[image: ]







Placement Research Project

The Impact of Employee Engagement on Operational Performance in Airport Hotels:
A Secondary Data Case Study of Leonardo Hotel East Midlands Airport



Module: Hotel Placement Research Project
Module code: BMIH6008
Project supervisor: Kathryn Flynn
Student name: Elena Stenic
Student ID: 2246472
Date: 26.02.2026


I acknowledge the use of Grammarly (https://www.grammarly.com/) on 24th February 2026 to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.


[bookmark: _Toc222950733]Acknowledgements
I would like to convey my utmost gratitude to all people who have helped me during the achievement of this research project. I would like to start by saying that my research supervisor gave guidance and academic support throughout the entire process. I would also like to acknowledge the support provided by the lecturers and employees of the Hospitality and Tourism Management department through their lectures and materials that helped me to understand the methods and concepts of research in hospitality management. Their guidance assisted me in advancing my scholarly and analytical abilities during lectures and tutorials. It should be mentioned that special attention should be paid to the management of the Leonardo Hotel East Midlands Airport and the staff of this hotel, as they have offered a worthy experience throughout the process of the placement, which was used to initiate the focus of the given research. The practical experience I acquired during my placement played an important role in helping me understand what a hotel is and how workers can be engaged in the activity of an airport hotel. My family and friends were also involved in my life and supported, patient and encouraging, so I would also like to mention them. They gave me the much-needed motivation and encouragement to succeed in the completion of this research project.


[bookmark: _Toc222950734]Abstract
It has already been established that employee engagement is a significant contributor to the performance of operations in the hospitality industry. The irreducible nature of operations at the airport hotels and the high demands of the service, in particular, makes the presence of a workforce especially crucial. The research examines the impacts of employee engagement on the performance of an airport hotel environment in terms of operations, using the example of Leonardo Hotel East Midlands Airport as secondary data. This research study aimed to establish the influence of employee engagement on the operational performance of airport hotels. Four research objectives were laid down in an attempt to achieve this purpose. Their goals were to survey existing body of academic literature in the field of employee engagement and operational performance, identify key sectors of engagement in the airport hotel environment, analyze the secondary data resources to reveal the issues of the engagement issues in the Leonardo Hotel East Midlands Airport, and employ the existing theories of motivation to draw meaning on the nature of the relationship between engagement and operational outcomes. Approaching the research qualitatively in the form of a case study was adopted, and secondary data was taken. Data were obtained using academic literature, reports on the hospitality industry, and websites on employee reviews that were publicly available. The thematic approach of analysis was used to identify the patterns that are present in a repetitive manner in motivating, job satisfaction, working conditions, management practices and training and development. The approach also enabled disaggregation of the problem of employee engagement into in-depth research of the operational setting of an airport hotel, and at the same time, did not require the ethical and practical concerns of gathering primary data. It was revealed that motivation, organisational and environmental factors were found to interact and influence employee engagement within Leonardo Hotel East Midlands Airport. Employee motivation, job satisfaction, working conditions, practices in leadership and management, and access to training and development opportunities were deemed as internal factors that were driving the engagement. These variables were found to have direct and indirect impacts on the indicators of operational performance that comprise service quality, efficiency and retention of staff and teamwork. Engaged employees enjoyed better opportunities of demonstrating flexibility, commitment and positive service behaviour, particularly during peak operations. On the other hand, higher pressure of workload, diminished morale and increased turnover intentions, which were associated with disengagement, affected stability in operations. The Two-Factor Theory of Herzberg and Maslow's Hierarchy of Needs were a good contribution to the results. The frameworks have helped to explain the way dissatisfaction was caused by low working conditions and lack of basic needs, but engagement and performance were enhanced by recognition, support and development opportunities. The study findings that are concluded are that employee engagement is a major determinant of operational performance in airport hotels. Practical recommendations on how to assist Leonardo Hotel East Midlands Airport in increasing engagement are suggested through the improvement of the working environment, supportive leadership, recognition efforts, training opportunities, and increased focus on the well-being of the employees.
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[bookmark: _Toc222950735]Chapter 1: Introduction
[bookmark: _Toc222950736]1.1 Background to the Study
The role of employee engagement in the hospitality sector has gained immense relevance owing to its effectiveness in affecting the quality of service, productivity, and performance of the entire organisation. Employees of hotels often face the guests directly; thus, their behaviour, motivation and dedication have a direct impact on the guest experience. Most of the time, high employee engagement is linked to better service delivery, increased customer satisfaction and better operational performance, whereas disengaged employees are likely to cause failures in service delivery, an increase in absenteeism and staff turnover. Hotels in the airports are located in very challenging conditions (Martin-Duque and Romero-Padilla, 2023). These hotels operate twenty-four hours and serve a wide variety of customers, such as airline employees, business travellers, and transit customers. This has led to the employees having to work odd hours in circumstances that are time-strained, and yet they are expected to maintain the standards of services delivered. Such operational issues may add extra responsibility to employees, and hence, employee engagement is a significant managerial issue. It is hence necessary to understand how engagement affects the operational performance in this regard to enhance both the well-being of the employees and the effectiveness of the organisation (Kim and Kim, 2021).
