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The overall aim of this study is to analyse factors that affects front of house employee motivation in the cruise industry and hotel sector.
Chapter 1 introduced the research by providing background information of the hotel sector and cruise industry, as well as employee motivation. Research aims, objectives and research question are identified within this chapter.
Chapter 3 critically reviews and comments on the motivational theories, empowerment, job satisfaction and current research on motivation in the cruise industry and hotel sector. 
Chapter 3 provides an outline of the research process, and illustrates procedures undertaken to achieve research objectives. The chapter explains the design, main research methods, data collection and data analysis in this study.
Chapter 4 presents and evaluates results of primary research collected. The findings of this chapter are divided into four themes which arose from the secondary data. 
Chapter 5 concludes the discussion of the overall results of data analysis in Chapter 4, and compares and contrasts the differences between primary research obtained and secondary research undertaken. This chapter also looks at any limitations of the study and summarises opportunities for further research. 
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introduction
1.1 [bookmark: _Toc513131379][bookmark: _Toc513137066][bookmark: _Toc513137160][bookmark: _Toc513212680]Background

In 2017, World Travel and Tourism Council (2017) reported that the Travel and Tourism industry contribution to the global GDP grew by 3.1% in 2016, which shows that this industry outperformed the global economy with 0.6%. The employment in the TT industry grew by 1.8%, meaning that almost 2 million net additional jobs were generated directly by the sector, and approximately 6 million new jobs were created as a result of total direct, indirect and induced activity (WTTC, 2017). The TT industry is seen as a key sector for economic development and job creation. Further, WTTC (2017) stated that the global TT industry contributes to a total of 292 million jobs worldwide, and over the next 10 years it will support 23% of new jobs created. 
Employees can be seen as the significant driving force of any organisation, and they give endless effort to put organisations decision into action. Conventional theorists of motivation often suggest that employees tend to be motivated with the intention of fulfilling their unsatisfied needs (Maslow, 1954), however, the more contemporary theorists does not only focus on the need-based concept of motivation, but on the long term goal and employee values (Simons and Enz, 2006). On the contrary, both theories of motivation recognise the importance of motivation in the workplace. Petcharak (2002) stated that the hotel industry is an important of the tourism industry worldwide and its employees play a vital role in delivering a certain standard of service. It was also noted that the individual motivational constructs of a hospitality employee play a noteworthy role in attaining high satisfaction amongst hotel guests. Cheng (1995) reported that it is a challenge for management in the hotel sector to motivate their employees to stay in the job and to offer the effective, yet good service their guests expect. Alongside the continuous increase of the TT industry, cruising is gaining a significant importance as one of the fastest developing sector within this industry (Veronneau and Roy, 2009). The ongoing expansion of the cruise industry has led to a range of jobs for employees with different abilities, experiences and backgrounds, and the cruise lines depend on their employees to perform at levels that positively affects the organisation (Sehkaran and Sevcikova, 2011). Therefore, it is those highly motivated CSE that is a contributing factor in providing outstanding service and the success of the company (Sehkaran and Sevcikova, 2011). 

1.2 [bookmark: _Toc513131380][bookmark: _Toc513137067][bookmark: _Toc513137161][bookmark: _Toc513212681]Rationale
Drucker (2006) stated that the most valued assets of the 21st century is knowledgeable workers and their productivity. Therefore, in a society that changes rapidly, knowledge is vital to its development. The researcher has previous experience in working on cruise ships, and this is one of the main reasons for wanting to investigate employee motivation further. There has been produced a limited amount of research that focus on the difference in front of house employee motivation in ocean-based hotels and land-based hotels. The researcher saw this as a major gap in today’s competitive environment and human resource management is vital to the success of any organisation, and a significant resource to be cultivated and managed as a strategy that is required, yet, Crabtree (2013) reported that Gallup conducted a 142-country study on the State of the Global Workplace and it showed that only 13% of employees worldwide are engaged at work which shows that there is a lack of motivation around the globe. 








1.3 [bookmark: _Toc513131381][bookmark: _Toc513137068][bookmark: _Toc513137162][bookmark: _Toc513212682]Aims and Objectives

The overall aim of this study is to analyse factors that affects front of house employee motivation in the cruise industry and hotel sector, and the objectives of this research can therefore be summarized as:
A. To review and critically evaluate basic theories on motivation and the more modern approaches to increase employee motivation
B. To gather information and analyse the different motivational factors affecting employee motivation in the cruise industry and hotels sector
C. Provide strategic recommendations on how to improve employee motivation within both sectors
The study looks to answer the following primary research question;
· Is there a significant difference in factors affecting employee motivation in the cruise industry and hotel sector, and can they improve? 
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literature review

[bookmark: _Toc513212684]2.1 Introduction

In this chapter, the existing literature will be reviewed, and as noted, this includes the concept of motivation, motivational theories and work motivation in the hospitality industry, with a focus on the cruise industry and hotel sector, as well as peer reviewed journal articles and previous studies on motivation in the hospitality industry. 
The aim of this study is to investigate the factors that affects employee motivation in the cruise industry and the hotel sector, and it will be achieved by addressing the following objectives;
A. To review and critically evaluate basic theories on motivation and the more modern approaches to increase employee motivation
B. To gather information and analyse the different motivational factors affecting employee motivation in the cruise industry and hotel sector
C. Provide strategic recommendations on how to improve employee motivation within both sectors
The study looks to answer the following primary research question;
· Is there a significant difference in factors affecting employee motivation in the cruise industry and hotel sector, and can they improve? 




[bookmark: _Toc513131384][bookmark: _Toc513137071][bookmark: _Toc513137165][bookmark: _Toc513212685]2.2 The Concept of Motivation
There have been many diverse definitions of what motivation is in the literature, and Vroom (1964) described motivation as a process of regulatory choice so that an ideal incentive is received. Conversely, Berelson and Steiner (1964:240) defined motivation as “all those inner striving conditions described as wishes, desires, drivers etc. It is an inner state that activates or moves.”
Mullins (2016) stated that the fundamental concept of motivation is a driving force within individuals by which they attempt to achieve a goal to accomplish a need of expectation. Achieving the goal ultimately satisfies the need and thereby reduces the tension, as stated by Robbins (1998)
Organisations are becoming more complex and heavily dependent on HR, and several authors (Homans, 1950) discussed the social concepts of motivation and showed that people often resist being put in competitive position with other employees. This particular issue was also illustrated in the Hawthorne Studies conducted by Elton Mayo (1933), which dramatically drew attention to the fact that the need of being accepted and liked by ones colleagues was possibly more important than the monetary incentives offered. Teng (2000) stated that one of the consequences of addressing the social concept of motivation often leads to improved workers’ morale. 









[bookmark: _Toc513131385][bookmark: _Toc513137072][bookmark: _Toc513137166][bookmark: _Toc513212686]2.2.1 Factors Enhancing Employee Motivation

The most established explanations of motivational theory include Maslow’s Hierarchy of Needs (1943), Herzberg’s Two-Factor Theory (1974), Alderfer’s modified need hierarchy theory (1969) and expectancy theories proposed by Vroom (1964) and Porter and Lawler (1975). Mullins (2002) suggested a three-fold classification for reviewing motivation to work by drawing together the different motivational theories. These included economic rewards, intrinsic satisfaction and social relationships. Economic rewards comprise the pay and fringe benefits, which can satisfy a variety of needs including basic needs for survival, as well as a need for self-esteem and status (Armstrong, 2006). Economic rewards have significant motivating power as they symbolise many intangible goals and the satisfaction of needs at different levels of the hierarchy (Torrington et al., 2005). However, within the academic literature, there is controversy about the strength and effectiveness of money as a motivator (Henderson et al., 2003). Abadi et al (2011) stated that money is the fundamental inducement, and no other incentive or motivational technique comes close to it with respect to its influential value, however, Turkyil et al (2011) said that the desire for promotion is generally strong amongst employees as it involves a change in job content, pay, responsibility, independence and status. Other factors enhancing employees’ motivation includes recognition. Kalimullah et al (2010) reported that rewards and recognition were essential factors in enhancing job satisfaction and work motivation which is directly associated to organisational achievement (Jun et al., 2006). As well as the above mentioned factors that affects employee motivation at work, Pocock (2006) considered meaningful work as a very important factor within intrinsic employee motivation. Meaningful work is an emerging factor for valued outcomes of organisations. It is an important issue and is valuable for both the employee and the employer. There are arguably other factors rather than money which an employee may want to share with their community and home members, and Njambi (2014) stated that the sense of achievement, feeling of accomplishment and empowerment was two of these factors. 



