‐Vallina, Alegre and López‐Cabrales, 2021). This will enhance the concentration of newly hired employees on their specific training in the upcoming days. Issuing an employee welcome packet containing the employee handbook, benefit details, policies and procedures, technology expectations, and similar information is an effective method of providing essential information to the employee without overwhelming them with excessive paperwork. This packet may also contain their orientation schedule and an orientation checklist, providing them with a clear understanding of what to anticipate in the upcoming weeks (Crail and Watts, 2023).
Training refers to the ongoing education that management provides to newly hired employees. An employee undergoes training multiple times throughout their tenure. It is an ongoing programme that continues well beyond the start of a new employee's job. Training enables new hires to stay informed about the latest trends and skills in their industry. By doing this, managers can promote strong employee engagement, enhance job satisfaction, and improve retention rates (Schosser, 2024).

3.1. [bookmark: _Toc167826260]Provide career progression path

Another way to make the workplace more attractive to current and future employees is to offer professional advancement. Based on LinkedIn's 2018 Workplace Learning Report, a staggering 94% of surveyed workers expressed their intention to remain in a company for an extended period if they were provided with opportunities for career development. This fosters a sense of worth among workers, affirming the significance of their job and the importance of their aspirations, while also demonstrating their employer's concern for their well-being (Saraswati, 2022).
Management buy-in and approval are crucial factors for implementation successful career paths plans. An effective career route should facilitate discussions between managers and their subordinates, assist in career strategizing, and explicitly outline the responsibilities and expectations associated with various job positions and levels. Leaders endorse a career architecture as it simplifies their tasks and enhances employee retention and engagement (Kiner, 2022).
Accor demonstrates exemplary leadership in this area with its recently launched Employee Value Proposition – Hospitality is a Work of Heart initiative which includes four pillars. "Grow & Create Your Path" is the second pillar of this initiative, which offers training opportunities through programmes like "Reveal Talent" to advance the careers of employees who have not pursued higher education. Accor Academy provides training programmes for its staff that encompass a wide range of topics, including revenue management, brand immersion, and luxury. With over 250 partnerships with academic institutions worldwide, Accor provided over six million hours of training for over 190,000 employees in 2023, in total and across all its initiatives. (Cousins, 2024)

3.2. [bookmark: _Toc167826261]Recognise and reward

Recognize and reward employees who actively participate in new initiatives. Such incentives can be, for example, promotion, bonus or recognition communicated to the entire organization. 
Findings of a study show a substantial correlation between reward-recognition and employee motivation-satisfaction (Ali and Ahmed, 2009). A reward and recognition plan is fundamentally grounded on the idea that providing positive reinforcement may significantly influence employee morale and enhance performance. It is a methodical strategy that prioritises recognising and valuing individuals for their diligent efforts, commitment, and accomplishments. 
By adopting a reward and recognition system organisations strive to establish a culture of appreciation. This may result in heightened efficiency, higher satisfaction, and increased contribution of employees. Moreover, these programmes function as a mechanism to strengthen desirable behaviours and harmonise them with the objectives and principles of the company. Organisations may drive staff to sustain high levels of engagement by acknowledging and incentivizing outstanding achievement. 
The final pillar of Hospitality is a Work of Heart initiative by Accor focuses on employee recognition through the Bernaches Awards, which commend exceptional projects undertaken by Accor's employees annually. Additionally, the All Heartist Employee Benefit programme provides various benefits in travel, gourmet, wellness, and sports, ensuring that every employee feels appreciated (Cousins, 2024).

3.3. [bookmark: _Toc167826262]Adopt Sustainable Business Strategies

According to research, having environmentally friendly operations has a favorable impact on hotel visitors' intents to visit a green hotel, to provide good recommendations and to spend more money (Han et al. 2011). Furthermore, employees get a sense of pride when they work to an organisation that demonstrates concern for the environment, which increases their emotional connection to their job (Gaskell, 2021).
Accor has acknowledged the significance of this issue, and the third phase of the Hospitality's Work of Heart campaign is dedicated to addressing it. The Group introduced its School For Change sustainability learning programme, which equips workers with knowledge and solutions to tackle environmental and social concerns. Accor encourages volunteering projects such as Heartists for Good, which grants employees one day per year to engage in voluntary activities during their working hours (Cousins, 2024).