[bookmark: _Toc222950737]1.2 Case Study Context: Leonardo Hotel East Midlands Airport
In this study, Leonardo Hotel East Midlands Airport has been treated as a case study. The hotel is well-positioned near one of the major airports in the UK and mainly deals with short-stay visitors, airline crews and business travellers. Similar to most of the airport hotels, it is in a fast-paced environment where efficiency, reliability and quality of services are key. Employees are important in ensuring that the hotel runs smoothly, especially in the front office, housekeeping and food and beverage departments, where the workload may vary with flight schedules and occupancy rates (Tavitiyaman et al., 2022). Being a part of a well-known brand, Leonardo Hotel East Midlands Airport should be able to preserve the brand consistency and address the practical issues of staffing, employee motivation and service provision. The analysis of this hotel is a topical and useful step to examine the impact of employee engagement on the performance of the operations within an airport hotel environment (Suliman et al., 2023).
[bookmark: _Toc222950738]1.3 Research Aim and Objectives
Research Aim
This research aims to evaluate how employee engagement influences operational performance in airport hotels, using secondary data relating to Leonardo Hotel East Midlands Airport.
Research Objectives
1. To critically review academic literature on employee engagement and operational performance within the hospitality and airport hotel sector.
2. To identify key employee engagement factors (such as motivation, job satisfaction and work conditions) relevant to airport hotel environments.
3. To analyse secondary data sources, including industry reports and employee review platforms, to assess engagement-related challenges at Leonardo Hotel East Midlands Airport.
4. To apply relevant theoretical frameworks (such as Herzberg’s Two-Factor Theory and Maslow’s Hierarchy of Needs) to interpret the relationship between engagement and operational performance.
[bookmark: _Toc222950739]1.4 Rationale for the Research
The reason for this investigation lies in both theoretical and practical aspects. Although employee engagement is a topic that has experienced extensive research in the hospitality sector, research still lacks that addresses the specific issue of airport hotel where the operation is carried out under distinct conditions. Pragmatically, the knowledge of issues associated with engagement can assist managers of the hotel to devise methods to enhance the performance of staff, quality of service and efficiency of operations. This study thus becomes part of the improved knowledge of the role of employee engagement in the operations of a hotel in an airport, and provides valuable information that can assist in better management procedures (Arwab et al., 2023).
[bookmark: _Toc222950740]1.5 Structure of the Research Project
This research study has five primary chapters. In Chapter One, the research context, aims, and objectives are presented. Chapter Two is a critical literature review of the necessary literature on employee engagement, operational performance and theoretical frameworks. Chapter Three describes the research methodology, which is the case study approach and secondary data. Chapter Four provides and writes on the research results relative to the available literature and theory. Lastly, Chapter Five gives conclusions and recommendations that can be applied to Leonardo Hotel East Midlands Airport.


[bookmark: _Toc222950741]Chapter 2: Literature Review
[bookmark: _Toc222950742]2.1 Introduction to Employee Engagement
Employee engagement has emerged as a colossal issue in management and organisational research, particularly in the service sector, such as hospitality. The concept tends to be applied with reference to the overall degree of involvement of employees in work roles: emotionally, cognitively, and physically. Engaged employees imply that they are normally passionate about their work, they are willing to go the extra mile, and they are not resistant towards organisational goals (Toth, Heinänen, and Puumalainen, 2021). On the other hand, de-engaged employees may exhibit decreased motivation, reduced output, and reduced compliance with service standards. One of the key determiners of organisational success in a hospitality environment has been employee engagement, as the success heavily relies on the existence of very high human interaction in the provision of services (Bhardwaj and Kalia, 2021).
[bookmark: _Toc222950743]2.2 Employee Engagement and the Hospitality Industry
Engaging employees in the hospitality sector is a special environment to work in, as it is a labour-intensive industry where there is high interaction with customers. The hotel employees are required to engage in emotional labour, manage expectations of the guests and quality of service with various levels of pressure. The demands can influence the attitudes and behaviours of the workers, particularly on job satisfaction and motivation (Amissah, Blankson-Stiles-Ocran, and Mensah, 2022). High staff turnover and absenteeism in the hotel industry have been a thorn in the flesh; it has been linked to the working hours, absence of career growth and career non-recognition. It is much associated with the quality of service and guest satisfaction, whereby employee participation in hospitality is at play. The employees will rise to give more personalised and consistent services to the guests that enhance the overall guest experience. Conversely, disengagement will result in a lack of continuity in service provided, errors and low satisfaction of the guests. As a result, employee engagement has turned out to be a more strategic decision on the side of the hotel management in the pursuit of improving performance and competitiveness in its operations (Jibril and Yeşiltaş, 2022).
[bookmark: _Toc222950744]2.3 Employee Engagement in Airport Hotel Environments
The airport-based hotel business is operating in a very stressful environment, which compounds the challenges of engagement. Unlike the traditional city hotels and hotel resorts, the airport hotels are likely to be open twenty-four hours and are likely to experience variable demand based on flights, delayed flights and cancellations. Employees in these areas will be forced to work erratic hours, at night and an increased workload during the peak season of transportation. Unless they are managed, these conditions can negatively affect the work-life balance and job satisfaction. The efficiency, speed and reliability are also the work-based orientation of hotel operation in the airports that may restrain the prospect of employee autonomy and development (Ball, 2021). Nonetheless, such hotels too cannot spare the services of committed employees to enable the smooth running of the hotel, especially where the stress is high. The literature also shows that the workers employed in the airport hotels require managerial support, effective communication and a working environment to remain motivated and participate. The failure to control these aspects may contribute to the lack of engagement, labour turnover, and reduced performance (Maertz Jr et al., 2023).