[bookmark: _Toc513131386][bookmark: _Toc513137073][bookmark: _Toc513137167][bookmark: _Toc513212687]2.2.2 Empowerment and Organisational Performance

Forrester (2000:67) defined empowerment as “the freedom and ability to make decisions and commitments” , which was supported by Dobre (2013) who stated that employees who are given the authority and freedom to make decisions are encouraged to discover and use their full potential. It can therefore be argued that employee empowerment and involvement are two aspects that should not go unnoticed as it increases commitment and understanding. Gaudreau and Blanchard (2012) indicated that a feeling of being involved and empowerment have a significant positive relationship to employee motivation and performance, and when employees are delegated power for decision making, and being trusted by their line manager, they will ultimately be more motivation and therefore perform higher in their work.
Karatepe (2013) reported that training, empowerment and rewards are significant to FOH employments and are vital to organisational success in the hospitality industry. FOH Employees should obtain technical and interpersonal skills to have knowledge about the service delivery procedure and how to deal with customer requests and complaints, however, Yavas et al (2010) stated that there is a lack of ongoing and effective training programs in the hospitality industry which leads to a pool of employees who do not contain the necessary skills. It was later stated by Yavas et al (2010) that by empowering employees without training programs would not produce the intended outcomes, or training employees without empowerment for effective complaint management would be seen as impractical. Empowered FOH Employees can fulfil their duties, use their creative individual judgement, and deliver quick and fair replies to complaining guests and cruise ship passengers. 







[bookmark: _Toc513131387][bookmark: _Toc513137074][bookmark: _Toc513137168][bookmark: _Toc513212688]2.2.3 Intrinsic and Extrinsic Motivation

Reiss (2012:152) defined intrinsic motivation as “doing something for its own sake”, whereas extrinsic motivation often refers to the pursuit of an instrumental goal. DeCharms (1968) in Ryan and Deci (2000) stated that extrinsic motivation is typically characterised as a pale and impoverished form of motivation that contrasts with intrinsic motivation. Intrinsic motivation comprises the ego-motives, such as; curiosity, competence, autonomy and play, whilst extrinsic motivation entails the Hull-Spence drives of hunger, thirst, sex, pain and anxiety avoidance (Reiss, 2012). Ryan and Deci (2000) stated that all human motivation initially arises from an intrinsic source, and the extrinsic motivation arises from the pursuit of the intrinsically valued goal it produces. 
The distinction between intrinsic and extrinsic motivation implies that many important human motives can be divided into two kinds, also called Hull’s drives and non-drives (Ryan and Deci, 2000), however, they also argued that the distinction between intrinsic and extrinsic motivation could be invalid as motives can’t be divided into only two categories. 













[bookmark: _Toc513131388][bookmark: _Toc513137075][bookmark: _Toc513137169][bookmark: _Toc513212689]2.3 Work Motivation and Organisational Consequences
[bookmark: _Toc513131389][bookmark: _Toc513137076][bookmark: _Toc513137170][bookmark: _Toc513212690]2.3.1 Work Motivation and Job Performance

Performance of the employee is considered as what an employee does and what he does not do (Shahzadi et al., 2014). Employee performance involves quality and quantity of output, presence at work, accommodative and helpful nature and timeliness of output (Shahzadi et al., 2014). According to the results of the study conducted by Yang (2008) on individual performance, performance of the individuals cannot be verified. Correspondingly, he asserts that organisations can use direct bonuses and rewards based on individual performance if employee performance is evident. Azar and Shafighi (2013) stated that employee performance is influenced by motivation because if employees are motivated then they will do work with more effort and by which performance will ultimately improve. Basset-Jones and Lloyd (2005) supported Azar and Shafighi (2013) and said that it is an unquestionable link that exists among employee motivation and their satisfaction with the job. Miller (2002) suggested that conceptual evidence put forward the premise that motivated employees are more likely to be innovative and high performers in the work place, whilst Tyagi (1985) stated that empirical evidence reveals that intrinsic motivation positively influenced work performance. Furthermore, several researchers have empirically recognised the Work Motivation-Job Performance Link (Vansteenkiste et al., 2004). Arnolds and Boshoff (2002) reported that several aspects of needs satisfaction exert a significant positive influence on job performance. In similar manner, several scholars (Hong et al, 1995), have proposed positive relationships between low or higher order needs and job performance of FOH employees.







[bookmark: _Toc513131390][bookmark: _Toc513137077][bookmark: _Toc513137171][bookmark: _Toc513212691]2.3.2 Work Motivation and Employee Turnover
Frank et al (2004) stated that employee turnover is often used to describe the unplanned loss of workers who voluntarily leave and whom employers would prefer to keep. 
Employee turnover in the hospitality industry has gained increasing reputation as a critical issue that must be addressed and properly managed (Hinkin and Tracey, 2000). Hospitality managers have observed employee turnover as a negative factor affecting the profitability of their operations, as well as service quality and employee morale (Riley, 1993). Cheng and Brown (1998) stated that the hotel industry is characterised by excessive turnover rates, and the costs of turnovers in recruitment and training of additional staff, overtime payments to existing staff to alleviate shortages and disrupted service, increased turnover among remaining staff who feel pressured and overworked (Frank et al., 2004). FOH Employees are often underpaid, usually work long hours with irregular schedules, and carry heavy workloads (Babin and Boles, 1998). O’Leary and Deegan (2005) reported that work-life conflict has also been related with the high employee turnover rate in the hospitality industry, and the hospitality industry however, is more associated with poor work-life balance than other industries. FOH Employees also often receive incompatible demands from co-workers, managers and customers and lack specific information to perform their job-related tasks effectively (Singh, 2000). Such job demands, coupled with insufficient job resources including low levels of training and supervisory support, low pay, and lack of empowerment and rewards (Yavas et al., 2004) deplete employees’ energy and mental resources and lead to emotional exhaustion. Research conducted by Ito and Brotheridge (2005), which included 600 full-time employees in the prairie region of the Canadian Federal Civil Services, showed that job demands and job resources, besides affecting emotional exhaustion, are closely related to employees’ turnover intentions. Combs et al (2006) stated that a combined presence of training, empowerment and rewards would create cooperation in the organisation, trigger employee engagement and lead to retention of employees in the hospitality industry (Wall and Wood, 2005). 




[bookmark: _Toc513131391][bookmark: _Toc513137078][bookmark: _Toc513137172][bookmark: _Toc513212692]2.4 Motivational Theories
The study of motivation has shaped two major theoretical bodies of knowledge appropriate to the design of employee motivation programs; content theories and process theories. The content theories mainly focus on the factors within a person that energise, direct, sustain and stop behaviour (Stotz, 2017). Content theories look at the precise needs that motivate people. Content theorists includes; Maslow, Alderfer, Herzberg and McClelland. Conversely, process theories provides a description and analysis of how behaviour is energised, directed, sustained and stopped (Stotz, 2017). There are four process theories that are predominant, these include; reinforcement, expectancy, equity and goal setting. This literature review will focus on expectancy theory and equity theory as this is seen to be linked more closely to employee motivation in the hospitality industry. 

[bookmark: _Toc513131392][bookmark: _Toc513137079][bookmark: _Toc513137173][bookmark: _Toc513212693]2.4.1 Content Theories
[bookmark: _Toc513131393][bookmark: _Toc513137080]2.4.1.1 Maslow’s Hierarchy of Needs
In 1954 Maslow created the most well-known model of the variation in motivation across time. He congregated needs into a hierarchy of five stages, where he called the first two stages for primary needs which was concerned with a humans basic physical necessities to sustain life (Weightman, 2004). The last three stages he called secondary needs, which are learned needs. These are psychological needs that come into play only when the primary needs are fully satisfied (Maslow, 1954). Hollyforde and Whiddett (2002) stated that the psychological and safety needs are considered to be the basic lower-order needs, but they are also needs that tend to be met through external inputs which includes food and drink. However, putting these psychological and safety needs in a work context; pay, job security and other external elements of the job will affect these lower needs. 
Throughout the years, this theory of motivation have attracted criticism concerning its principle that people work on satisfying needs at a higher level only once the lower-level needs have been met. Wahba and Bridwell (1976) stated that the major problem with Maslow’s Hierarchy of Needs is how to measure the needs, both in terms of how strongly they are felt and how someone knows they have been met. Other challenging aspects of this theory are how to categorise certain needs and whether the order of the hierarchy itself is correct. Weightman (2004) said that it is difficult to apply Maslow’s approach to motivation at work as many needs will not be the same for each individual, even where they have the same desires, as some people will be meeting their needs outside of work and other individuals will be trying to meet a lot of their desires at work. However, recognition of some sort of hierarchy may help managers understand that issues at a lower level in the hierarchy may well reduce the motivational effects of anything higher up, and that what motivates a person on one day may change if his or her circumstances change (Hollyforde and Whiddett, 2002).
[image: ]
[bookmark: _Toc513131558]Figure 1 - An Interpretation of Maslow's Hierarchy of Needs











