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Abstract
The study examines the influence of employee engagement initiatives on service quality at Coldra Court Hotel, Newport, Wales. Engagement is particularly important in the hospitality industry as service is highly dependent on the attitudes and behaviours of employees, influencing guest experiences, operational effectiveness and staff turnover. The focus of this study is to assess the existing practices of hotels in terms of employee engagement and their perception among the staff and how it affects the quality of service they deliver to the guests. The study is initiated by observing the difference in motivation and consistency in the level of service among employees during the researcher's six-month work placement at Coldra Court Hotel. These disparities lead to inquiries about the efficacy and extent of current engagement strategies and their influence on guest satisfaction.
In light of this, the present research employs a qualitative case study approach, based on interpretivist philosophy, that allows for a detailed examination of the experiences of employees in an organic work context. Semi-structured interviews with a purposive sample of front-of-house and housekeeping staff were how primary data was gathered. We selected these workers because they were more likely to have interacted with hotel guests and were more direct in their dealings with guests and their opinions could provide meaningful insight into service delivery results. Secondary sources of data were also examined (HR policies, training manuals and guest feedback reports) to add context and provide a basis upon which the analysis can be triangulated.
Employees’ engagement directly affects on quality of service in the Coldra Court Hotel in this research. Employees who felt acknowledged, supported and consulted had higher motivation to deliver responsive, empathetic and credible services as per the dimensions of the SERVQUAL framework. Respondents pointed out that good relationships with their line managers, regular training opportunities and clear leadership had made them feel engaged. In contrast, these promotion opportunities were perceived to be lacking and uneven across departments; this unevenness again featured on enablers and hinderers of motivation and performance. The review also revealed discontinuities in formal engagement strategies, as much of the activity consisted of ad-hoc or informal measures rather than sanctioned policies.
This inconsistency resulted in different staff experiences and variations in service quality. It was clear then that giving employees a voice in decision-making, regular feedback and growth opportunities were considered the principal drivers of engagement. Based on the research results, a set of practical suggestions is put forth to improve employee satisfaction and thus service quality, at Coldra Court Hotel. These efforts range from structured employee recognition, uniform training and development practices across departments, open lines of communication and feedback loops and leadership development for supervisors to create a supportive environment. Tackling these areas will help the hotel to develop a more inspired, committed and internationally focused workforce, increasing guest satisfaction and operational success.
This study provides both academic and managerial relevance by providing a context-specific analysis on how employee engagement may be strategically managed in a medium-sized hospitality organisation. It also underscores the significance of staff voices in forming organisational growth. The results emphasise the importance of regular, universal and focused intervention to maintain a level of superior service in hotels.
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[bookmark: _heading=h.izzps1r1burn]Chapter 1: Introduction
[bookmark: _heading=h.pv5brkat7mso]1.1 Context and Background
Employee engagement has become a key predictor of service quality and firm performance, especially in labour-intensive sectors such as hospitality. When customer satisfaction is rooted in an employee’s conduct and motivation, it’s important to create engaged staff. Competition in the hospitality industry is becoming stiffer and the sector must provide outstanding services and guest experience. These expectations elevate employee engagement from a human resource issue to a strategic business imperative.
[bookmark: _heading=h.5tcz1rni8qf6]1.2 Industry Relevance of Employee Engagement
Employee interaction is crucial to the service experience in hospitality. Hotels depend much less on automation for the provision of memorable guest services than do other service-based industries. Studious says that engaged employees are more likely to consistently deliver empathic and responsive service, the two most important factors influencing guest satisfaction (Collis and Hussey, 2014). High engagement also leads to less turnover, decreases in recruitment costs and higher team morale. Accordingly, employee engagement is emerging as a central driver for sustainable service quality and serving as a foundation for the service industry, e.g., hotels.
[bookmark: _heading=h.h51xaq7zqzoy]1.3 Overview of Coldra Court Hotel
The Coldra Court Hotel is a 4-star venue in Newport, South Wales. The venue, formerly the Hilton Newport, is a member of the Celtic Collection group (Coldra Court Hotel, 2022). The hotel caters for commercial and leisure clients and is famed for its contemporary facilities and its access to the major transport network. Differences in employee morale and service delivery were noted between departments amidst a student placement period, raising questions about the correlation between employee engagement initiatives to service outcomes. This is what will make Coldra Court Hotel a good example to investigate the role of employee engagement on service quality in a naturally occurring field setting.
[bookmark: _heading=h.237jdgpg1be9]1.4 Research Aim
The main objective of this analysis is to evaluate how practising employee engagement at Coldra Court Hotel has influenced service delivery quality and, hence, recognise strategic changes that may be implemented to guarantee the satisfaction of both employees and guests.
[bookmark: _heading=h.g2tieifyijrb]1.5 Research Objectives
· To explain the recent strategies of employee engagement at Coldra Court Hotel.
· To assess employees' beliefs about the impact of engagement on the quality of service.
· To suggest some pragmatic solutions using the feedback of staff and academic research to find the available ways to increase customer satisfaction and operational productivity.
[bookmark: _heading=h.3bbpvp3h348s]1.6 Research Questions
· What is the influence of human resource involvement programs on the quality of service at Coldra Court Hotel, Newport?
· What existing models of involvement are being used at Coldra Court Hotel?
· How do employees perceive the link between engagement and service provided to the guest?
· Is there anything to do to get more involved, get better care?
[bookmark: _heading=h.p3xwc11jo7v7]Chapter 2: Literature Review
[bookmark: _heading=h.pcp9cpdblx6o]2.1 Theories of Employee Engagement
Employee engagement has been conceptualised in detail, with some important models imparting basic understanding. The model outlined that three psychological conditions were required for engagement-function: meaning, safety and availability. The likelihood of active engagement is higher when staff discover their roles are meaningful to them, they feel safe enough to speak for themselves and are psychologically available. Byrne (2022), designed with burnout in mind, provides an alternative but insightful model. They defined engagement as the positive counterpart of burnout, involving energy, identification and efficacy.