[bookmark: _Toc222950745]2.4 Key Factors Influencing Employee Engagement
The literature generally recognises that a number of factors have an impact on employee engagement within a hospitality environment. The motivation can be said to be a primary element that incorporates both monetary and non-monetary rewards. There should also be competitive remuneration, which is a necessity, but there should also be recognition, feedback, and development opportunities that help in keeping the engagement going. Job satisfaction is also another critical aspect, which is also influenced by the terms under which one is required to work, relations with the supervisors, and the feeling of justice within the organisation. The specificity of the conditions lies in the airport hotels where workload and changes pattern can affect the well-being of the employees (El-Sherbeeny et al., 2024). Poor scheduling, low staffing levels and low rest time can be the cause of stress and fatigue, which will reduce the engagement levels. Conversely, supportive management practices, training opportunities and positive organisational culture can assist in enhancing the sense of belonging and commitment among the employees. According to the literature, the problem of engagement is not determined by a single factor, but it could be justified by the combined influence of the different organisational and individual factors (Yadav, Pandita, and Singh, 2022).
[bookmark: _Toc222950746]2.5 Operational Performance in the Hotel Industry
The operational performance of the hotels is a concept that is generally understood as the ability of the organisation to deliver the services in an effective manner and of the right quality and to meet the expectations of the guests. Service quality, productivity, customer satisfaction, and staff retention are some of the key indicators in regard to operational performance. Human resource practices are closely related to the operational performance within the hospitality industry, as employees are required to perform service processes and meet the needs of the guests (Hussein et al., 2023). The literature has suggested the implication that the behaviour and attitudes of the employees are included among the determinants of the performance of the operation of the system and procedures. Employees will be willing to comply with the standard of operation, adaptability to unexpected situations, and contribute positively to the work of a team when they are engaged. Conversely, withdrawal may lead to errors, poor standards of service delivery and high operational costs in terms of turnover and training employees (Reio et al., 2025).
[bookmark: _Toc222950747]2.6 Relationship Between Employee Engagement and Operational Performance
A lot of literature exists about the presence of a positive relationship between operational performance and employee engagement in the hospitality organisations. Engaged employees have higher chances of being more committed, which leads to the provision of better services and guest satisfaction. This is particularly important to the correlation between airport hotels, where the outcomes of operational disruption are directly visible and tangible to the customers (Noah, 2025). The relationship between engagement and performance is commonly explained by the attitudes and behaviours of the employees. Motivated and supported employees are likely to be proactive, solve problems effectively and work together with other workers. Such moves will lead to improved operations flow and service delivery. On one hand, bad relations with guests, opposition to change, and low effort could be caused by disengagement, thus worsening the performance of operations (Boukis, Harris, and Koritos, 2024).
[bookmark: _Toc222950748]2.7 Theoretical Perspectives on Employee Engagement
The theoretical frameworks have the potential to assist in an attempt to comprehend how employee engagement can be used to predetermine performance. The Two-Factor Theory by Herzberg separates hygiene factors, i.e. pay and working conditions, and motivators, i.e. recognition and achievement. Poor hygiene factors may cause dissatisfaction in the hospitality environment, and motivators may enhance engagement and performance (Norbu and Wetprasit, 2021). Another perspective of human motivation, based on the Hierarchy of Needs by Maslow, is that the employees are motivated by the desire to complete a series of needs which start with the most basic physiological needs to self-actualisation. The requirement to ensure that the employees have the basic needs, such as good remuneration and working conditions, cannot be fulfilled at airport hotels without fulfilling the needs of the employees, such as recognition and personal development (Alananzeh et al., 2023). 
[bookmark: _Toc222950749]2.8 Research Gap
Despite extensive research on the subject of employee engagement in the hospitality industry, not much has been given to the airport hotels as a specific operational environment. The character of the problems that are particular to continuous operations, evolving demand, and stressful environments presuppose that the engagement factors may not be similar to those that may happen in other types of hotels (Omowole et al., 2024). The gap indicates that there is a need to conduct dedicated research, which is focused on case studies, to investigate the impact of employee engagement on operational performance at the airport hotels. This study, through the example of Leonardo Hotel East Midlands Airport, provides a contribution to the research and a useful information base for hotel management (Leiria, 2021).
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[bookmark: _Toc222950751]3.1 Introduction
The chapter defines the methodology that shall be used in this research project. It introduces the philosophy of research and research design used, data collection methods, and data analysis methods used in examining the relationship that exists between employee engagement and operational performance in a hotel environment within an airport. The chapter also considers the ethical considerations and restrictions that may be imposed on the adopted methodology. In order to provide the findings of the research with reliability and validity, the methodology should be presented in a clear and organised manner (Fan et al., 2022).
[bookmark: _Toc222950752]3.2 Research Philosophy
The research is based on an interpretivist research philosophy. The method is appropriate in that the research seeks to establish employee engagement as a social and behavioural phenomenon depending on individual perception and experiences, and organisational practices. Employee engagement and operational performance do not assume the variables that can be defined as pure, but as human attitudes and workplaces. The interpretivist methodology allows the research to obtain additional data concerning the experience and description of the issues about the engagement in the hotel environment, specifically, on the secondary sources of qualitative data, such as employee reviews and industry critiques (Manfreda et al., 2023).
[bookmark: _Toc222950753]3.3 Research Design
In this research, a case study research design has been adopted, and it will be modelled on Leonardo Hotel East Midlands Airport. The case study approach is suitable because it will assist in examining the issue of employee engagement within an actual organisational setting. The situation of hotels associated with the airport is highly specific since they are busy all the time and there is either high or low demand, and thus a special case study is invaluable. The case study is the best way to explore the issues related to engagement and how they work in specifics and apply to other airport hotel settings (Liang, Watters, and Lemański, 2022).