[bookmark: _Toc167826263]Conclusion and Recommendations
Employee satisfaction is a highly important topic as it can serve as a fundamental catalyst for employee engagement and overall effectiveness of an organisation. The aim of this paper was to examine the root causes and the consequences of the employee dissatisfaction in the hospitality sector and investigate approaches to enhance employee well-being. 
The literature review focused on unfair practices in the hospitality sector that have a detrimental impact on the well-being of employees, including labour exploitation, insufficient compensation and benefits, and a lack of work-life balance. Furthermore, the consequences of these issues were also revealed, such as lower employee productivity, diminished customer satisfaction, poorer organisational performance, and high turnover rates, will be detailed.
Subsequently, the case study of the Mercure Bedford Centre Hotel provided a detailed description of the hotel and explored both internal factors and external influences that may affect employee satisfaction in the UK hotel environment. Using the SWOT analytical tool, we discovered findings regarding employee satisfaction. For example, if a hotel is part of a large hotel chain, it can offer numerous advantages to its employees, leading to increased satisfaction among staff members. Such advantages encompassed in this context are greater job security, better opportunities for professional advancement, flexible working hours, foreign travel opportunities and competitive wages. However, the presence of strong brand standards can also hinder individuality and creativity, which reduce job satisfaction. 
Through the PESTLE analysis, we have uncovered external problems that influence the operation of a hotel from the outside and thus indirectly shape the satisfaction of the employees. Such effects are, for example, the consequences of Brexit and the Covid pandemic, such as labour shortages, government restrictions, the economic downturn and rising energy prices, which put an excessive burden on hotels. Additional effects are new consumer trends, changes in career attitudes, the emphasis on the work-life balance, the entry of new generations into the labour market and the rapid development of technology. 
Numerous factors have both direct and indirect, favourable and unfavourable impacts on employee satisfaction. Consequently, hospitality managers must employ multiple strategies to achieve the desired level of employee satisfaction. 
Since it is difficult to measure employee satisfaction due to the lack of a unified model, it is important to prevent problems using methods that are already approved by experts and strategies already used in the hospitality sector. The report intentions to assist future managers by providing a comprehensive guide on the topic and gathering all relevant strategies and approaches to improve employee satisfaction.

The report outlines the following recommendations:
· Providing trainings and create supportive internal work environment 
· Implementing well-being oriented human resource management by enhancing communication and feedback channels, extensive bilateral communication, freedom of voice (surveys) and collective representation
· Utilising communication techniques, such as union voice and team voice
· Creating strong health and safety measures, equivalent opportunities and diversity management and a strict policy against bullying.
· Appling effective recruiting and onboarding programs
· Offer advantages to employees, such as employee well-being solutions and financial wellbeing strategy systems, coupons, discounts, extra vacation days and excellent pension system. 
· Keeping up with technology, such as installing an up-to-date PMS system, can be a huge help to the employees.
· Give opportunity to learn from onboarding to keep-up trainings
· Provide career progression path
· Recognise and reward skill development
· Implement sustainable business strategies to foster employee pride in working for an organisation that exhibits environmental consciousness.