According to Chelladurai and Kim (2022), this model emphasised the feeling factor in engagement, highly applicable to people-oriented service jobs, such as hospitality. Saks (2006) introduced a social exchange approach, which suggests that involvement comes from perceiving organisational support. His model was job engagement and organisational engagement, proposing that employees react to investment on the part of the employer by responding with answers in the form of an exchange of commitment and performance. Based on Pelit and Katircioglu (2022), these theories present a more complete picture of engagement that cuts across emotional, cognitive and social dimensions. Applying these models of employee motivation and contribution, it can be argued that in the case of Coldra Court Hotel, these theoretical frameworks can help to devise strategies that engage the employees and motivate them to deliver quality service.
[bookmark: _heading=h.k9k131u1nwt7]2.2 Engagement in the Hospitality Industry
As per Vrontis et al. (2022), Employee engagement is even more important in the hospitality industry given its high level of customer contact, service encounter and emotional labour. Captivating Employees in Hospitality and inspiring their performance. Employees engaged in hospitality are more productive, have a measurable impact on guest satisfaction, customer loyalty and can ultimately influence the bottom line of any business. Stegling (2022), depicted that, Unlike other segments of the labour market, workers in the hospitality industry must convey a degree of enthusiasm, empathy and responsiveness, even in high-pressure situations and emotional labour is a key part of how effective service is delivered. Research by Liu et al. (2022), has found that when employees believe they are appreciated and supported, they are more likely to take on tasks that fall outside their job descriptions so they can offer excellent service.
High engagement levels mean less missed work, less turnover and better teamwork, all factors critical to providing consistent service. Based on Okeke et al. (2024), disengagement leads to poor guest experience, low morale and inefficiencies. With hotels such as Coldra Court operating in a fast-paced, customer-driven industry, any form of engagement strategy needs to cater for both personal motivation and the ethos of the business (Kumar and Ayodeji, 2021). This can include reward and recognition mechanisms, management style, effective communication and even career opportunities. Engaged hospitality staff go beyond the expectations of service, deliver a better guest experience and help to win the war for business in an ever-demanding marketplace.
[bookmark: _heading=h.lywfzvx7xv89]2.3 Link Between Employee Engagement and Service Quality
The linkage between engaged employees and service quality is long recognised, especially in service-oriented industries such as hospitality. Based on Riyanto et al. (2021), employees who are engaged are more likely to provide excellent, consistent and customer-oriented service, which has a direct effect on guest satisfaction and business outcomes. According to Okeke et al. (2024), the SERVQUAL model of Parasuraman, Zeithaml and Berry indicates five essential dimensions of service quality, namely tangibles, reliability, responsiveness, assurance and empathy. Each of these factors can be affected by the degree of employee engagement (Christou, 2022). For example, engaged employees are more apt to be responsive to customer needs, to genuinely show compassion and to display dependability through a pattern of effective performance.
But these are behaviours that are fundamental to achieving and surpassing customer needs. Braun and Clarke (2022), depicted that, the involvement of frontline employees, in turn, has a cascading effect on how customers perceive service quality, particularly in high-touch environments such as hotels (Head, 2020). In the case of Coldra Court Hotel, the provision of a direct person-to-person service between staff and guests is likely to affect staff engagement and can lead to service empathy and assurance, which will be important for good service reliability and responsiveness SERVQUAL dimensions. Secondly, engaged staff are better at detail and focused on preserving the brand standards, which aids preservation of a competitive advantage in service delivery (Suri, 2020). So, engagement is not simply an HR concern but a major influence on achieving service excellence.
[bookmark: _heading=h.8tfe2uhjccro]2.4 Staff Perception as a Measure of Internal Service Quality
Employee perception is a key when it comes to monitoring of the internal service quality, as in hospitality, where employees are the mediators between the organisation and patrons. Inward service quality is the way that the workers perceive the support, resources, information and friendship in the organisation. According to Wu et al. (2021), these internal influences have a significant impact on the performance of staff in ‘guest-facing’ work roles and we measure them as an input to service excellence. When workers feel they are valued, respected and enabled by management, they are more likely to provide great service. On the flip side, perceptions are created that can increase the likelihood of disengagement and lower commitment to service quality.
As per Fox and Busher (2022), Qualitative data collected from staff about their experience in the workplace can highlight performance constraints and improvement opportunities. At the Coldra Court Hotel, the extent to which certain engagement strategies, i.e. feedback mechanisms, supervisory support or various training opportunities, are realised may indicate how far procedures support high service levels. Based on McMahon and Milligan (2023), this intelligence enables management to optimise HR practices and increase productivity. Therefore, knowledge of employee perceptions is critical to improving internal service but also to creating a positive corporate culture, which ultimately leads to great guest experiences.
[bookmark: _heading=h.af3gwegtdwk5]2.5 Identifying Gaps in Current Literature
Although there is evidence in the literature that corporate employees working in a service environment can be engaged to deliver the highest service quality, nevertheless, some research gaps still exist, especially in the hospitality service industry. Rhou and Singal (2020), depicted that the, research has been conducted predominantly in multinational chain hotels and few studies have investigated engagement practices in independent, midmarket, or regional properties similar to the Coldra Court Hotel; therefore, it will fill this gap in extant literature (Papademetriou et al., 2023). This results in a knowledge gap regarding the conduct and impact of engagement activities in a more regionalised or resource-poor context. Furthermore, most studies take a quantitative perspective by administering surveys and tests as well as statistical techniques to assess involvement and service outcomes (e.g., Gallup survey and SERVQUAL scales).
Shah and Shrestha (2022) describe that these methods offer metrics-rich data; they frequently miss the softer, more qualitative insights into what employees think, feel and experience, insights that are particularly important in hospitality, where the work can be emotionally challenging. Another relatively unexplored dimension is the direct voice of employees, in particular those in operational positions, such as housekeeping and front-of-house (Sanni, 2020). These workers also have the most interaction with visitors, yet are less well-represented in discussions about engagement strategy. To this end, this study sets out to fill these gaps by using a qualitative, case study approach focusing on the staff perspective at Coldra Court Hotel that provides nuanced insights that can inform more effective and more inclusive access strategies within specific hospitality contexts.