[bookmark: _Toc222950754]3.4 Data Collection Methods
The only source utilised in the research is the study on secondary data. The availability of time and consideration of morals, coupled with the accessibility of the corresponding information, led to the decision of using the secondary data. The secondary data presents a feasible method of examination of employee engagement without necessarily involving them. The data were obtained in the academic literature, newsletters about the hospitality industry, organisational newsletters and publicly available review websites about employees (Sypniewska, Baran, and Kłos, 2023). Information on the perception of working conditions, management practice, and job satisfaction in the eyes of employees can be obtained in employee review sites and can also be used in establishing the degree of engagement. Reporting in the industry provides background information regarding performance in the operations and labour trends in the hospitality and airport hotel industry (Sharma et al., 2025).
[bookmark: _Toc222950755]3.5 Data Analysis Technique
The design of secondary data analysis took the form of qualitative thematic analysis. The method will involve establishing common themes and patterns in employee engagement and performance in their operations. Some of the themes that were assessed to understand their impacts on the operations of hotels include motivation, job satisfaction, working conditions, and management support (Dorta-Afonso et al., 2021). The given study can be the subject of thematic investigation as it is the approach that enables systematising the interpretation of qualitative data and, at the same time, enables investigating more complex relationships. By citing data into themes that are descriptive, the study can draw some inferences between the experiences of the employees and the outcome of operations at the case study hotel (Yörük, Akar, and Özmen, 2024).
[bookmark: _Toc222950756]3.6 Ethical Considerations
Ethical issues were taken seriously in the process of conducting the research. No direct contact with employees or managers was provided since the research is based on secondary data. The data that was used is all publicly available or collected via scholarly and industrial publications. Anonymity and confidentiality. The reviews of the employees were not done by the use of identifiable personal information. The research was conducted according to academic ethics, whereby the information was used responsibly and represented without any form of manipulation or distortion (Muthanna, Chaaban, and Qadhi, 2024).
[bookmark: _Toc222950757]3.7 Methodology Limitations
The chosen methodology has several limitations, no matter how good it may be. The application of secondary data restricts the investigation of the problem of employee engagement in more detail, as the participants are not directly involved in the research. Online employee appraisal services also have the tendency to give biased opinions, with individuals who have positive or negative experiences being the ones to give their opinion (Hancock, Algozzine, and Lim, 2021). In addition, the limitation in the number of case studies used to just a single case study makes it necessary to generalise the findings in the other hotel settings. However, these deficiencies are identified, and the research design is suitable to fulfil the research objective within the project boundaries (Rivera et al., 2021).
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[bookmark: _Toc222950759]4.1 Introduction
This chapter is a report on findings of the analysis of the secondary data on employee engagement and operational performance in Leonardo Hotel East Midlands Airport on the major findings of the analysis. The findings are organised in the same way as the major research purposes and the general themes, which were identified during the process of the thematic analysis. These are employee motivation, job satisfaction, working conditions and the perceived impact of the engagement on the operational performance. The findings are informed by the review of different secondary sources, including employee review websites and reports about the hotel industry, and reflect the overall tendencies and concerns that the employees in the airport hotel environment have (Hu, Trivedi, and Teichert, 2022).
[bookmark: _Toc222950760]4.2 Employee Motivation
Employee motivation was one of the key themes in finding. Secondary data suggests that motivation levels among employees of the hotel are determined not only by the financial component but also by the non-financial component. The level of pay was also a significant concern that the employees raised, as some stated that wages could not necessarily reflect the degree of workload or the non-social working hours. This was particularly the case in the operational section like the housekeeping and food and beverages, where it was reported that there was high physical demand and time constraints (Ramdhan, 2025). Other factors, other than payment, that were mentioned to be significant include motivation to be appreciated and recognised. Some of the employees claimed that they were motivated when the supervisors or the management acknowledged their efforts, particularly when the business was doing well. However, inadequate recognition was also discovered to be potentially detrimental to morale. In the instance where workers felt that they were not receiving their due efforts or presumed the same, the motivation rate appeared to decline, leaving them with less enthusiasm and interest in the day-to-day activities. Opportunities to grow and reach a career also influenced the aspect of motivation. The employees who felt that there were definite career growth opportunities or training opportunities were more motivated. Conversely, in regions where the chance to grow was felt to be limited or vague, the workers got frustrated and less focused towards the organisation (Simosi and Conway, 2025).
[bookmark: _Toc222950761]4.3 Job Satisfaction
The results were close in associating job satisfaction with employee engagement. The factors that made the job satisfaction positive were the positive workmates, teamwork and departmental camaraderie. The workers highlighted how peer support was important in managing the needs of the airport hotels business. Intimate bonds within the teams were also observed to positively affect the overall job satisfaction of the employees, particularly those that are mostly desired, such as the peak travel seasons. The next aspect that influenced job satisfaction was the support of management. The employees who had the sense that the line managers were on their side expressed that they were more content with their functions (Suomi et al., 2021). The other supportive behaviours involved appropriate communication, cordiality and support during operational challenges. Quite on the contrary, bad management practices such as inconsistent decision making or no communication were indicated to be associated with dissatisfaction and not being involved. The balance of work also had a great influence on job satisfaction. When there was a workload, other employees complained that they were overworked due to either a lack of staff or disequilibrium in workloads. This normally resulted in stress and exhaustion that had a negative impact on the satisfaction level. In the instances where the workload was felt to be not too much and was equally shared, the employees claimed that they were more content with the job and the responsibilities that they were required to complete (Richardson, Kluemper, and Taylor, 2021).