[bookmark: _Toc513131394][bookmark: _Toc513137081]2.4.1.2 Herzberg’s Two-Factor Theory
Herzberg developed Maslow’s Hierarchy of Needs model with a reference to people at work, which Maslow was criticised for not including by Wahba and Bridwill (1976). Herzberg described the lower-order needs as having a potential to dissatisfy if they are not met, however, once they are met some of them will not increase motivation (Weightman, 2004). Herzberg called these the hygiene factors. In contrast to the hygiene factors are the satisfiers, where people will work for these factors and want more of them. Herzberg (1968) argued that these satisfiers tend to be intrinsic to the person. Leigh and Brown (1996) carried out a survey in the work place which was similar to Herzberg’s theory, but not identical to his hygiene factors and satisfiers. This survey showed that people tend to work harder of the following job features were in place; support, role clarity, recognition, self-expression, contribution and challenge.
[image: ]
[bookmark: _Toc513131552]Table 1 - An Interpretation of Herzberg's Two-Factor Theory
Herzberg (2003) included pay and working conditions amongst the hygiene factors that can invalidate the motivating effects of satisfiers such as promotion prospects, recognition, and personal growth. According to Hoel and Einarsen (2003), British male hospitality workers earn less than half of the national industry average for men. Working conditions are difficult, mainly because of the hours needed to work, and Presbury et al (2005) stated that supervisors and managers are often inadequately skilled. The poor pay and working conditions experienced in many hospitality workplaces suggests employees are unlikely to find their work satisfying, leading them to consider alternative employment (Poulston, 2009). Supervision, relationships with supervisors, working conditions and pay are all identified by Herzberg as factors that can cause extreme dissatisfaction (Herzberg, 2003).
The Two-Factor Theory has attracted a lot of attention and criticism has been put forward regarding the distinction between motivators and hygiene factors (Lundberg et al., 2009). For example, the Two-Factor Theory claims that job content or job enrichment by for example responsibility, achievement, recognition and advancement is the only way to increase work motivation (Parsons and Broadbride, 2006), however, Pinder (1998) claimed that the hygiene factors may also act as motivators. In addition, it has been criticised for not taking individual differences of needs and values into account when explaining work motivation (Tietjen and Myers, 1998). Regardless of the criticism this theory have received, Furnham et al (1999) stated the theory and its applications remain influential within the domain of organisational theory. 

[bookmark: _Toc513131395][bookmark: _Toc513137082]2.4.1.3 ERG Theory
Alongside Herzberg, Alderfer (1967, 1969) attempted to address the limitations in Maslow’s Hierarchy of Needs Theory by aligning the needs hierarchy with empirical research (Robbins, 1998). According to Alderfer (1969), man is motivated by three groups of core needs, namely existence, relatedness and growth needs. The existence needs, Alderfer (1967) said included the human basic needs necessary for existence. The relatedness needs refer to man’s desire to maintain important interpersonal relationships. The growth needs represents man’s desire for personal development and self-actualisation. 
Arnolds and Boshoff (2002) examined the effect of need satisfaction on esteem and job performance intention based on Alderfer’s ERG Theory through surveying executive and frontline employees. They received 517 responses from 2,500 mailed surveys. According to Caulton (2012), the results confirmed that “esteem as a personality variable exerts a significant influence on the job performance of both top managers and frontline employees” (Arnolds and Boshoff, 2002:697). 
It has been reported by Icancevich and Matteson (1999) that this theory has not stimulated a great deal of research, however, it is regarded as a more valid version of the need hierarchy (Robbins, 1998), and has encouraged more support from contemporary researchers as far as motivation in the work situation is concerned (Luthans, 1998). According to Arnolds and Boshoff (2002), one of the main strengths of Alderfer’s theory is the job-specific nature of its focus, and specific reference is made to pay fringe benefits, relatedness needs from colleagues and superiors and growth need satisfaction at work. 
[image: ]
[bookmark: _Toc513131553]Table 2 - An Interpretation of the concept of ERG Theory

[bookmark: _Toc513131396][bookmark: _Toc513137083][bookmark: _Toc513137174][bookmark: _Toc513212694]2.4.2 Process theories
Mullins and Christy (2016) stated that process theories of motivation can be seen as extrinsic theories as these theories are more concerned with the actual process of motivation and how behaviour is originated, directed and sustained compared to content theories which focused on identifying factors associated with motivation.
[bookmark: _Toc513131397][bookmark: _Toc513137084]2.4.2.1 Expectancy theory
Vroom (1964) suggested that people deliberately choose particular courses of action, based upon perceptions, attitudes, and beliefs, as a consequence of their desires to enhance pleasure and avoid pain (Isaac et al., 2001). Shamir (1990) also proposed that motivational theories that are based upon the idea of extrinsic motivation assume that followers make conscious choices to maximise self-interests. Fudge and Schlacter (1999) stated that expectancy theory is classified as a process theory of motivation because it highlights individual perceptions of the environment and subsequent interactions arising as a consequence of personal expectations. Expectancy theory mainly relies upon the extrinsic motivators to explain causes for behaviours demonstrated in the workplace (Leonard et al., 1999).  Vroom’s (1964) expectancy theory was based on three key variables; expectancy, instrumentality and valence (Mullins and Christy, 2016). 
Figure 2 describes the expectancy theory model. In principle, the model suggests that the individual feels more motivated when these three conditions are perceived (Isaac et al., 2001); the personal expenditure of effort will result in acceptable level of performance, the performance level attained will result in a specific outcome for the person, and the outcome attained is personally valued. 
[image: ]
[bookmark: _Toc513131559]Figure 2 – Description of Expectancy Theory Model (Isaac et al., 2001)
Isaac et al (2001) stated that the motivational state of an individual performing a particular task should be demonstrated by using the following formula where E represents expectancy, I represents instrumentality and V represents valence.
M = E x I x V
Porter and Lawler (1968) developed and expanded Vroom’s initial expectancy theory, whereas Porter and Lawler’s revised theory goes beyond motivational force and considers performance as a whole (Mullins and Christy, 2016). Figure 3 shows the complete model of the motivational process that built on Vroom’s work. Linstead et al (2009) stated that the process itself consists of effort, performance and reward, which is differentiated into intrinsic or extrinsic that syndicate and produce satisfaction. This model has been criticised for trying to capture too many variables in the process and failing to provide clear guidance for managerial action (Linstead et al, 2009).
[image: ]
[bookmark: _Toc513131560]Figure 3 – Comprehensive Model of Porter and lawler’s Developed Expectancy Theory (Linstead et al., 2009)

[bookmark: _Toc513131398][bookmark: _Toc513137085]2.4.2.2 Equity Theory
Equity Theory is based on the premise that when people enter into an exchange with others, they are likely to compare their situation to that of others around them (Hollyforde and Whiddett, 2002). Vecchio (2000) reported that the equity theory assumed that people strive to restore equity if a feeling of imbalance exists. In a work setting, inputs are what people bring to, or put in to, a job. On the contrary, the outputs are often the rewards and recognition people get as a result of their inputs. Goodman (1977) stated that this is often interpreted positivistic within work organisations as it associates an employees’ effort or performance and the pay received. It can be argued that employees who contribute more to the overall success of the organisation should receive a higher amount of the rewards the organisation has to offer. Steers et al (1996) suggested that individual expectations about fair correlations between these inputs and outputs are often learned during the process of socialisation and through comparing inputs and outputs of others. Please see figure 2.3 for Hollyforde and Whiddett’s (2002) suggested inputs and outputs in the workplace. By receiving comparatively both too much and too little is evaluated as unfair according to the equity theory (Kalpana, 2013), but accordingly, individuals try to reduce the unfairness by altering the inputs and outputs. 
[image: ]
[bookmark: _Toc513131554]Table 3 - Inputs and Outputs In the Workplace (Hollyforde and Whiddett, 2002)
Adams and Freedman (1976) stated that previous research on equity theory was largely concerned with the individual reactions to perceived inequity, however, the instrumental use of inequity in interpersonal relationships have been neglected. Leventhal and Bergman (1969) did present evidence that subjects who were moderately under-rewarded attempted to reduce inequity by taking some of their partners’ money when they were given the opportunity. It was also presented evidence that subjects who were extremely under-rewarded increased the discrepancy between own rewards and those of their partner by increasing the advantage (Steers et al., 1996). 
It was noted by Goodman and Friedman (1971) that predications about employee performance levels was one of the least interesting and useful applications of the theory, and that the effects of perceived inequity on employee motivation and performance levels are often slight and of limited time period. Although this theory may arguably help managers understand that a situation of inequity is likely to motivate people to take action, Hollyforde and Whiddett (2002) stated that this theory relies on negative feelings within the individual and is being used to motivate employees to take action. 