[bookmark: _heading=h.9oqf00iwmxrs]2.6 Critique of Methodologies Used in Previous Studies
Prior research on employee engagement and service quality has largely employed quantitative techniques (e.g. structured surveys, statistical models) to quantify the level of engagement and its relationship to performance. As per Alabood et al. (2023), although such approaches provide generalisability and measurable data, they may lack depth of contextual understanding and may indeed overlook the nuanced, emotional and relational dimension of employee experience vital in service-heavy industries such as hospitality (Perramon et al., 2022). Some researchers make a strong commitment to a predefined involvement model, reducing the chance for employees to bring in unique or situation-specific viewpoints.
Additionally, studies tend to reflect management views rather than those of the front-end agents, creating a top-down orientation in their findings. As per Collis and Hussey (2021), less frequent are qualitative approaches, which balance a more nuanced comprehension against potentially limited numbers and a risk of the researcher's bias. This emphasises the importance of methodological triangulation and the use of more inclusive, bottom-up methods, which give greater priority to the voices of staff, something that this project seeks to do.
[bookmark: _heading=h.z6g65r3wtp4n]Chapter 3: Methodology
This study will take a qualitative case study method to examine the impact of employee engagement strategies on service quality at Coldra Court Hotel, Newport (Hazari, 2024). A qualitative approach is suitable as it's a first-time investigation and it aims at understanding employees' perceptions and their experiences in their own organisational setting.
[bookmark: _heading=h.qgkzhq4t6ywz]3.1 Research Philosophy and Approach
The work is therefore rooted in an interpretivist research philosophy which is concerned with understanding the meanings individuals ascribe to their world. Interpretivism offers methods that are well-suited for such complex issues as service delivery and engagement, which are mainly “soft” issues that can’t be revealed by quantitative data alone (Ocaña-Fernández and Fuster-Guillén, 2021). This theoretical stance undergirds our use of an inductive-deductive hybrid approach in which we start with developed theories (e.g., Kahn’s engagement model, SERVQUAL) and allow novel insights to surface from the data.
[bookmark: _heading=h.ym32kve9mt63]3.2 Case Study Method
The research uses a single-case study approach centring exclusively on Coldra Court Hotel. Case studies were seen as useful tools for analysing real-world occurrences in their natural setting, particularly where the demarcation between the phenomenon and context was unclear (Mishra and Alok, 2022). This technique can be useful to gain insight into the hotel's internal workings and the views of its employees on the engagement practices.
[bookmark: _heading=h.5bkjewbxfxnc]3.3 Data Collection Methods
The interviews with front-of-house and housekeeping employees of the hotels are semi-structured and are the main source of data collection. These staff members come into daily contact with visitors and can help create further understanding of the effects of such engagement interventions on service provision (Dubey and Kothari, 2022). SST allows flexibility to explore new topics while also ensuring that areas of questioning are consistent across interviewees (Veal, 2006). Interview encourages comprehensive feedback regarding satisfaction with employee engagement practices, communication, training and perceived impact on service quality. Every interview will be 30–45 minutes and will be tape-recorded (with consent) to facilitate the accuracy of transcription and analysis (Firdaus et al., 2021). In addition to primary data, secondary sources such as HR policies, employee handbooks, training papers and guest feedback reports will also be studied. This method of triangulation lends credibility and validity to the results.
[bookmark: _heading=h.hx8fuwboumjw]3.4 Sampling Strategy
The participants will be recruited purposively to determine which participants to be invited based on roles and experience. The approach ensures both operational and supervisory staff are represented across the thematic spectrum (Saunders et al., 2012). We aim to interview 4 staff, a number which is appropriate for qualitative research, which concentrates on depth rather than breadth.
[bookmark: _heading=h.908wgkgo5umz]3.5 Data Analysis
Thematic analysis will be conducted on interview transcripts according to Braun and Clarke's six-step approach. This includes getting to know the data, encoding important statements, making sense of them, recognising patterns and assuming a formulation of central themes (Newman and Gough, 2020). The process can be supported by NVivo or manual coding to maintain transparency and systematic treatment of qualitative data. This analysis will then be tied back to literature concerning how perceived involvement impacts portions of service quality such as responsiveness, empathy and reliability as proposed by the SERVQUAL model (Dane and Carhart, 2022).
[bookmark: _heading=h.2n9lbvc7gy1m]3.6 Ethical Considerations
Ethical approval will be sought from the relevant university committee. Participants will be provided with a participant information sheet and consent form, which states that they will be under no obligation to participate, that they have the right to confidentiality and to withdraw participation at any time. Data will be anonymised and locked in compliance with GDPR and academic ethics.
[bookmark: _heading=h.7wchjehpp098]3.7 Limitations
Although qualitative analysis permits rich insights, it can be less generalisable to other hotels. Moreover, participant bias cannot be excluded and researchers' presence may also influence answers. However, thoughtful design of questions and reflexivity will mitigate these concerns. The chosen method also offers a structure for understanding the complicated relationship between employee engagement and service quality in the specific context of Coldra Court Hotel.
[bookmark: _heading=h.vmaj90wmtwoy]Chapter 4: Findings and Discussion
[bookmark: _heading=h.mgoqs71lj9y4]4.1. Findings
According to Terrell (2022), findings in a dissertation refer to the core data results or insights that emerge directly from the research process. These are drawn from evidence gathered—whether through interviews, surveys, or other means—and should reflect the participants’ responses rather than the researcher’s interpretations. Findings are factual, descriptive accounts of what was discovered and they form the basis for deeper analysis and discussion in the subsequent sections of the report. Cottrell stresses the importance of separating “what was found” from “what it means,” allowing the discussion to delve into theoretical interpretation, context and significance.
In this research, findings were derived through semi-structured interviews with front-of-house and housekeeping staff at Coldra Court Hotel. These findings were categorised into emerging themes, reflecting common patterns across the data. The themes also align with prior literature on employee engagement, service quality and staff perceptions in the hospitality sector.
[bookmark: _heading=h.f8joei8y3khb]Table 1: Thematic Analysis
	Themes
	Authors
	Year
	Journal/Articles
	Analyse