[bookmark: _Toc222950762]4.4 Working Conditions
Working conditions were one of the themes that contributed greatly towards worker engagement in Leonardo Hotel East Midlands Airport. The fact that the airport hotel operation determines the demand for constant service provision, which may be accompanied by unpredictable working schedules, night shifts, and weekend shifts, dictates the demand. The outcome demonstrated that such working patterns can have an impact on the work-life balance of employees. The inability to balance between personal and social life due to the random or antisocial working schedules was often an issue for the workers. The other important aspect of the working conditions was the amount of staffing, as well. In other cases, employees have complained that the work pressure and ability to deliver the service standards were minimal as a result of understaffing (Senek et al., 2021). It has been particularly so during the high occupancy hours or unexpected operational inconveniences due to airport flight delays or cancellations. The shortage of sufficient staffing was experienced to exacerbate stress, morale, and undermined feelings. Physical working conditions were also required in terms of engagement. Even though some of the employees reported that they were satisfied with their working conditions, others were complaining of fatigue, unavailability of rest breaks and the physical nature of certain jobs. It was found that these attributes played a role in the amounts of energy and overall engagement, particularly in jobs that require an individual to engage in a sustained physical activity (Martín-Rodríguez et al., 2024).
[bookmark: _Toc222950763]4.5 Employee Engagement Challenges in an Airport Hotel Context
The results show some of the engagement-related concerns that are peculiar to the hotel setting in the airport. The changeable demand and high-paced nature of work may make the working environment highly stressful. Such an environment, according to the employees, requires an ability to constantly be flexible and resilient, which can hardly be sustained quickly without the appropriate support. The communication problem was recurrent. Some employees indicated that it did not always communicate the changes in schedules, procedures, or operational priorities correctly and in time. This was found to confuse and cause frustration and a lack of interest. In the example of effective and open communication, the employees said that they were engaged and informed more, which has a positive relationship with the degree of engagement. The following problem, which was identified, was the perceived gap between the management expectations and the realities. The workers also believed that they did not meet the performance expectations in totality, according to the workload or the staffing limitations. It resulted in the evolution of the sense of pressure and disengagement, in which the employees believed that they were unable to perform expectations despite the effort they had made (Khan et al., 2024).
[bookmark: _Toc222950764]4.6 Impact of Employee Engagement on the Operational Performance
The findings indicate that operational performance and employee involvement are perceived to be related in Leonardo Hotel East Midlands Airport. The employees who were incited were also said to have been more prepared to provide quality service, support their fellow workers, and take the initiative regarding the needs of the guests. This behaviour was attributed to the operations and experiences of the guests that were easier, particularly during high occupancy. Low operational engagement, in its turn, was not linked with any positive outcomes. Low level of effort, demotivation and reduced devotion to standards of service were characterised by disengaged employees. It was observed that these behaviours have contributed to delays in services, errors and varying experiences of the guests. Other cases of absence of disengagement were associated with high rates of absenteeism and desire to leave the organisation, which further destabilised the activities. It was also found that teamwork and collaboration are impacted by engagement. Another element related to high engagement was the enhanced collaboration between different departments, which is highly important in airport hotels, where the efficiency of operations is conditional on the high level of their coordination. Disengagement, on the other hand, was correlated with a lack of cooperation and communication disintegration, which adversely affected the overall performance (MoghadasNian and Mojavezi, 2025).
[bookmark: _Toc222950765]4.7 Summary of Key Findings
In conclusion, the findings demonstrated that the engagement of the employees at Leonardo Hotel East Midlands Airport is determined by the complex motivational factors, the level of job satisfaction, and the working conditions. These difficulties were found to negatively affect the degree of engagement, such as unfriendly working hours, work pressure, and being perceived as unrecognised. Conversely, relationships in the team, supportive management and developmental opportunities were positively associated with employee engagement. The outcome also indicates that a perceived relationship exists between employee engagement and the performance of operations, and is high. Occupational involvement had been ascribed to improved quality of service, improved cooperation and efficiency in operations and lack of occupational to inconsistency of service provided, low productivity and staff turnover (Spring, Faulconbridge, and Sarwar, 2022). 
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[bookmark: _Toc222950767]5.1 Introduction
The results of the research are critically interpreted and analysed in this chapter in relation to the existing knowledge on employee engagement and operational performance in the hospitality industry. The discussed discussion meets the overall research question of determining how employee engagement relates to operational performance in the environment of an airport hotel in a specific case, Leonardo Hotel East Midlands Airport (Krishnan, Poorani, and Sawmya, 2024). The findings are addressed in terms of the objectives of the research, key features of engagement, and theoretical frameworks, including the Two-Factor Theory by Herzberg and the Hierarchy of Needs by Maslow. The practical implication of the chapter to the operations of the hotel is also addressed, the constraints of the study, and the areas that the managers should critically attend to in the placement hotel (Khassawneh, 2021).