[bookmark: _Toc513131399][bookmark: _Toc513137086][bookmark: _Toc513137175][bookmark: _Toc513212695]2.5 Hospitality Employees and Motivation
Bartol and Martin (1998) considered motivation a powerful tool that reinforces behaviour and triggers the tendency to continue, and employee performance depends on a large number of factors such as; motivation, appraisals, job satisfaction and training and development (Dobre, 2013). Whilst classifying factors that motivate employees, Jones et al (2005) separated them into two groups; external and internal factors. External factors are motivation such as working conditions, wages, company image, job guarantee, promotion, social environment and status (Kingir and Mesci, 2010). The internal factors are briefly defined as providing employee satisfaction over business responsibilities. Moreover, internal factors not only provides employee satisfaction, but also, according to Karatepe and Uludag (2007), ensured career opportunities. 
It was reported by Karatepe (2012) that the priority for hospitality firms is to provide service quality, and Bouranta et al (2009) stated that FOH Employees play the most critical role in this process. However, it is not unexpected that FOH Employees differ from other employees in an organisation. They arguably have boundary-spanning roles, they represent the organisation to its customers and they are expected to improve the image of the organisation (Crick and Spencer, 2011). Bettencourt and Brown (2003) expanded on this and stated that FOH Employees are also an important source of information about customer requests and complaints, and they are also able to provide managers with suggestions concerning improvements for service delivery. 

[bookmark: _Toc513131400][bookmark: _Toc513137087][bookmark: _Toc513137176][bookmark: _Toc513212696]2.5.1 Front of House Employees in Hotels and Cruise Ships 
Vallen and Vallen (2004) defined front office in terms of its role as the main contact point for guests within the hotel, irrespective of hotel type. Commonly, front office can be taken to include those areas of activity which centre on the reception desk and its associated areas where the main focus is on meeting and greeting guests, providing information during their stay and processing their departure, including payment. It can also involve the concierge function (Hay-yan and Baum, 2006). It can be argued that front of house includes the same activities on a sea-based hotel as a land-based hotel. 
Llangco (2017) said that cruise ship workers and cruise ship employment are commonly described in popular literature as the stories of either “perfect workers in a dream job” or “exploited workers on sweatships”, however, these popular representations tend to overlook the complexities of the work and the diversity of individual experiences amongst cruise ship employees. A cruise operation is divided into several departments, similarly to a land-based hotel, however, on a cruise ship these departments are divided into the following; deck, engine, medical, entertainment and hotel departments (Gibson, 2006). Sehkaran and Sevcikova (2011) stated that working in a hotel department on board a cruise ship has intrinsic differences compared to land-based hotel departments. Firstly, their study found that, unlike other service employees who can separate themselves from their place of work after their shift, cruise employees tend to spend their time off duty with colleagues (Dennett et al., 2010). Secondly, cruise lines usually employ workers from numerous nationalities which results in a multicultural environment. Finally, cruise ship employees are in contact with guests for an extended period of time. Unlike conventional hotels where guests tend to wander off doing their own thing, cruise ship passengers are often surrounded and in contact with cruise ship employees (Raub and Streit, 2006).

[bookmark: _Toc513131401][bookmark: _Toc513137088]2.5.1.1 Work-Life Balance
The Work Foundation defined work-life balance as a certain extent to which people can control the time, place and the way they work (The Work Foundation, 2016). On the contrary, Marks and MacDermid (1996) suggested that the balance is of a mixed character that contains individual state on their different life roles, and the co-called balance is a point where different roles coordinates with each other. Similarly to Marks and MacDermid (1996), Kersley (2013) defined the work-life balance as achieving work-life satisfaction with the minimum conflict of different roles, however, it was argued by Collatz and Gudat (2011) that if employees are satisfied with every aspect of their lives, it can arguably mean they have achieved a balance of work and life. Capron (2014) suggested that once one area has no negative impact on another area, the balance between work and life is realized. 
The study of Sehkaran and Sevcikova (2011) brought to light of day that special attention must be directed towards understanding the motivation of employees on cruise ships, since it is of great importance for providing high-quality services. However, to achieve motivation of employees on cruise ships it must be understood, as Matuszewski and Blenkinsopp (2011) noticed, the specific nature of the social community between employees on a cruise ship that is an extremely challenging environment for new employees, primarily because of no separation of the private and working parts of life in the isolated environment of cruise ships.
Ernst & Young Global Limited’s (2015) study on work-life challenges across generations showed that one-third of full-time workers said that managing work-life has become more difficult in the last five years, and three out of the top six factors to why full-time employees quit their jobs globally is due to work-life management challenges. Please see figure 2.4 for countries and generations who found managing work and life more difficult.
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[bookmark: _Toc513131561]Figure 4 – Managing work/family/personal responsibilities by Generation and Country (EY, 2015)
CIPD (2016) suggested that flexible working can bring benefits to both organisation and individual, and can improve the work-life balance. However, this viewpoint is generally not accepted, for example, Cannizzo and Osbaldiston (2016) tested the relationship between flexible working hours and work life balance and did not find any significant correlation between the two. Jolly et al (2017) stated that manager support and organisational culture support can benefit in reducing an individuals’ work-life conflict. Alongside this, Jyrkinen et al (2014) suggested that when organisations implement ‘family friendly’ policies, it may arguably help improve work-life balance and job satisfaction. 





[bookmark: _Toc513131402][bookmark: _Toc513137089]2.5.1.2 Working Conditions
Although numerous studies discussed the links between pay (Milman, 2002), working conditions (DiPietro and Condly, 2007) and turnover, Milman found working conditions to be the most significant influence. Working conditions are an important aspect to consider regarding work experiences on board a cruise ship. Nevins (2008) reported that cruise ship employees must work 100 hours a week, with no days off and low payment rates. Conversely, hotel employees work less hours per week, but the payments rates are low and working conditions are tough. Weaver (2005) studied performance experiences on board cruise ships and he focused on the working conditions and motivations of employees. The study looked at employees that undertook a 3 year long working contract. The study found that during employees’ off-duty time, they usually stayed on board and they were thereby limited in things they could do (Bolt and Lashley, 2015) whilst FOH Employees on a land-based hotel can arguably leave their work when their shift is over and interact with people outside their workplace, which was also found as an intrinsic difference in Sehkaran and Sevcikova’s (2011) study. Even when the cruise ship employees are in ports, they have little or no time to explore due to the short amount of time they are off work, and this was later identified by Weaver (2005) as a source of dissatisfaction amongst cruise ship employees, however, Sehkaran and Sevcikova (2011) stated that most employees were satisfied with the time off and time to spend on shore. Staff shortages can create extra challenges for crew members as they are expected to deliver similar service levels as when a ship has the full number of staff. Weaver (2005) found in his study that crew members sometimes need to work extended hours, especially if there is a change in the itinerary and a port needs cancellation. It can be argued that this is an issue in a land-based hotel as well due to high turnover rates in the hospitality industry (Baum, 2002), as well as representing the organisation to its customers and the FOH Employees are expected to enhance the image of the organisation. Lang (2011) also reflected these results, indicating that reducing the number of FOH Employees caused stress due to longer working hours, shorter breaks and cruise ship employees even being awoken from sleep when staff shortages required so. Dowling (2006) stated that many cruise ships from developed nations fly flags of convenience to intentionally avoid their own labour laws, meaning that employees have few, if any, employment rights because cruise lines register in countries with impoverished labour protection laws (Douglas and Douglas, 2004). A key characteristic shared by both cruise ships and hotels is the provision of staff accommodation. This facility plays a crucial role in the formation of Organisational Chart. Please see Figure 5 for Organisational Chart for Cruise Ship Hotel Operations. These employees are often marginalised by the rest of society because of their unusual backgrounds and the scarce working conditions their occupations bestow. Therefore, according to Dowling (2006), there is a strong possibility that workers may turn inwards and form informal self-supporting groups of their own. Cruise ships provide a situation where these relationships can be easily formed. 
Raziq and Maulabakhsh (2013) explained that there is a positive relationship between work environment/working conditions and employee motivation and performance, however it has been reported by Druce (2007) that miserable working conditions are taking their toll on hospitality workers, with staff in discouraging environments taking more than double the number of sick days off a year as employees in other sectors. A survey conducted by Lightspeed Research in 2007 showed that 38 percent in the hospitality and service sector think their working environments are depressing, and six in 10 of the hospitality workers questioned said a better working environment would make them more productive (Duce, 2007). 
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[bookmark: _Toc513131562]Figure 5 – Organisational Chart of Cruise Ship Operations (Ward, 1994)