	1. Theories of Employee Engagement
	Byrne, Z.S.
	2022
	Understanding employee engagement: Theory, research and practice. Routledge.
	Byrne introduces the foundational psychological conditions for employee engagement—meaningfulness, safety and availability—forming a critical framework for understanding how engagement arises in employees. These conditions are especially relevant to hospitality roles that demand emotional investment. This theory is essential in analysing how front-line staff at Coldra Court respond to internal support systems and workplace culture.

	2. Engagement in the Hospitality Industry

	Vrontis, D., Iazzi, A., Maizza, A. and Cavallo, F., 2022
	2022
	Stakeholder engagement in the hospitality industry: an analysis of communication in SMEs and large hotels. Journal of Hospitality & Tourism Research, 46(5), pp.923-945.

	This study provides a comparative analysis of stakeholder communication strategies across hotel sizes. It highlights the importance of effective internal communication for engagement. The findings reinforce your data showing that inconsistent communication—especially in housekeeping—undermines engagement and limits staff participation in problem-solving at Coldra Court Hotel.

	3. Link Between Employee Engagement and Service Quality
	Riyanto, S., Endri, E. and Herlisha, N.
	2021
	Effect of work motivation and job satisfaction on employee performance: Mediating role of employee engagement. Problems and Perspectives in Management, 19(3), p.162.
	This research identifies employee engagement as a mediating factor between motivation/job satisfaction and performance. It supports your finding that guest satisfaction improves when employees feel valued and motivated. It also emphasises the need for consistent recognition and feedback mechanisms, which were reported lacking among Coldra Court’s support staff.

	4. Staff Perception as a Measure of Internal Service Quality
	Wu, X., Wang, J. and Ling, Q.
	2021
	Managing internal service quality in hotels: Determinants and implications. Tourism Management, 86, p.104329.
	Wu et al. argue that employees’ perception of internal service quality (e.g., support, resources, fairness) significantly affects service outcomes. This aligns with your findings showing that employee perceptions of being overlooked—especially in training and communication—negatively impact their commitment to quality service. It justifies using employee voice as a diagnostic tool for service culture health.

	5.  Identifying Gaps in Current Literature

	Rhou, Y. and Singal, M.
	2020
	A review of the business case for CSR in the hospitality industry. International Journal of Hospitality Management, 84, p.102330.
	This article identifies a lack of research on engagement in smaller or mid-sized hospitality organisations. It reinforces your rationale for studying Coldra Court Hotel and addressing the underrepresentation of operational staff voices in engagement literature. It also suggests a broader CSR framework can support engagement when rooted in genuine employee inclusion.