[bookmark: _Toc222950768]5.2 Employee Engagement as a Driver of Operational Performance
The findings reveal that a certain relationship exists between the engagement of employees and the operational performance in Leonardo Hotel East Midlands Airport. Staff who were better motivated, contented with their occupation and their faithfulness to the company were perceived to be helping in the quality of service, productivity and collaboration constructively. This conforms to the greater literature on the subject of hospitality that has maintained the recognition of engaged employees as one of the tools in the delivery of continuous and quality service. The employee behaviour is particularly agile to the hotel operation performance within an airport environment due to the unpredictability and the rapidity of demand (Stylos, Zwiegelaar, and Buhalis, 2021). The findings suggest that those who are involved in the work tend to react to sudden stress of operation, support their fellow employees, and keep offering services until peak seasons. Quite to the contrary, disengagement was associated with the lowered levels of effort, increased absenteeism and poor service delivery that has ill effects on the performance of operations. This helps in the conception that employee engagement is not only a human resource concern but the primary operational problem in airport hotels (Mohanty and P, 2021).
[bookmark: _Toc222950769]5.3 Motivation and Herzberg’s Two-Factor Theory
These findings on the motivation of the employees are highly related to the Two-Factor Theory of Herzberg. Some of the factors that were observed to contribute to the lack of satisfaction and engagement among the employees when poorly managed were hygiene factors that included pay levels, workload, staffing and the shift patterns. The issues of understaffing and workload are also thought to signal that the insufficiency of these hygiene factors can bring the morale of the worker down, despite the good aspects of the occupation (Rajan, 2022). In the meantime, the findings confirm the importance of motivation factors, which are recognition, appreciation, and development opportunities. When employees felt that their supervisors valued them and appreciated their efforts, they claimed that they were more motivated and ready to make additional contributions to their work, but not just limited to their job requirements. This proves the theoretical point of view that hygiene factors prevent dissatisfaction, but motivators result in actual engagement and performance improvement (Ibrahim et al., 2023). 
[bookmark: _Toc222950770]5.4 Job Satisfaction, Working Conditions, and Maslow’s Hierarchy of Needs
An additional understanding of the results of job satisfaction and working conditions could be obtained with the assistance of Maslow's Hierarchy of Needs. This data means that the physiological health of the workers and their job security on some occasions were not quite met due to irregular work timetables, fatigue, and work-life imbalance. If these fundamental needs are not met, opportunities for employees to proceed to the next level, such as belonging, esteem and self-fulfilment, are minimised (McHugh, Miller, and Stewart, 2024). The definition of social and esteem needs provided by Maslow can be observed in the positive working relationship and positive management practices present in the findings. The employee satisfaction and engagement were increased, as well as the employees who felt like members of a team and were supported by the management. However, the career progression and development opportunities were low, and the employees could not reach higher needs in terms of personal growth and self-actualisation (Sacchetti and Tortia, 2024). 
[bookmark: _Toc222950771]5.5 Management and Leadership Influence on Engagement
Management and leadership are identified in the discussion as key factors of employee engagement and operational performance. The results indicate that positive leadership qualities in the form of supportive, communicative, and approachable helped in the improvement of employee attitudes and behaviours. This conforms with the wider literature on hospitality, which highlights the significance of line managers in developing engagement based on the interactions and decisions they make daily. Disengagement and decreased trust were associated with negative attitudes towards the management, such as incoherent communication and insufficient participation of the staff in decisions (Ruppel, Stranzl, and Einwiller, 2022). The applied leadership behaviour that focuses on the operational goals at the cost of the employees' well-being can increase the stress and disengagement in an airport hotel setting, where operational goals hold great importance. The results indicate that successful leadership in Leonardo Hotel East Midlands Airport is vital to both operations and employee engagement and long-term performance (Hiney, 2024).
[bookmark: _Toc222950772]5.6 Training, Development, and Long-Term Engagement
Training and development were found to be a key but unequal factor that affected the engagement. Although proper induction training enhanced operational competence and confidence, some employees, due to the absence of continuous development opportunities, were not motivated. This observation is characteristic of a problem that is prevalent in the hospitality industry, where most training is not geared towards future employee development but rather towards urgent operations. Engagement-wise, a few development opportunities decrease the chances of the employees developing within the organisation, making them less committed and leading to higher turnover intentions (Koivurova, 2025). This is a major operational risk to a hotel within an airport that is dependent on the experienced staff to ensure quality services are provided. The discussion indicates that continuous training and career development might be an investment that helps to improve engagement and operational performance as it improves employee capacity, confidence, and loyalty (Yertas, 2024).
[bookmark: _Toc222950773]5.7 Engagement, Turnover, and Operational Stability
There are operational implications to the relationship between employee engagement and staff turnover that were determined in the findings. The results were high turnover linked with disengagement, dissatisfaction and demanding working conditions. This sparks a cycle wherein the remaining staff will have more workloads, which will further lower engagement and performance. On the other hand, the engaged employees had higher chances of staying in the organisation, which contributed to a stable operation and regular service delivery. At an airport hotel, where operational disturbances can easily affect the satisfaction of guests, it is especially useful to retain seasoned and well-engaged employees. The discussion brings out the strategic significance of engagement-related management practices in lowering turnover expenses and sustaining efficient operations at Leonardo Hotel East Midlands Airport (Ochoche, 2024).
5.8 Implications for Leonardo Hotel East Midlands Airport
Amongst the areas of operation, the discussion points to some vital areas of the operation of the placement hotel. Firstly, the results indicate that employee engagement needs to be incorporated in the operational decision-making and not just as a human resource concern. Workload management, staffing, and shift scheduling were two areas to address to help increase engagement and performance outcomes. Second, the practice of management is core in influencing the experiences of employees. Engagement and trust may be increased through better communication, appreciation, and the participation of staff in the decisions on the operation. Third, the scarcity of training and development opportunities indicates that there should be better career advancement and skill training programs. The latter spaces are of great significance towards maintaining interest in a very stressful airport hotel setting (dos Santos, 2023).
