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1. Introduction 
Employee job satisfaction is an important variable that sometimes managers use to determinate if the motivational approaches used are effective and that it sustains competitive advantage across industries (Azic, 2017. Within the hospitality sector, motivation assumes even greater significance, given the labour intensive and customer facing nature of many roles. Housekeeping departments often experience elevated staff turnover and dob dissatisfaction due to physically demanding tasks, limited recognition and routine responsibilities (NIH, 2024). Consequently, how managers motivate housekeeping staff critically influences not only employee well-being but also the overall service quality and operational efficiency of hotels. 
This study focuses on Holland House Hotel Cardiff by Sunday, with specific emphasis on its housekeeping department. The researcher, who occupies the position of floor supervisor within this department, has observed firsthand the fluctuation in staff motivation and their corresponding impact on productivity and service delivery. By investigating managerial motivational strategies and employee responses in a real-world setting, this research aims to bridge the gap between theory and practical application. 
Motivational theories such as Maslow’s hierarchy of needs, Herzberg’s two-factor theory and McGregor’s theory X and theory Y have been discussed by the researcher within management literature. However, limited research has explored their applicability in the specific context of housekeeping in mid-scale hotels. Furthermore, existing studies often concentrate on front of house employees, neglecting the experiences of housekeeping workers who play a critical role in guest satisfaction. Addressing this gap, the present study seeks to contribute meaningful insights for managers aiming to enhance motivation and productivity among housekeeping employees. 


2. Aims and Objectives  
The primary aim of this research is to critically evaluate how managerial approaches influence employee motivation and productivity within the housekeeping department and hospitality industry. 
To achieve this aim, several objectives has been set, those being to identify the predominant motivational techniques utilised by managers in the housekeeping department, to examine the relationship between these techniques and employee productivity, to explore employee’s perceptions and experiences of managerial motivation strategies and to develop recommendations for managerial practices that foster enhanced motivation and productivity. 
Based on these objectives, the research is guided by the following questions: 
1. What motivational techniques are currently employed by managers within the housekeeping department?
2. How do these techniques affect employee and workplace performance? 
3. Why do employees respond differently to various motivation strategies? 
4. When and where do motivation related issues most commonly emerge during daily work operations? 







3. Literature Review 
In this section, the researcher examines the work of various researchers on motivational strategies and theories relevant to the hospitality industry, with a focus on approaches hotel managers can use to improve employee performance. The literature review focuses on exploring different perspectives and agreements by authors on employee motivation. 
Employee motivation theories have evolved over decades, offering diverse perspectives on how organisations can encourage optimal performance (PeopleHR, 2024). In hospitality, especially housekeeping applying these theories requires sensitivity to the physical and psychological demands of this work force. 
[bookmark: _Hlk203064057]Maslow (1943) developed a theory to understand employee behaviour and factors that affect motivation, and it remain one of the most cited models, proposing that human needs progress from basic psychological needs and ends with self-actualisation.  The theory of the hierarchy of needs suggests that the degree to which employees feel their needs are met influences their level of motivation. The main challenge for managers lies in determining which level of needs will fulfil and motivate different employees.  Housekeeping employees’ fundamental needs include their wages, safe working conditions and job security. The researcher’s experience aligns with this perspective, indicating that when pay and shift consistency are assured, employees exhibit higher motivation (Gambrel and Cianci, 2003). Nonetheless, it offers a useful framework for managers seeking to prioritise basic employee needs. Expanding on Maslow’s theory, Herzberg, Mausner and Snyderman (1959) introduced the two-factor theory of motivation. Herzberg et al. (1959) explained that certain workplace factors motivate employees, while other differentiates between hygiene factors, which can cause job dissatisfaction. According to Kolomiets (2016), some employees are motivated by intrinsic factors, while others respond more to extrinsic ones.  
[bookmark: _Hlk203064532]According to Kolomiets (2016), the absence of either intrinsic or extrinsic motivational factors can lead to employee disengagement, ultimately diminishing performance. The two-factor theory suggests that intrinsic or extrinsic motivators operate independently, and while the intrinsic factors, such as recognition and increased responsibility, improve motivation, the absence of extrinsic factors, like fringe benefits, and other tangible rewards, can reduce it (Wamba, Bhattacharya, Trinchera & Ngai, 2017). Importantly, an increase in one does not compensate for a deficiency in the other. Holston-Okae and Mushi (2018) emphasized that one of the primary challenges for managers is identifying the type of motivation needed, weather intrinsic or extrinsic, so appropriate strategies can be implemented. For hotel managers aiming to apply Maslow’s hierarchy of needs and Herzberg’s two-factor theory effectively, it is essential to recognise and address generational differences among employees (Holston-Okae & Mushi, 2018). In the housekeeping department, hygiene factors are often met, but motivators are inconsistently provided. The researcher has found that within their department, that inconsistent recognition contributes to low morale among housekeeping staff. This suggests that managers need to balance both hygiene and motivator factors strategically.  
McGregor’s theory X and theory Y (1960) contrast authorisation and participative management styles (MTD, 2009). Theory X managers assume employees dislike work and require control, whereas Theory Y managers believe employees seek responsibility and self-direction. The researcher has observed that Theory Y approaches, where staff are empowered to manage workloads, correlate with increased engagement and efficiency. This observation is supported by a Research Gate article (2022), who argue that participative leaderships improve hospitality workface motivation. Vroom’s expectancy theory (1964) assume that motivation depends on individuals’ expectations that effort will lead to performance and that performance will bring desired rewards. Within the housekeeping team, unclear reward structures weaken this expectancy, leading to diminished effort. Clarifying performance attracts and ensuring fair reward systems could enhance motivation. Self-determination theory (SDT) (Deci and Ryan, 1985) highlights intrinsic motivation driven by autonomy, competence and relatedness. The researcher notes that there are limited opportunities for autonomy and social connection within the housekeeping department, indicating potential area for managers to improve. Goal setting theory, developed by Edwin Locke and Gary Lathem, posits that setting specific, challenging but attainable goals can significantly enhance motivation and performance. The theory emphasises that clear and well-defined goals offer direction, increase focus and bring a sense of purpose, thereby encouraging greater effort, persistence and improved outcomes (Research gate, 2002). In housekeeping, clear targets (such a completing a job of the day or not putting reject linen on the bed), paired with feedback can boost productivity. The lack of measurable goals and feedback in some areas reduces motivation, and despite these frameworks, research often overlooks the practical challenges faced by the housekeeping staff, including physical strain, low status and limited career progression. This study addresses this gap by focusing specifically on the housekeeping department within the Hollan House Hotel Cardiff by Sunday. 