[bookmark: _Toc513131403][bookmark: _Toc513137090]2.5.1.4 Benefits, Rewards and promotion
Employees in the tourism industry will arguably want to have clear and transparent promotion systems and possibilities for the future, according to Aksu and Aktas (2005), and they argued that the promotion decision making must be reasonable as this may increase job satisfaction and the productivity of employees. Selek (1997) stated that status can also be an important part for increasing job satisfaction, and high status generally makes it easier to give instructions and finishing duties. However, Selek (1997) also stated that it is recognised that explaining the reasons for the task is a positive leadership trait, and is beneficial for employee harmony. Alongside promotion systems, Aksu and Aktas (2005) stated that financial and morale awards can be evaluated as satisfaction-increasing factors. Spinelli and Canavos (2000) conducted a study in 1994 where 17 questions were administered to employees at six different hotels. Their study showed that pay and benefits were seen as a strong consideration in job satisfaction, yet Bruce and Blackburn (1989) indicated that the lack of the economic factors will lead to discontent, however, their presence will not add to any long-term satisfaction. Yet, advocates of the expectancy theory believe that employees will change their behavior by working harder and prioritising their actions if they know that by doing so they will be rewarded with something of value (Mikander, 2010). The principle reward for performing work is pay, however, many hospitality employers offer reward packages of which wages and salaries are only a part of it. The packages, according to Pitts (1995), can include; bonuses, pension schemes, health insurance, subsidised meals, profit sharing and more. Combs et al (2006) argue that training, empowerment, and rewards and promotion systems enhance employees’ knowledge, skills and abilities and motivate them to reach high levels of productivity. 







[bookmark: _Toc513131404][bookmark: _Toc513137091]2.5.1.5 Personal Work Values
Gursoy et al (2008) reported that one of the factors that is likely to have a significant influence on employee motivation and job satisfaction is their work values. Chu (2007) argued that it is important to understand employees’ values because the degree to which employees value their job may arguably influence their attitudes towards work. White (2006) suggested that values have cognitive, affective and behavioural dimensions that are linked to motivation and satisfaction, and, according to Rkeach (1973), values develop through the influences of culture, society and personality. Herzberg et al (1956) linked work values to motivation and job satisfaction, and others have confirmed a strong link between having a high achievement value and showing initiatives in one’s work (White, 2006). The value-congruency model, proposed by Liedtka (1989), focuses upon similarities between the values of the organisation and those of its individual members. Researchers have found that people’s values tend to be consistent with the values that are upheld in their work environments (Posner, 1992).
Work may have a variety of meanings for individuals in an industrial society, and work has no inherent meaning but, rather, individuals impute such meaning to their work activity (Kalleberg, 1977). Kalleberg (1977) reported that information regarding the important of each 34 job characteristics to the worker was obtained from respondents to the 1972-1973 Quality of Employment Survey. Six dimensions of work that are differentially valued emerged from this analysis, and these are, according to Kalleberg (1977);
An intrinsic dimension, which refers to characteristics associated with the task itself, and it allows the worker to develop and use their abilities, it allows the worker to be self-directive and whether the worker can see the results of the work (Quinn and Staines, 1979).
A convenience dimension, which referred to job characteristics that provide solid creature comforts, e.g. soft jobs. These can include; convenient travel to and from work, good hours, enough time to do the work, pleasant physical surroundings and no excessive amounts of work. Kalleberg (1977) viewed this dimension in opposition conceptually to the intrinsic dimension as it is representing a valuation of external factors to the task itself.
Alongside the extrinsic convenience dimension, Quinn and Staines (1979) also found a second extrinsic dimension that referred to the financial dimension and included pay, fringe benefits and job security. A third extrinsic dimension referred to the social relationship with colleagues and includes if the job permits chances to make friends. 
[bookmark: _Toc513131405][bookmark: _Toc513137092][bookmark: _Toc513137177][bookmark: _Toc513212697]2.6 Conclusion
This chapter has reviewed all the appropriate and, as far as possible, up to date material; many theories and models are available for the overall concept of motivation, although there are lack of studies on work motivation within the cruise industry and hotel sector. It has highlighted a gap in our knowledge which this study will address.
The next chapter explains the methods that will be used to address this by means of undertaking a mixed methods survey, by online questionnaire and semi-structured interviews.












[bookmark: _Toc513131406][bookmark: _Toc513137093][bookmark: _Toc513137178][bookmark: _Toc513212698]Chapter 3
research methods

[bookmark: _Toc513131407][bookmark: _Toc513137094][bookmark: _Toc513137179][bookmark: _Toc513212699]3.1 Introduction
This study commenced by conducting an extensive literature review to critically analyse and evaluate the factors affecting employee motivation in FOH Employees working in hotels and on cruise ships. 
[bookmark: _Toc513131408]The overall aim of this study is to analyse factors that affects front of house employee motivation in the cruise industry and hotel sector, and the objectives of this research can therefore be summarized as:
A. To review and critically evaluate basic theories on motivation and the more modern approaches to increase employee motivation
B. To gather information and analyse the different motivational factors affecting employee motivation in the cruise industry and hotels sector
C. Provide strategic recommendations on how to improve employee motivation within both sectors
The study looks to answer the following primary research question;
· Is there a significant difference in factors affecting employee motivation in the cruise industry and hotel sector, and can they improve?

[bookmark: _Toc513137095][bookmark: _Toc513137180][bookmark: _Toc513212700]3.2 Paradigm and Research Methodology
Kothari (2004) defines research as a scientific and systematic search for relevant information on a specific topic, however, research means different things to different people and there is no set agreement in the literature of how this should be defined.
The research onion provides an effective development through which a research methodology can be designed. This chapter follows the research onion and highlights the reasons behind choosing research philosophy, approaches, strategies, method choice, time horizon and techniques and procedures for this study. 
[image: ]
[bookmark: _Toc513131563]Figure 6 – The Research Onion (Saunders et al., 2009)

[bookmark: _Toc513131409][bookmark: _Toc513137096][bookmark: _Toc513137181][bookmark: _Toc513212701]3.1.1 Research Philosophy
A research philosophy is a belief about the way in which data about a phenomenon should be gathered, analysed and used. Two major research philosophies have been identified in the Western tradition of science, namely positivist and interpretivist (Galliers, 1991). 

[bookmark: _Toc513131410][bookmark: _Toc513137097]3.1.1.1 Positivism and Interpretivist
Positivists believe that reality is constant and can be observed and described from an objective viewpoint without interfering with the phenomena being studied (Levin, 1988), whilst interpretivists oppose that only through individual interpretation of an intervention in reality can that reality be fully understood. The study of phenomena in their natural environment is key to the interpretivist philosophy. An interpretivist philosophy was required for this purpose, i.e. understanding the factors that affects employee motivation in the cruise industry and hotel sector. As a former employee in the cruise industry, the researcher has underlying interest, knowledge and awareness of areas of the business that would prevent entire detachment from the study, and the study can therefore not be conducted under a positivistic approach. 

[bookmark: _Toc513131411][bookmark: _Toc513137098][bookmark: _Toc513137182][bookmark: _Toc513212702]3.1.2 Research Approaches
Trochim (2006) refers to two broad methods of reasoning as the inductive and deductive approaches. Creswell and Plano Clark (2007) stated that the deductive researcher works from the top down, from a theory to hypothesis to data to add to or contradict the theory. In contrast, they define the inductive researcher as someone who works from the bottom-up, using the participants’ view to build broader themes and generate a theory connecting the themes. In research, the two main types of analysis typically used are quantitative and qualitative, whereas quantitative refers to deductive and qualitative refers to inductive. This study have adapted to a more deductive approach as it moves from the general to the particular. The study have focused on theories of motivation and previous studies conducted on employee motivation in FOH Employees in the cruise industry and hotel sector. This involved collecting specific data of the variables that the theories have identified as being important.
[bookmark: _Toc513131412][bookmark: _Toc513137099][bookmark: _Toc513137183][bookmark: _Toc513212703]3.3 Data Collection
Saunders et al (2009) defined a research method as a technique and procedure that can be used to obtain and analyse data. This study have used mixed methods, which is a method that spans across the two paradigms. The approaches used in this study was surveys and semi-structured interviews. Collis and Hussey (2009) identified this as method triangulation. Using mixed methods can lead to greater reliability and validity of researchers studying the same phenomenon (Jick, 1979). The design of the interview and survey questions focused on four themes that arose from the literature review;
· Working Conditions and Work-Life Balance
· Personal Work Values
· Benefits, Rewards and Promotion
· Motivation and Job Performance