[bookmark: _Toc222950774]5.9 Limitations of the Study
Even though the discussion is informative, the study's limitations should be considered. It is dependent on secondary data, which limits the possibility of delving deeper into the theme of employee engagement by aiming at the perspective of the employees themselves. The employee review sites could also be perceived to be biased in their recorded views since those who have good experiences will tend to provide more. Moreover, the emphasis on one case study does not provide many generalisations regarding the applicability of the results to the hotel setting. Despite these drawbacks, the research provides valuable information about the challenges related to engagement in the operations of airport hotels (Tata and Ebbatson, 2024).
[bookmark: _Toc222950775]5.10 Summary of Discussion
In conclusion, the discussion has revealed that employee engagement is an important factor in determining the operational performance of Leonardo Hotel East Midlands Airport. The results confirm the current knowledge that motivation, job satisfaction, working conditions, leadership, and development opportunities are the driving factors of engagement. Usage of Herzberg Two-Factor Theory and Hierarchy of Needs is helpful to explain how the influence of these factors is attributed to the behaviour of employees and the outcomes of their work. The discussion of the issues of engagement, in turn, is critical concerning enhancing the quality of services, efficiency, and the overall stability of operations in the placement hotel (Ihensekien and Joel, 2023).




















[bookmark: _Toc222950776]6.1 Conclusion
[bookmark: _Toc222950777]6.1.1 Overview of the Research
The rationale behind the study was to establish how employee engagement affects the performance of the operations within an airport hotel case study, using secondary data from Leonardo Hotel East Midlands Airport. The research was pegged on a clearly defined research objective and four supportive objectives since they were oriented towards reviewing relevant academic literature, identifying the main determinants of employee engagement, analysing secondary sources of data and applying the existing motivational theories in explaining the association between employee engagement and operational performance. The study has developed a comprehensive understanding of the issues about the concept of engagement and how they may impact the functioning of a hotel in a problematic airport environment, grounded on the qualitative design of the research using secondary data (Marion-Audibert, 2024).
[bookmark: _Toc222950778]6.1.2 Summary of Key Findings
The findings indicated that employee engagement in Leonardo Hotel East Midlands Airport is an interplay of multi-related drives, organisational and environmental factors. Employee motivation, job satisfaction, work conditions, leadership and management practices, access to training and development opportunities were identified as some of the leading engagement drivers. These areas were identified to influence operational performance outcomes of service quality, efficiency, team and retention. Motivating factors were seen as financial and non-financial. However, even though pay and workload were equally critical, recognition, appreciation and support of the manager were necessary in the attitudes and behaviours of employees. Job satisfaction had a strong correlation with the relationship with the supervisors, the definition of the job roles, as well as what was perceived as the promotion opportunities within the organisation (Judge, Klinger, and Li, 2023). Working schedules, particularly asymmetrical working shifts, manning, and workload, became a significant problem that impacted the well-being of the employees and their participation. These were especially acute due to the nature of the operations in the airport hotels, which are characterised by high pressure and nonstop. Leadership and management behaviour were also highly emphasised in the determination of the level of engagement. The positive, consultative and friendly administration practices were related to the increased engagement and improved performance in the operation. On the other hand, some of the issues that led to dissatisfaction and disengagement included unstable communication and the perception that management was not supporting them. Training and development opportunities were noted to be uneven in nature, and the long-term development was so infrequent and sparse that it lowered the motivation and commitment of some workers (Yaghi, 2024).
[bookmark: _Toc222950779]6.1.3 Engagement and Operational Performance in an Airport Hotel Context
Among the key results in this paper is that employee engagement is key in determining the operational performance in airport hotels. As the activities of the airport hotels are hectic and time-conscious, and the hotel work is constant, the attitude and behaviours of employees affect the services and efficiency of work instantly and directly. Engaged workers were more willing to follow the operational demands, assist other people, and maintain the level of service throughout the peak periods. Disengagement, on the other hand, was associated with reduced effort, increased absenteeism and turnover intentions with negative effects on operational stability and consistency of services. The disengagement effects are worse in the situation in the airport hotel. The demand is not fixed, working hours are not regular, and the expectations of guests are different, inevitably resulting in highly dependent operational performance, which is dependent on a flexible and committed workforce. This article has confirmed that engaging employees must be seen as a core operational issue and not a peripheral human resource issue (Alfes et al., 2022).
[bookmark: _Toc222950780]6.1.4 Application of Theoretical Frameworks
The Two-Factor Theory of Herzberg and the Hierarchy of Needs devised by Maslow facilitated understanding the outcomes better. The Herzberg theory helped explain the dissatisfaction resulting from the improper hygiene factors, such as staffing, workload, and the working conditions and motivators such as recognition and development opportunities were related to the growth in the engagement and performance. Maslow's framework also established that the employees were not in a position to fulfil the needs of the higher statuses like belonging, esteem and self-development because the basic needs regarding wellbeing, security and work-life balance were not met. Integrating these theories, one can come to a conclusion that it is necessary to improve the engagement with a balanced score between the basic and highly skilled needs of the workers (Bean and Melzer, 2021).