4. Research Design and Methodology 
According to Arsel (2017), both qualitative and quantitative researchers differentiate data sources to ensure a reliable and contextually appropriate basis for data collection. The research design must align with the data collection process to effectively address the research questions (Yin, 2018). 
4.1 Research design 
The choice of research is guided by the specific problem under investigation, with the goal of producing the most meaningful and beneficial findings (Ng, Baker, Christiano, Kennedy & Lingard, 2018). 
Given the exploratory nature of the research questions, a qualitative research design was selected to provide rich and in-depth insights into employees’ perceptions of motivation within the hospitality industry and housekeeping department. According to Tracy (2019), the resurgence of qualitative res began in 1903 with Pierce’s work, following the establishment of semiotic causality, which was further advanced through his pragmatic lectures at Harvard University. Tracy (2019) further states that qualitative methods allow for flexibility in data collection and facilitate understanding of complex social and organisational phenomena. This design enables the researcher to capture nuanced experiences and attitudes that quantitative approaches may overlook. 
4.2 Methods and Source of methods 
Tools 
A semi-structured interview guide was developed, allowing participants to express their thought openly while enabling the researcher to prove areas relevant to the study. Semi-structured interviews strike a balance between guided questions and conversational flexibility, making them suitable for workplace studies (R. Inglethorpe, 2024). The interview guide (see Appendices) was developed based on key motivational theories and the research questions, ensuring alignment between theoretical constructs and practical inquiry. The questions cover the types of motivation experienced, perceived effects on productivity, variability in responses and situational challenges. 
Procedure 
Staff members were informed of the voluntary nature of the interview, and the participation was anonymous. For some staff members, paper copies were distributed after a morning meeting, and some other interviews with the manager were conducted privately in a guest room or the housekeeping office when no one was around to allow uninterrupted discussion. The researcher, being a floor supervisor, maintained neutrality by not directly interviewing team members to reduce bias, therefore their other manager has helped with the distribution. 
Participants 
Purposive sampling has been used to select participants who has substantial experience working in the housekeeping department and that can provide relevant insights. Sixteen housekeeping staff completed the interview, a mix of full-time and part-time workers, most with more than 6 months of experience. About a quarter were non-native English speakers. One housekeeping manager was interview, responsible for daily briefings, rotas and performing management.
This sample size is appropriate for qualitative research focused on depth rather than breadth, facilitating detailed analysis while maintaining manageability given the constrains. 
Data analysis and selection 
Thematic analysis, as described by Braun and Clarke (2006), was employed to identify, analyse and report patterns within the data. This method involves familiarisation with transcripts, generation of initial codes, searching for themes and producing the final report. Thematic analysis allows for systematic interpretation whole accommodating the inductive emergence of themes to be relevant to the research focus on motivation and productivity. 

5. Practical considerations
5.1 Ethical considerations
Ethical compliance was paramount throughout the research process. The study adhered to the British Educational Research Association (BERA, 2018) guidelines concerning informed consent, confidentiality and voluntary participation. Given the dual role of the researcher as a floor supervisor, special care was taken to mitigate power dynamics that might influence participant responses. Participants were assured that their decision to participate or withdraw would now impact their employment or relationship with the management.  All personal identifies were removed during transcription to maintain anonymity. Data was securely stored on password-protected devices accessible only to the researcher and their manager. 
5.2 Reliability and Validity 
While qualitative research priorities depth over replicability, reliability was enhanced through the consistent application of the semi-structured interview. Validity was supported by piloting the interview questions informally with two employees to refine wording and clarity. The researcher engaged in reflexivity, critically reflecting on potential biases stemming from their insider position, maintaining neutrality and encouraging honest responses from the workers, as they were essential to ensure credible findings. 
5.3 Limitations 
This study’s limited scope to one department and small sample size restricted generalisability. Nonetheless, findings were relevant to similar hospitality contexts facing workforce diversity and motivational challenges. 
5.4 Academic integrity
Academic integrity was maintained by adhering strictly to Harvard referencing standards, ensuring accurate citation of all sources. The research is original, with no plagiarism and transparency is upheld by including the interview as an appendix.  
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7. Appendix 
 The following semi-structured interview questions were designed to explore managerial motivation strategies and their impact on housekeeping staff productivity. 
1. What types of motivation or encouragement do employees receive from their managers or supervisors during work shifts? 
2. How do these motivational methods affect employees daily work and productivity? Can participants provide examples? 
3. Why might some motivational strategies be more effective for certain employees compared to others? 
4. Can participants describe situations or times when they feel less motivated at work? Where and when do such instances typically occur? 
5. Are there any suggestions that participants would like to make regarding how managers could do better to motivate housekeeping staff? 