[bookmark: _Toc513131413][bookmark: _Toc513137100][bookmark: _Toc513137184][bookmark: _Toc513212704]3.3.1 Population and Sample
Veal (2011) stated that sampling is necessary in most survey researches. The total category of subjects which is the focus of attention in a research project is known as the population, however, mainly due to costs it is not typically possible to gather data from an entire population. Therefore, a sample is selected from the population (Veal, 2011). 
For the purpose of this study, the sample are those employees working in the FOH department in the cruise industry and hotel sector. Sample members were drawn from different cruise lines and hotels for this reason; FOH Employees are in continuous contact with guests and are arguably represented as the face of the company. This reason, alongside access to FOH Employees working in both sectors were further factors considered when selecting the population sample.
The study had a sample size of 4 interviewees, whereas 2 were from the hotel sector and 2 were from the cruise industry, and 152 respondents to the two surveys which operated a purposive, judgmental sampling and convenience sampling, as those that were selected for interviews were chosen based on their experiences as well as their availability to the researcher, whilst the survey respondents were conveniently available to participate in the study. The social media link was distributed through Facebook, Instagram, Snapchat, Reddit and Mumsnet, as they abled further random reach of FOH Employees within both sectors. A source of advertisement was attached to the survey links, asking for only FOH Employees in the cruise industry and hotels as this was the only essential criteria to participate in the study. It was then down to people wanting to voluntarily participate in the survey. By doing it this way, a variety of employees of different job roles, background and academic data were captured. This was vital to the study as all characteristics have different contributions to the needs and important to their motivational needs. 
[bookmark: _Toc513131414][bookmark: _Toc513137101][bookmark: _Toc513137185][bookmark: _Toc513212705]3.3.2 Questionnaire
A questionnaire is a list of structured questions with the aim to find out what a selected group of participants do, think or feel (Collis and Hussey, 2014). A positivistic approach to questionnaires suggests that closed questions should be used, whereas a phenomenological approach suggests open-ended questions. This study emphasised on the phenomenological approach as this would provide more information to analyse and give a better understanding of what FOH Employees feel affects their motivation, however, it is understood that a positivistic approach was more suitable for a large-scale survey. The researcher used two surveys throughout the collection of primary data as this was seen to be more appropriate, whereas each survey is specifically designed to fit each of the sectors. Even though both surveys uses the same questions, some choices have been altered to fit the sector. 
The surveys was designed with simplicity in mind focusing on questions related to the themes extracted from the literature review at the beginning and more general demographic questions towards the end. The survey was designed to take a maximum of 10 minutes to complete, however, it was seen that participants did not spend more than 3 minutes completing the survey. 
The survey was created using Survey Monkey as it allowed the researcher to conduct primary research by purchasing a subscription, and the premium subscription included more functionalities that other survey creating tools encompass and it allowed for detailed analysis. No questions were mandatory to fill in as respondents were advised prior to participating that they could withdraw from the study at any time, and different survey forms were used to create a variety. All questions included additional qualitative feedback that was used to underpin discussion and compared to interview responses, however, there was a lack of response in the qualitative boxes, yet those who completed the qualitative boxes provided information that was invaluable to the analysis.  
A notice to participate in the survey was sent out four times prior to closing date, and the results were carefully supervised throughout the data collection process. A copy of the online questionnaire is available in Appendix 1.
[bookmark: _Toc513131415][bookmark: _Toc513137102]3.3.2.1 Pilot Study
Teijlingen and Hundley (2001) stated that a pilot study is used to test the adequacy of research instruments that measures the feasibility of a survey or study, and to which logistical problems are highlighted. A piloted survey was distributed to the researcher’s fellow students and family members as this allowed the participants to talk and discuss the survey with the researcher, and all participants were able to point out where problems occurred at the current time. The researcher established problems with questions 1, 3 and 6 as they all needed spelling corrections and rewording to make sure all target audience would understand clearly what the questions were asking. There was confusion picked up with question 2 and 5, which is a matrix/rating scale design and it only allowed ranking numbers to be made once. However, because the researcher wanted to establish what factors affected employees’ motivation the most, the matrix/ranking scale could not let participants chose i.e. number 1 on all statements. 
[bookmark: _Toc513131416][bookmark: _Toc513137103][bookmark: _Toc513137186][bookmark: _Toc513212706]3.3.3 Interviews
Collis and Hussey (2014) indicated that the positivistic approach focuses on structured, closed questions, on the contrary the phenomenological approach suggests unstructured questions or semi-structured would allow to explore understandings focusing more on meanings rather than results. 
The study encompassed interviews so a deeper understanding of the factors affecting employee motivation in front of house employees could be analysed. Semi-structured interviews were selected to ensure that the data collected did not deviate from the primary objectives but still allowed for freedom to explore key statements that arose. 
A total of 4 interviews were arranged prior to sending out the survey questionnaire due to time constraints. The interviewees fell into the following categories; 
· Activities Department
· Entertainment Department
· Front of House Department
· Food and Beverage Department
They were chosen as the most suitable to close research gaps as they represented different areas within FOH depatment in both sectors and they all have more than 1 year experience in the field so their expertise was heavily weighted upon. 
These interviews were conducted through face-to-face in Swansea, as well as through telephone and FaceTime due to the distance between the researcher and the interviewees. The interviews lasted between 25-30 minutes each. Interviewees were asked permission if the interview could be recorded as this would eliminate the need for note taking and it would benefit the content analysis as no words or statements would be missing. Original questions for interviews in Appendix 2. All interviewees signed a consent form which can be found in Appendix 3, however, some consent forms had to be obtained with electronic signature as interviewees were unable to print out and send it back to the researcher as they currently are finishing their contract on board a cruise ship. 
There are disadvantages by using interviews as a mean of data collection, and it was noted that the interviewees may have had a certain expectation about the interview and therefore gave what they considered to be the correct or acceptable response. 
[bookmark: _Toc513131419][bookmark: _Toc513137106][bookmark: _Toc513137189][bookmark: _Toc513212707]3.4 Reliability, Validity, Generalisation and Repeatability
Matthews and Ross (2010) defined reliability as a measure that allows research to be replicated. The questions compiled for this study have been adapted from several appropriate sources (Sehkaran and Sevcikova, 2011), and this allows for greater reliability to this study as the methods have previously been tested before. The research from these studies was analysed and adapted to form questions that would be relevant to gain the data required for this study. 
As the qualitative data was in the form of semi-structured interviews, the data collection method is not considered to be reliable as it does not reproduce the situation precisely. Both interview and survey questions were designed carefully to ensure validity. Likewise, careful consideration was taken into selecting a diverse set of FOH Employee opinions. Using mixed methods can help improve the validity of the research (Zohrabi, 2013). The study required validity as the data collected was in the form of individuals’ opinions. This however, will often prove problematic as the opinions given by participants need to be trusted and truthful.

[bookmark: _Toc513131420][bookmark: _Toc513137107][bookmark: _Toc513137190][bookmark: _Toc513212708]3.5 Data Analysis
Collis and Hussey (2014) stated that the data is likely to be in the qualitative form under an interpretivism paradigm. This study used a content analysis on the data collected, and it was systematically read to recognise key issues, concepts and thoughts. Data was extracted out of Survey Monkey and transcribed interviews was imported into Excel for content analysis. The researcher was able to highlight key themes during the analysis stage which are discussed as motivational factors in chapter 5. 
[bookmark: _Toc513131421][bookmark: _Toc513137108][bookmark: _Toc513137191][bookmark: _Toc513212709]3.6 Time Chart
	Task
	Start
	Finish

	Approved research proposal
	3/11/17
	21/11/17

	Supervisor meeting
	21/11/17
	21/11/17

	Review of literature
	22/11/17
	8/12/17

	Draft of literature review
	8/12/17
	01/02/18

	Supervisor meeting
	17/01/18
	17/01/18

	Draft of research methods
	7/02/18
	16/02/18

	Supervisor meeting
	7/02/18
	7/02/18

	Draft of questionnaire
	14/02/18
	28/03/18

	Supervisor meeting
	22/02/18
	22/02/18

	Supervisor meeting
	15/03/18
	15/03/18

	Questionnaire distributed
	28/03/18
	18/04/18
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[bookmark: _Toc513131418][bookmark: _Toc513137105][bookmark: _Toc513137188][bookmark: _Toc513212710][bookmark: _Toc513131417][bookmark: _Toc513137104][bookmark: _Toc513137187][bookmark: _Toc513131423][bookmark: _Toc513137110][bookmark: _Toc513137193]3.7 Limitations
The time scale in which the study was conducted limited the accessible resources and number of interviews that could take place, thus making it a small scale study. A longitudinal study would allow the researcher to explore a larger sample size from a wider variety of cruise lines and hotels. This would also increase the reliability of the study, and the use of observation and other data collection methods would be beneficial to explore employees’ attitudes at work. As the study focused on a smaller-scale sample within two sectors of the hospitality industry, it was found that this sample might not represent the whole population. There was a risk of both interviewer bias and respondent’s bias, however, the researcher used guidelines for good questions. Surveys tend to have low response rates, but this was tried to be eliminated by follow-up notices to partake in the survey on several occasions. 
[bookmark: _Toc513212711]3.8 Ethics
For the purpose of this study, consideration was given to the importance of ethics during the research stage, due to the nature of the content of information requested from the interviewees. Adhering to ethical norms while carrying out an investigatory study is supported by Resnik (2015), suggesting there are several key elements which contribute to the importance. Promotion of fact, highlighting the aims of the research while being truthful and providing knowledge, being accountable while acting in a fair manner and maintaining confidentiality, as well as promoting moral values and social responsibilities (Resnik, 2015). 
The relationship between the interviewer and the interviewees was considered in the format of semi-structured interviews, with the age limit being set at 18 years and above for the purpose of eliminating any vulnerable feelings coming back from the questions asked. Each participant was issued with a consent form, which they signed and returned, highlighting their right to withdraw at any time. All transcribed interviews were protected on a laptop with username and password to access the specific file. The voluntary population responding to the surveys were informed of the purpose of the research and methods used. All research subjects were anonymised, respected and provided with confidentiality guarantees. No individual name was mentioned to ensure sufficient anonymity was provided so that data could not be tracked back to respondents. 




