	6. Critique of Methodologies Used in Previous Studies


	Alabood, L., Aminolroaya, Z., Yim, D., Addam, O. and Maurer, F.
	2023
	A systematic literature review of the Design Critique method. Information and Software Technology, 153, p.107081.

	Alabood et al. critique the dominance of quantitative methods in engagement research, advocating for design critique and qualitative feedback approaches. This supports your methodology choice—semi-structured interviews—as a means to access deeper, more personal insights from staff. It validates the inclusion of employee narratives to understand how engagement shapes service delivery.



[bookmark: _heading=h.he4mi38pcesg]Table 2: Semi-Structured Interview Data – Exploring the Impact of Employee Engagement Strategies on Service Quality
	Theme
	Interview Question
	Staff 1 (Front-of-House)
	Staff 2 (Housekeeping)
	Staff 3 (Front-of-House)
	Staff 4 (Housekeeping)

	Theme 1: Communication and Involvement
	How effectively do managers communicate work expectations and listen to staff feedback?
	"Our supervisor holds a daily briefing; we can ask questions and raise concerns freely."
	"We usually get instructions in the morning, but we don’t get asked for feedback."
	"Communication is clear, but it’s one-way most of the time."
	"Sometimes we get last-minute changes which aren’t communicated properly."

	
	Do you feel involved in decision-making or problem-solving in your team?
	"Only team leads seem to be involved; we follow instructions."
	"Not really. We’re told what to do and expected to follow through."
	"I’ve been asked for suggestions during busy shifts, which feels nice."
	"I give suggestions informally, but they’re rarely acted on."

	Theme 2: Motivation and Recognition
	What motivates you to perform your job well?
	"Guest appreciation and tips motivate me most."
	"When managers acknowledge our hard work, that keeps me going."
	"Recognition from management during meetings boosts my morale."
	"Sometimes small rewards like gift vouchers are great motivators."

	
	Do you feel recognised for your efforts at work?
	"Yes, we get employee of the month awards."
	"Not very often; our work is mostly behind the scenes."
	"Yes, but recognition is not consistent."
	"Only if guests mention us by name in feedback."

	Theme 3: Training and Development
	Have you received any recent training or development opportunities?
	"I attended a customer service workshop two months ago."
	"We got refresher training on hygiene, but not much else."
	"I’m currently being trained for night shifts to expand my skills."
	"I haven’t had any formal training this year."

	
	Do you think training has helped you deliver better service?
	"Definitely. It helps in dealing with difficult guests."
	"Basic training helps, but we need more role-specific guidance."
	"Yes, it helps me understand hotel standards better."
	"Not much impact unless it's hands-on and ongoing."

	Theme 4: Impact on Guest Satisfaction
	In what ways do you think employee engagement affects guest satisfaction?
	"Engaged staff are more proactive, which guests appreciate."
	"When we feel valued, we go the extra mile—rooms are spotless and it shows."
	"Happy staff make happy guests. You can’t fake enthusiasm."
	"If we feel overlooked, it reflects in how we do our work and guests might notice."

	
	Have you noticed guest feedback improving due to team engagement efforts?
	"Yes, especially when we collaborate better during peak hours."
	"Some guests leave good feedback when we’re fully staffed and prepared."
	"Guests compliment the team when we’re all in sync and smiling."
	"Yes, but it depends on how well we’re supported by management."