[bookmark: _Toc222950781]6.1.5 Contributions and limitations
The research can be applied to the knowledge base in hospitality since it deals with the problem of employee engagement in the context of an airport hotel, which remains under-researched. The case study methodology provided helpful information based on context, which can be utilised in other environments where the operation is performed. Utilisation of secondary data, nevertheless, predetermined the absence of deep knowledge about the personal experience of the employees, and the focus on the single case study makes it possible to externalise the findings. Despite these drawbacks, the research is an informative academic and practical study of the problems associated with the matter of engagement and its impact on operational performance (Tortorella et al., 2021).













[bookmark: _Toc222950782]6.2 Recommendations and Practical Strategies
[bookmark: _Toc222950783]6.2.1 Enhancing Working Conditions and Workload Management
Among the most considerable suggestions related to Leonardo Hotel East Midlands Airport, one should mention the improvement of working conditions by regulating working load and staffing better. The results showed that the abnormal schedules, staff shortage during peak times, and workload intensity were proven to have a negative impact on employee engagement and well-being. Due to the nature of constant operation in an airport hotel, it is only necessary that staffing numbers be matched to occupancy predictions and the flight plan. It would be good to provide sufficient coverage of staff during the peak times to avoid fatigue and stress among employees and enable them to serve their duties better (Johnson and Mabry, 2022). Better shift scheduling habits would also lead to increased work-life balance. Giving more predictability in rotas, equitable allocation of night and weekend shifts, and adequate rest intervals between shifts would enable the employees to balance personal commitments with work commitments. The need to address these basic working condition areas would minimise dissatisfaction, reduce burnout, and help increase the levels of engagement, and eventually help achieve better operational performance and service consistency (Govindaras et al., 2023).
[bookmark: _Toc222950784]6.2.2 Strengthening Recognition and Motivation Practices
The results have indicated that there is a strong need to strengthen the recognition practices that take place within the hotel. Although money is a major incentive, non-financial recognition is very useful in motivating employees and strengthening positive behaviours. The management should then consider coming up with organised recognition programs that would reward individual and team efforts on a frequent basis. Simple and cheap methods like verbal praise, written recognition or informal reward plans can boost the morale of employees to a great extent (Vuong and Nguyen, 2022). Continuous appreciation assists the employees to feel that they are appreciated and important, which makes them willing to work with discretionary effort even in high-pressure operation times. With the creation of a culture that rewards hard work and success, Leonardo Hotel East Midlands Airport can empower the involvement of its employees and motivate them to act in a manner that promotes operational effectiveness and service delivery (Shanmuganathan and Krishnan, 2024).
[bookmark: _Toc222950785]6.2.3 Developing Supportive Leadership and Communication
Communication and excellent leadership were found to be the key determinants of employee engagement. In response to this, managers ought to be made to be more supportive and participative in leadership. Trust and a sense of involvement can be achieved by involving employees in the discussions of the challenges and changes occurring in the operation. Whenever the employees understand that their views are understood, then they have a greater chance of becoming more committed to the organisation. As a way of improving communication, regular team briefings and one-to-one meetings can also be used where employees are informed, supported and in a position to bring concerns (Dewhurst and FitzPatrick, 2022). Transparency in communication forms clarity and enhances congruence between the management and the employees. This would help to strengthen leadership practices and enhance the level of engagement, and improve the workplace environment, which is needed in the stressful airport hotel setting (Suliman et al., 2023).
[bookmark: _Toc222950786]6.2.4 Expanding Training and Career Development Opportunities
As a measure to facilitate long-term interaction and human resource retention, Leonardo Hotel East Midlands Airport must invest in continuous training and career development prospects. As some employees perceived initial induction training positively, others were not motivated and committed due to the absence of further development. It is possible to offer employees good career trajectories and skills development possibilities so that they can have a long-term vision in the organisation (Urme, 2023). It may be especially valuable to cross-train the departments, as the operational flexibility would be improved and the employees would be able to acquire new skills. This would not just enhance the satisfaction of employees, but also enhance the resilience of the operation of the hotel, as this would generate a more flexible workforce. Development initiatives prove organisational commitment to employees, which will probably increase commitment and lower turnover (Bhaskar, Joshi, and Chopra, 2021).
[bookmark: _Toc222950787]6.2.5 Integrating Engagement into Operational Strategy
Employee engagement is to be integrated into the overall operational strategy of the hotel, as opposed to a human resource prerogative. Engagement-related indicators that the management should consider on a regular basis include staff turnover, absenteeism, and employee feedback to determine the emerging issues (Fadureni, 2025). Based on this information, the operational decision-making would enable the hotel to respond to the engagement challenge in a proactive manner, and operational goals should be aligned with the engagement initiatives to ensure that the enhancement of employee experience brings direct benefits to the quality of services, their efficiency, and customer satisfaction. The concept of strategic approach underpins the notion that operational performance is sustainable only by having engaged employees (van Lieshout et al., 2021).
[bookmark: _Toc222950788]6.2.6 Supporting Employee Wellbeing
Lastly, employee well-being must be prioritised to maintain engagement within a high-pressure hotel workplace in an airport setting. The employees can be assisted in coping with stress and staying physically and mentally healthy by means of offering access to wellbeing support, ensuring that the employees get enough rest and a supportive organisational culture. An emphasis on wellbeing proves that the organisation cares about the employees beyond their direct contribution to the operations of the organisation. Investment in wellbeing is not only a way to increase engagement but also a stable operational environment and better performance results in the long-term.
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