[bookmark: _Toc513212712]Chapter 4
analysis of results
[bookmark: _Toc513131424][bookmark: _Toc513137111][bookmark: _Toc513137194][bookmark: _Toc513212713]4.1 Introduction
The purpose of this chapter is to present and interpret the findings in the primary research undertaken and to explore the factors that affect employee motivation within the cruise industry and hotel sector. The findings have come from two different methods, respectively through online survey and semi-structured and structured interviews. 
During the one-month period of data collection, the last week of March and three first weeks of April 2018, the study gathered 152 employee respondents in two online surveys and a total of 4 employees who participated in semi-structured and structured interviews. The online questionnaire were sent out through social media and emails, respectively in the following platforms; Facebook, Instagram, Snapchat, Reddit and Mumsnet. Participants for the semi-structured interviews were chosen based on their expertise and their availability to the researcher, and these were conducted through face to face, telephone and FaceTime. Each interviewee has been numbered from P1-P4, and the original transcripts are located in Appendix 4. 

[bookmark: _Toc513131425][bookmark: _Toc513137112][bookmark: _Toc513137195][bookmark: _Toc513212714]4.2 Response Rate
The study targeted 152 respondents and 4 interviewees in collecting data with regards to factors affecting front of house employee motivation in the cruise industry and hotel sector. From the study it was seen that a total of 5.92% of respondents did not complete the online questionnaire giving a total completion rate of 94.08%. 
Mugenda and Mugenda (2003) stated that a 50% rate is adequate, 60% good and above 70% rated very well. This suggests that based on this statement, the completion rate in this case of 94.08% is very good. This reasonable response rate was achieved after the researcher continuously sent out reminders to participate the questionnaires. 


[bookmark: _Toc513131426][bookmark: _Toc513137113][bookmark: _Toc513137196][bookmark: _Toc513212715]4.3 Profile of Respondents
The interviewee participants are all currently employed within both the hotel sector and the cruise industry, whereas 3:1 are female and the interviewees are split equally between both sectors with 2:2. The participants have worked in the sector between 1-3 years and 10-12 years and are aged between 22 and 47 years of age. This was chosen to create a more varied perspective and to exclude gaps from the questionnaire. The researcher chose these participants due to their expertise within the sectors, and all interviewees were available to the researcher. All graphs from primary data can be viewed in Appendix 5.

[bookmark: _Toc513131427][bookmark: _Toc513137114][bookmark: _Toc513137197][bookmark: _Toc513212716][image: ]4.3.1 Gender[bookmark: _Toc513131564]Figure 7 – Gender Demographic
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There was an equal balance of male and female participants in both surveys, however, one participant in the survey for CSE did not want to state their gender. It was stated by Bolt and Lashley (2015) that the workforce on cruise ship consists of 80% male crew members as working on cruise ships is seen to be “man-work”, yet the researcher was able to collect an equal balance of male and female participants. This indicates that the male and female difference was not significant and therefore it implies that the study was not influenced by gender imbalance. The qualitative data consisted of 4 interviewees, which of 3:1 were females and 2:2 were between sectors. This indicates that the researcher have successfully collected primary data that closes any gaps in the questionnaire as there was more male participants. It can be argued that there were more male participants in the survey because there are more male crew members in the Facebook Groups and other social media platforms the questionnaire was distributed, yet York (2017) stated that overall, women uses social media more. 

[bookmark: _Toc513131428][bookmark: _Toc513137115][bookmark: _Toc513137198][bookmark: _Toc513212717][image: ]4.3.2 Age[bookmark: _Toc513131565]Figure 8 – Age Demographic
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There was seen to be more millennials working in the Hotel Sector with a total of 30.67% compared to the cruise industry where the same age bracket had 22.50%. It can be argued that members of this this age bracket, such as students, work in hotels part time alongside their studies. Both surveys showed that the higher age brackets were the smallest groups, which indicates that the researcher have distributed the questionnaire on platforms where certain age groups are not as included. York (2017) stated that these age groups use Social Media the most; 18-29 and 30-49, which shows that a proportion of other age groups have not received the same opportunity to participate in this study. This could be seen as a limitation of the study as the age groups were not equally weighted and this may have affected the overall results in the findings. The interviewees’ age ranged from 22-47, whereas 2:4 were 18-24, 1:4 were 31-40 and 1:4 were 41-50. The age groups of 25-30 and 51+ is not represented in the interviewees as the researcher found that most responses to the survey was of those in the age bracket 25-30, and the age group of 51+ were not available to the researcher for an interview. 

[bookmark: _Toc513131429][bookmark: _Toc513137116][bookmark: _Toc513137199][bookmark: _Toc513212718][image: ]4.3.3 Full Time and Part Time Work[bookmark: _Toc513131566]Figure 9 – Full Time/Part Time Work
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CSE are more inclined to work a full time whilst on board a cruise ship as they are working per contract which is usually between 4-7 months on board with 2-month vacation, and part time work is not applicable in the same way. HSE is not following the same employee contracts as cruise ship employees, therefore, a larger part of participants on the HSE have the opportunity to work part time. A total of 3:4 interviewees’ work full time whilst 1:4 works part time. This was chosen by the researcher as two of the interviewees were cruise ship crew members and there is arguably no part time work whilst working on cruise ship, however, crew members’ work per contract. On the contrary, the researcher chose one part time and one full time hotel employee for interviews as this could create a more diverse set of data to analyse as the one working full time will arguably have more experience within certain areas. 

[bookmark: _Toc513131430][bookmark: _Toc513137117][bookmark: _Toc513137200][bookmark: _Toc513212719][image: ]4.3.4 Length of Service[bookmark: _Toc513131567]Figure 10 – Length of Service
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Both sectors show that there is an equal number of participants that have worked in respective industries between 1-3 years and 4-6 years, however, a greater amount of HSE have worked in their industry longer than CSE. This shows that it is arguably more long-time beneficial for the employee to work within the hotel sector rather than the cruise industry as it could be argued to be the easier of those two sectors to work in as a large proportion of HSE have the opportunity to withdraw from work and is usually entitled to one day off per week and works a normal 40 hour week, whilst CSE work every day for an extended period of time with little or no personal life and long working hours in difficult working conditions. It can also be debated that CSE leave their current position and place of work when they decide to settle down and therefore find work in a land-based hotel.  Yet, a larger proportion of participants in the CSE Survey have worked in the industry for 1-3 years, which equals approximately 2 contracts. The results indicate that the respondents have worked in both surveys on different period of times and therefore the results captures the views of respondents who have worked in the industries on different period of times. 
[bookmark: _Toc513131431][bookmark: _Toc513137118][bookmark: _Toc513137201][bookmark: _Toc513212720][image: ][image: ]4.3.5 Department of Work[bookmark: _Toc513131568]Figure 11 - Department of Work


In the cruise industry, Hotel Operations Department often refers to as the same as a land-based hotels’ Front Office Department, and in both surveys the front office departments were the largest groups with respectively 27.85% for cruise ship and 37.33% for hotels. The percentages for these does not seem equal, however, the cruise ship survey had more departments to choose from as the department hierarchy is set up of more sub-departments than the hotel sector. All interviewees’ work in different departments, such as; Food and Beverage Department, Activities Department, Front of House Department and Food and Beverage Department, which shows that the researcher has been able to create a more varied perspective on issues that were raised in the online questionnaire and secondary research. This part of the study indicates that the researcher knows more respondents that are located within the Front Office Departments in both sector and less in smaller departments, as well as those departments in general have more employees than the smaller departments such as Gift Shop Department. 