[bookmark: _heading=h.6tywx6bne739]4.2.: Discussion
The findings of the research are considered here in relation to the existing studies on employee engagement and service quality at Coldra Court Hotel. This looks at the main research goals, explores what can be done in the industry, admits the study’s limitations and defines what needs to be done to boost hotel performance‌ (Robson, 2016).
[bookmark: _heading=h.pmem3ks87n9h]4.2.1 Interpreting Employee Engagement and Service Quality
The results agree with the chief research hypothesis: that employee engagement plays a major role in shaping the service quality at Coldra Court Hotel. Interviews with frontline and housekeeping staff often showed that when employees are appreciated, included and supported, they work harder to ensure excellent service (Jordan et al., 2022). Thus, engagement is seen as a major factor influencing how well a business performs, mainly in hospitality and similar sectors. The findings from participants back the idea from Byrne (2022) that meaningfulness, safety and availability are the main psychological factors that support engagement. Those who had significant responsibilities and felt comfortable at Coldra reported being more active and fuller of enthusiasm when meeting guests. Employees from the housekeeping department stated that when the work environment was not adequate, they felt disconnected, performed inconsistently and reduced the quality of service. It proves that engagement needs to be considered as a psychological experience blended into the culture, instead of just a collection of policies.
[bookmark: _heading=h.fus1i6g6pjqi]4.2.2 Communication, Autonomy and Employee Voice
Another key discovery involves the unequal way communication takes place between various departments. The employees in front-of-house operations confirmed they received regular reports and praise, but people working in housekeeping noted they faced misunderstandings, were excluded from key decisions and did not receive much feedback from above. Because of this difference, employees are less likely to step up or follow the company’s standards without the clarity and independence they need. According to Vrontis et al. (2022), stakeholder engagement, especially through internal communication, is still vital in-service organisations. The research demonstrates that when there is not enough open dialogue at Coldra Court, the company’s services vary, employee morale suffers and it misses out on innovation. Because the hotel industry is based on a good guest experience, problems like these can lead to less satisfied guests. Coldra Court should set up communication channels that are systematic and include all staff members.
[bookmark: _heading=h.ukit4qilipx0]4.2.3 Recognition and Motivation as Performance Drivers
Recognition turned out to be a major reason why people chose to engage. Recognition from managers, even if just informal or awards made employees more satisfied at work and interested in doing more than expected. If recognition did not seem present or if it was seen as unfair (mainly in out of sight jobs), motivation was reduced. Riyanto et al. (2021) argued that employee engagement helps link motivation, satisfaction and what they achieve at work. The findings indicate that in Coldra Court Hotel, employees’ feelings of appreciation and recognition improved how they delivered their services. It clearly shows that having the same and fair recognition practises in every department is crucial. Giving employees a clear structure for rewards and feedback can encourage good behaviour and make sure everyone’s morale and performance stay equal.
[bookmark: _heading=h.t6ed4c8raoiv]4.2.4 Training, Role Development and Internal Service Quality
The analysis also pointed out that there are issues with equal training chances for individuals. Although employees who meet guests were trained recently in conflict management, housekeeping staff did not receive much professional training. Lacking the necessary training was connected to having less confidence, lower quality of service and feeling less satisfied at their jobs. Wu et al. (2021) also agree with this analysis, pointing out that the availability of training, tools and support for staff has a strong effect on their abilities and the enjoyment of guests. At the Coldra Court Hotel, well-equipped front-of-house staff did well, but departments without proper training did not keep up with the standard. It is therefore necessary to make sure that every department has the same role-specific training and pathway for advancement. This would unite all staff in the service and make it easier to satisfy guests every time.
[bookmark: _heading=h.siawmu3223e7]4.2.5 Organisational Relevance and Broader Implications
Examining the overall performance of the Coldra Court Hotel makes it simplest to comprehend the study's operational significance. It seems that engagement strategies are not always used the same way, are usually not written down and can vary based on the manager rather than the company’s policies. Because there is no structure, the way services are delivered can negatively affect guests. Rhou and Singal (2020) pointed out that most studies of engagement and CSR in hospitality are about large international companies, while local and mid-sized hotels such as Coldra Court are seldom included. It addresses this gap by showing how engagement challenges look in a mid-sized, independent organisation. The evidence proves that regional hotels have to focus on building relationships to stay competitive. Coldra Court needs to have standardised ways of engaging guests, inclusive leadership training and job-specific development plans to support its advancement and reputation.
[bookmark: _heading=h.4t87pqqbxep2]4.2.6 Methodological Rationale and Research Value
The choice of a qualitative, case-based methodology proved valuable in extracting detailed staff insights that quantitative models often overlook. The semi-structured questions helped participants share their detailed feelings about being involved, motivated and fair. Thanks to this approach, we were able to spot the problems within departments and how they affect the quality of our services. According to Alabood et al. (2023), embracing more qualitative and design methods is needed to move beyond the main use of quantitative research in media engagement. It supports the reason for this study: to understand hospitality, it takes depth, context and the perspectives of people close to the guest experience. The research’s approach allows it to make important contributions to both research and practical management in the hotel sector.
[bookmark: _heading=h.kmaw9r3bvheo]4.2.7 Acknowledging Limitations
At the same time, there are some limitations to this research. First, it only covers one case, so it can’t be generalised easily. The findings can be useful only for small hotels in similar regions and cultures. Second, the study included only four employees since it aimed to look closely at a few cases and not to represent everyone. Extending the research to include kitchen workers and senior managers could have added more to the study. Both the researcher and the participants may be biassed since the researcher once worked at Coldra Court. Even though the research team tried to stay neutral by using different methods, it is not easy to be completely objective in this kind of research. As a result, the study only provides a quick look at current practices, not how they have or will change over time.
[bookmark: _heading=h.osru5by9v41u]4.2.8 Critical Areas for Operational Improvement
The research has identified several areas critical to the future success of Coldra Court Hotel:
· Formalising Engagement Practices: Several important points about the future success of Coldra Court Hotel have been highlighted through the research.