[bookmark: _Toc167826264]Reflective Account 

[bookmark: _Toc167826265]Experiences and Reflections

I spent my university internship at the Mercure Bedford Centre Hotel, where I was able to participate in the work of the Front Office, Food and Beverage and the Housekeeping Department. During the years I spent at university, I acquired a lot of theoretical knowledge about hospitality, so my primary goal was to deepen this knowledge in practice and experience what works in practice and what is more theoretical. It was also important to find out how well I am able to handle situations that might be unpleasant for me, such as a problematic guest or a difficult manager.
At the Front Office, I mainly performed reception and sometimes concierge duties. I learned to manage the PMS system and by the end of the internship I was confidently checking guests in and out. I was lucky enough to experience the problematic type of guest for whom nothing is ever good enough. The manager in this department was very helpful and had a lot of experience in the hospitality sector despite her young age. This had a very motivating effect on me, as well as the fact that she trusted me, and around the 5th week I was already given a free hand in solving a problem that might arise. Although the situation was a bit hard when I suddenly came face to face with a disgruntled guest whose complaint was justified. Unfortunately, the FO manager later left the hotel as she did not find the working conditions suitable, which I had to agree with. She received no help in her job. Above her was only the general manager, a position in which people changed frequently. Another problem was that the hotel underwent a major renovation a few years ago, but this renovation completely avoided the hotel's back-office spaces. The places behind the scenes were in extremely poor condition. According to the reception girls, the frequent manager changes in this department demoralise and frustrate them extremely. This is how I personally felt in such a brief period of time. The new manager was already less suitable for the position, as he had the knowledge and experience for the position, but he could not find a common voice with his subordinates. I experienced a decrease in enthusiasm when I was assigned to this department, which subsequently impacted the quality of my work. I learned that, in addition to hard skills, the right soft skills, such as teamwork skill, good communication skill, the ability to listen, or even good bogy language, tone of voice are extremely important for a manager. 
In the Food and Beverage department, I often found myself in unexpected situations with an employee who was also at a loss to solve the situation. On one occasion, the automatic coffee machine in the bar was replaced by a manual, traditional coffee machine, which only the workers working at the time were trained to use. It also often happened that there were too few of us on a shift and since the bar and the restaurant were on two separate floors, we often had to be in two places at once. The manager in this department was not open to solving the problems together with his employees. His management style can be said to be rather autocratic, which was the problem that if we couldn't achieve it, which happened quite often, we didn't dare to make decisions due to the lack of instructions and this often led to the guests waiting for a long time. It was a very unpleasant feeling to experience this, but I also learned from it that a good leader pays attention to keeping the employees' knowledge at the right level with training. Furthermore, it is also crucial for excellent managers to project a respectful image of authority, which should not be confused with imposing dominance over others.
In the Housekeeping department, I experienced what it's like when the work goes smoothly under the hands of a strong, determined leader who also considers the preferences of the employees. Most of the employees has been working here for years, but they are constantly updating their skills. I have also participated in many such trainings. 10 minutes before the start of work, the manager himself showed the correct execution of the daily extra task, such as removing mould from the window frames. The cleaners performed their tasks efficiently and at the end of the day, those who finished first could help those who were lagging. Of course, the extra time was paid. The manager was not only the boss, but also part of the team, who monitored the work all day long through the FOLS phone application. If necessary, she reorganized things to make work more efficient and was available to everyone through his supervisors. At the beginning of my internship, this was the department I was least interested in. And by the end of my internship, I liked working here the most. It was extremely instructive to see how effective the leader's morning training sessions were by demonstrating the task herself. However, it also drew my attention to the fact that good presentation skills are indispensable when speaking in front of a larger group. Furthermore, I have observed the significant impact of utilising appropriate technology, such as an efficient PMS system, to promote successful interaction among staff members, both within and across different departments. However, I became aware of the limitations of this system, as it failed to meet the needs of the receptionists due to its unnecessary complexity, which frequently led to disruptions. 

[bookmark: _Toc167826266]Action

Overall, I believe that I managed to gain a great experience, which helped my professional development and will be useful in my future career. During my university studies, I learned a lot about different management styles and their effects on employee satisfaction. I was able to experience their effectiveness and consequences live. I possess strengths that would enable me to efficiently manage a team. However, there are certain areas, such as confidence and communication for larger group, that require further improvement. Furthermore, I require an update to my skills in Microsoft Office.
I know that the hospitality industry heavily relies on personal expertise. In my opinion, the solution for my shortcomings lies in gaining more experience. In addition, there is an extensive selection of online trainings and videos available on the internet that can assist me in enhancing my communication skills and expanding my knowledge of Microsoft Office. Self-confidence can be developed through acquiring the right experience and knowledge.


[bookmark: _Toc167826267]Appendix


Fig. 1: Mercure Bedford Centre Hotel organizational chart
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