· Cross-Departmental Equality: Moving from informal ways of recognising and communicating to well-structured engagement programmes will guarantee that efforts remain consistent and accountable.
· Managerial Training: Giving equal chances for recognition, learning and participation to every employee will help to close any gaps in morale and improve teamwork.
· Staff Feedback Systems: Giving staff a chance to share their opinions using regular surveys or forums ensures transparency and encourages the organisation to keep improving.
· Role-Based Development Plans: Mapping career paths for different jobs, making sure there is clear progression, will inspire employees and lower the risk of them leaving.
Implementing these measures could improve the mood of employees, lower staff turnover and help the hotel stand out in the region as both an excellent employer and a top service provider.
[bookmark: _heading=h.2yjvyl8cnfjm]4.2.9 Conclusion of Discussion
This discussion has critically interpreted the research findings in light of the literature and This discussion has looked closely at the research results, compared them to literature and judged their importance to Coldra Court Hotel’s operations. According to the results, employee engagement should be treated as a basic priority in running a hospitality business, rather than just a nice-to-have. When people in the service industry are appreciated, trained well and included, they give service that shows their commitment, consistency and concern.
Using the views of Byrne (2022), Vrontis et al. (2022), Riyanto et al. (2021) and Wu et al. (2021), this study explores the many aspects of engagement’s influence. The research closes a gap in hospitality literature by looking at a mid-sized hotel from a regional area and using qualitative methods to hear directly from employees.
To sum up, this section gives a detailed analysis that resolves the research objectives and also provides Coldra Court Hotel with suggestions to improve their staff’s engagement and satisfaction with guests.
[bookmark: _heading=h.nf9uh4x7vute]Chapter 5: Conclusion and Recommendations
5.1 Conclusion
This study aimed to examine employee engagement strategies on service quality in the Coldra Court Hotel, Newport. In an industry where customer satisfaction is directly linked to the performance of its employees, the importance of employee engagement cannot be stressed enough. Drawing on a qualitative case study methodology, based on semi-structured interviews, the research generated a rich understanding of how staff feel about engagement and how it impacts how they deliver high-quality service.
5.1.1 Summary of Key Findings
The most significant of these discoveries is that engaged employees are more motivated, responsive and in tune with service excellence, thus yielding better customer experiences. Workers repeated the sentiment that when they feel valued and appreciated by their superiors, they are more likely to go above and beyond. Key themes came out as recognition, communication, autonomy and developmental options. In addition, there is the fact that employee engagement and service quality, as staff see it, are directly connected. Respondents said that motivation played a large role in how they engaged with visitors, including empathy, responsiveness, and reliability, which correspond to the main factors of the SERVQUAL model.
These dimensions resurfaced in the language employees used to describe guest satisfaction, most notably in their reference to prompt response to guest requests, friendly behaviour and maintaining high standards of service. In addition, the research indicates that authenticity and transparency are most important to employees when feedback systems are at work. Employees were more committed to their jobs when they were frequently asked for their input into operational decisions and felt that their say mattered. On the contrary, wherever people who saw the style of governance as still very top-down, under-involved employees were, in some incidents, less engaged in their workplaces and unhappy.
In training terms, the study found that formal learning/development opportunities assisted in enhancing employee confidence and competence, particularly among new/junior staff. This translated into heightened service expectations and customer interaction resolution capability. However, training varied greatly between departments and many staff did not feel adequately prepared in key areas of service.
5.1.2 Theoretical Reflections
These results correspond to several known theoretical viewpoints. Kahn’s (1990) model of psychological involvement, due to its focus on meaningfulness, emotional safety and the personal availability of the individual, was especially pertinent; participants described their experiences of involvement in terms of these same conditions being present or absent conditions that Kahn believed to be critical. When those components were there, the staff were more attached to their jobs and the values of the hotel. This study's findings were also reflected by the framework, where engagement is a contrast to burnout. The overworked, underappreciated workers were working with were showing signs of disengagement, low morale and even absenteeism, known correlates of emotional exhaustion and depersonalization. The reciprocity found between staff was further explained by social exchange theory. It appeared to them that there was the possibility of reciprocation and that the hotel was prepared to ‘give back’ to them if they were valued as an exchange of goodwill, a psychological contract based on respect and acknowledgement.
5.1.3 Organisational Impact and Strategic Relevance
Organizationally, the research results have direct implications for Coldra Court Hotel for the strategic HR best practices. Train them with gamification to go the Extra Mile. Engaged staff will not only deliver better service, but they will also contribute to reduced staff turnover and reduction in expensive training costs, as well as fewer customer complaints, all hot topics in hospitality. Elevated engagement rates lead to better guest satisfaction, which helps drive customer retention and brand loyalty. The data collected indicates that Coldra Court Hotel has some engagement initiatives in operation in terms of informal recognition, performance feedback and opportunities to cross-train, but there is no formalisation of these processes, nor is there consistency between departments.
That discrepancy in application of engagement measures can result in misalignment of kit services, with some teams on fire to personalise and some teams feeling like they are well-performing teams but not meeting the guests' expectations. Additionally, this research emphasised the role of leadership and communication style in framing engagement. They liked managers who were visible, accessible and interested in helping them progress. These results highlight the necessity of training hotel managers in emotional intelligence, team cohesion and inclusive communication skills.
5.1.4 Limitations of the Research
The study provides useful information, but has some limitations. It is also case study-oriented and so context-dependent. The results can not necessarily be read as representative and generalised, from other hotels and the other conditions that apply to other hotel chains, hospitality organisations and hotel customers, in another country. There were also some limitations, such as a small sample size (but acceptable in qualitative studies). A more heterogeneous population, with back office and senior support, would have provided additional data depth and perspective. Finally, the interpretivist nature of the qualitative research that by its very nature. Every attempt was made to maintain the objectivity and transparency of the findings through triangulation and thematic analysis; however, it is always possible for subjective researcher bias to shape the results.
5.1.5 Contributions to Practice and Knowledge
Despite the limitations, the study offers a valuable contribution to both theoretical and practical understanding of engagement in hospitality. It supports the theoretical association between engagement and service quality and provides service quality empirical evidence from frontline employees who are under-represented in strategic HR research. In terms of managerial implications, the results of this study offer a prescription for improving the level of employee engagement in Coldra Court Hotel, which in turn will lead to customer satisfaction. Whether it’s upping communication or investing in staff development and formalising recognition programmes, the research highlights unmistakable, actionable priorities. In addition, the research shows the benefit of involving employees in the development of operational strategies. This process of engagement not only has morale-boosting effects but also ensures that engagement efforts are based on real needs and lived realities.
5.1.6 Final Thoughts
This study highlights the importance of employee engagement in providing consistent service quality in the tourism and hospitality sector. The opportunity for Coldra Court Hotel to enhance guest satisfaction and operational performance is to better connect with its most valuable asset, its workforce. Through employee listening and growing, along with building a culture of respect for each other, the hotel can build strong internal service quality necessary to become the hotel of choice for both staff and guests. The focus now is on converting these lessons into tangible, sustainable approaches, the thrust of the next part of this report.
[bookmark: _heading=h.ib1qominlget]Recommendation
Addressing issues of staff engagement, communication challenges, training gaps and problems with leadership, the hotel’s research and actual experiences guide managers toward better service and higher performance.(Cottrell, 2014).
Enhancing Employee Engagement for Operational Excellence in Hospitality
Engaged employees are important for the success of companies in the hospitality industry. According to a study by Harter (2022), highly engaged employees are 21% more productive and help their organisations earn 22% more profits. Because the hospitality industry in the UK employs more than 3.2 million workers, it is important to engage employees to ensure the company can continue operating (UKHospitality, 2025). The report uses experience from Coldra Court Hotel to recommend ways to improve how the hotel operates and the quality of services by increasing employee engagement.
Establish a Structured Employee Engagement Framework
Consistency among departments and low staff turnover rely on having a good employee engagement framework. The study done by the CIPD in 2024 revealed that organizations that focus on engagement have 25% less staff turnover. Just like many hotels, Coldra Court Hotel sees differences in how engaged employees are. Some important steps are choosing departmental leaders, holding monthly meetings and having consistent onboarding to help integration. A study done by Hilton Hotels (Storeys From Hilton, 2025) revealed that having structured engagement programmes leads to 17% better customer satisfaction, pointing to their contribution to better service.
Improve Internal Communication and Feedback Loops
Lack of clear and effective communication within a company can lead to reduced operations, no accountability and less engagement among employees. McKinsey & Company (2025) states that companies with effective communication strategies are more than three times as likely to outdo their competition. Coldra Court Hotel can increase engagement by introducing two-way communication, including daily briefings, an anonymous survey every quarter and regular reports of improvements made based on guest feedback. A study by Marriott International (2023) proved that using clear and well-structured procedures for communication increased the efficiency of service and made employees happier.
Strengthen Recognition and Reward Systems
Being acknowledged for their efforts is important for employees’ engagement and makes them feel better. The same source states that employees stay committed to their workplace for a longer period when they receive regular recognition. To involve guests more, Coldra Court Hotel should launch “Star of the Month” awards and service milestone rewards and give out handwritten notes or small gifts on the spot when someone goes above the usual level of service. Introducing its bonus scheme, Pret A Manger in the UK was able to recognise employees’ efforts immediately which resulted in a 35% decrease in staff turnover (Pret, 2025).
Expand Training and Development Opportunities
The lack of equal access to education is still a significant problem (Seyyed-Kalantari et al., 2021). Recently, front-of-house workers were able to update their skills, but some housekeeping staff were not well-prepared which hurt the quality of services. Coldra Court Hotel ought to provide training programmes that focus on job-related roles, compulsory teamwork, solving disagreements and leadership skills to advance their staff’s careers. Because of Premier Inn’s more extensive training programs in the UK, customer service ratings increased by 30% and employee retention improved as well (Premier Inn, 2025) which underlines the success of extensive development strategies.
Introduce Career Development Pathways
Career growth is seen by many experts as a major factor in employee engagement, yet it is usually ignored (Shaukat, 2022). There were some concerns among staff at Coldra Court Hotel regarding their professional development which made them less engaged and confused about their futures. The hotel should ensure that career progress is clear and open with annual reviews, maps to highlight their system and support for certification courses. Accor Hotels introduced the same ideas and it led to fewer staff members leaving their jobs at properties in Europe (Accor, 2025). Because of these strategies, employees feel appreciated, inspired and sure about their path in the organisation.
Promote Inclusive Leadership and Managerial Accountability
Staff engagement is shaped largely by a manager’s actions and showing empathy helps maintain a supportive atmosphere in the workplace. Under the direction of supervisors who communicated well, workers at Coldra Court Hotel experienced more motivation which shows that effective leadership training is needed. Managers' performance should also be evaluated by using managerial engagement metrics and by running reverse mentoring programmes so junior employees can offer useful feedback. The survey of UK companies by Best Places to Work showed that employee satisfaction went up by 48% among those who valued inclusive leadership (Clark, 2021), proving the importance of strong and inclusive management.
Use Data to Monitor Engagement Impact
Progress can be maintained by monitoring employee engagement using indicators like how often employees are absent, the turnover rate and how customers feel about the service. With internal engagement dashboards, we can keep track of how the workforce is doing and annual culture audits allow for further progress. Also, exploring the relationship between guest reviews and staff motivation will show how it influences the provided service. As engagement was monitored, IHG saw their customers stay loyal by 15% and kept their staff by 12% longer, confirming that an effective engagement evaluation system brings clear gains.
Applying these tactics, Coldra Court Hotel can make staff feel more motivated, provide better service and work more efficiently, leading to a workforce that is strong and aims for excellence.
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