[bookmark: _Toc513131432][bookmark: _Toc513137119][bookmark: _Toc513137202][bookmark: _Toc513212721]4.4 Findings
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[image: ][image: ][bookmark: _Toc513131569]Figure 12 - Motivation and Job Performance
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[bookmark: _Toc513131555]Table 4 - Matrix Table of Interviews
The researcher wanted to know whether front of house employees in the cruise industry and hotel sector believed there was a correlation between work motivation and work performance, and to which extent motivation could affect their work performance. In CSE Survey, Q1 weighted out an average of 3.79 out of 5. When asking HSE the same question, it weighted out an average of 3.99 out of 5. This indicates that more respondents of CSE Survey does not believe their level of motivation affects their job performance in the same degree as HSE. Yet, all respondents in the questionnaire stated that employees needs to be motivated in order to perform their job well, and that motivation is about seeing a worthwhile benefit to effort put in;
P2-CS: “I think it’s a common assumption that those go hand in hand, unless someone can prove they’ve done a great job without being motivated. I don’t really see how they can’t be motivated and perform their jobs to the same standard as of those who are very motivated and is eager to do well because of that.”
However, whilst interviewing P4-HS, it was noticed that she did not agree with the above said statements and emphasised that her nature of work could not be affected by her motivation as she needs to perform her tasks with high standard regardless of the level of her motivation. “I find performing well even when I’m not motivated is always a must […] I ensure that the job is done correctly and to the highest of standards without showing the world that I’m demotivated […] so yeah, I think employees can perform well if they’re not motivated”. It could be argued that personal work values and work ethics have taught a proportion of employees to set aside the feelings of being demotivated in order to continue giving quality service to guests, however, it is still believed that a number of employees do not perform well when they are not motivated. 
The researcher asked P2-CS whether he believed there was a correlation between pay and how crew members perform their jobs as P1-CS stated that the men in her department perform poorer because the pay is lower than other departments, and P2-CS stated that “If the pay is lower, and obviously other motivating factors are not present, the crew member won’t perform as well as if the pay was higher AND other factors were present […] but definitely a connection between pay and performance.” 
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[bookmark: _Toc513131570]Figure 13 - Basic Needs Factors
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[bookmark: _Toc513131556]Table 5 - Matrix Table of Interviews

Both questionnaires showed that good working condition was the most important motivational factor. It can be argued that poor working condition demotivates the employee, and Herzberg often refers pay and working conditions as hygiene factors which can cause extreme dissatisfaction for employees if the motivators are not present. R1-CSS stated that good working environment and conditions would be the main reason for demotivation and poor quality in tasks that requires a certain standard, and she saw that when working conditions were good she performed better and went the extra mile for the guests. R2-CSS stated that good working conditions is a must to perform well in your job, and R3-HSS explained in detail as of how poor working conditions creates friction within the team “Personally, in my work I don’t really feel I fit in with my team and it shows there is some hostility, tears and a lot of aggression […] we’ve never had a Christmas party or anything and if there is something like a night out there are a few members that never get invited”. It is believed that working conditions is highly linked with the relationship between line manager and team, and the feeling of being involved. If the line manager and the team help to create an unhealthy environment in work, as told above, it makes the working conditions poor. However, working conditions covers a broad range of topics and issues, which includes working hours, rest period and work schedules but also mental demands that exist in the workplace. P1-CS, P2-CS, P3-HS and P4-HS all stated that areas of their work suffered from poor conditions, whereas cruise ship employees are more affected by the poor conditions of their living space and the hours of work which ultimately affects their overall work motivation. Therefore, these good working condition factors needs to be met in order to be motivated and perform well. 
It can be argued that CSE are more motivated by pay than HSE because crew members are away from their families, and some respondents have stated that their reason for choosing pay as a major motivator is due to supporting their family. The researcher asked the interviewees about their views on this particular topic, and it was noticed that P1-CS believed that a larger proportion of male crew members are arguably more motivated by pay, which was also stated in the online questionnaire. However, P1-CS noticed that it was primarily men from developing countries, such as the Philippines, that were more motivated by pay as it is often better pay on board the cruise ship rather than in their home town. It can be argued that this is accurate as it was reported by Outsource Accelerator (2017) that the normal hourly wages for a customer service representative in the Philippines, which includes those who works in the hospitality industry, is $2 per hour and adds up to approximately $550 a month, whilst the same positions on a cruise ship have a monthly wages at approximately $1,500 or more (Cruise Lines Jobs, 2017)
The interviewees also said that this is not an uncommon perception in the cruise industry, but stated that it is noticeable that male crew members in the same department are more motivated by pay because “the men perform poorer than females because the pay isn’t as good as other positions in other departments.” 
On the contrary, of the ones who completed the comment boxes in the HSE Survey, it shows that pay was a significant factor for hotel employees as well. Yet, a total of 35.14% chose sufficient pay as number 5 – not important. 
R1-HSS: “I believe pay will motivate me and I think the other motivation is a good working environment”
R2-HSS: “Pay is what get the month to go around and will always be the most important factor. I don’t really care about fair working hours because you work hard play harder”
When cross-tabulating Q2 with Q9 it shows that 44.44% aged between 18-24 years chose sufficient pay as the most important motivational factor, and when asking P3-HSS about this particular issue, it was raised that the younger generation can use their pay going forward and do things they would be unable to do if the pay was lower. P3-HSS stated that the age group of 41-50 and 50+ were likely to be less motivated by pay because “that the older generation […] have kind of done their living and they are not looking to do crazy things with money they just want to progress in their career or they have more responsibilities such as paying off a mortgage”, however, when interviewing P4-HSS, which is of the age bracket 41-50, it was noticed that she as well was motivated by pay, and it is not necessarily correct that those of 18-24 year olds are more motivated by pay, rather that the researcher have not been able to cover all age groups equally. Yet, it was stated by both P3-HSS and P4-HSS that the age brackets of 18-24 are more motivated by pay due to todays’ society and the increase in house prices. It can be argued that a larger proportion of those aged between 31-40, 41-50 and 51+ have secured the things the younger generation is working towards achieving and is now working to afford the day to day things whilst those of the younger generation is currently saving up to secure themselves a stable future. 
The least important motivational factor for CSE Survey was the work-life balance with 33.33%, and it can be debated that this factor is not applicable when working on a cruise ship. CSE work and live on the same cruise ship for an extended period of time, and this arguably diffuses the line between work and personal life. A total of 19.18% chose work-life balance as the most important factor for HSE Survey. The difference in the two sector choosing work-life balance as the least important motivational factor and an important motivational factor can arguably be due to hotel employees’ ability to withdraw from their workplace once their shift is over, whereas cruise ship employees are unable to do so. P1-CS and P2-CS was asked why other factors were seen to be more important for crew members, and it was stated that there was no balance between work and personal life.
P2-CS: “Oh, that’s easy. We don’t have one […] 1) we live on cruise ships, where we also work […] 2) We take our work ‘home’ with us, and by home I mean our massive, ha ha ha, cabin […] 3) Not only do we live where we work, we live WITH the people we work with. Whatever conversations we have when finished work is about work […] 4) we have deck phones. If we make the mistake by going the extra mile for a guest and says “If there is anything you need regarding your problem, please call me on xxxx”, they call at any hour.”
The same interviewees were also asked whether they believed work-life balance affected the motivation of new hire crew members, and both interviewees stated that “I think their motivation gets a punch in the face at first, but the more used to it you get and the more you learn I think their motivation increases as well.” and “from month 2 until sign off I like to think new hires’ cope better with the work-life balance, or the lack of this balance. It’s all up to how you adjust I guess.” It can be argued that there are several reasons to as why new hires struggle with motivation in their first contract, as of one of them being the physical living space. This be seen as an issue that gave cruise ship employment a dimension that overlaps with working in live-in land-based hotels, however, the nature of the sea bound context gives an added intensity. Working and living together can arguably constrain the ability to escape work colleagues and the work environment in all live-in settings but the cruiser at sea allows no opportunities for disengagement, and compounds then a feeling of being in a totally controlled environment. 
It was noticed when analysing the primary data that neither sectors saw job security as a major motivator, which is especially interesting in the cruise industry as cruise lines can change contracts, or decide not to re-employ the employee after their last contract. P1-CS stated that “[…] we don’t really know until we get a new LOE or not. I’m always thinking about it when I’m on vacation ‘will I get to go back or will they end my contract here?’ It’s pretty scary, but again; there is no reason for […] to withdraw my contract if I’ve done a good job you know. Umm … that’s why I think its extra important for us to be motivated and perform our jobs well because our current contract can be our last one if the line manager thinks we’re not cut out for the job”
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[bookmark: _Toc513131557]Table 6 - Matrix Table of Interviews
Both questionnaires showed a difference in which motivational factor was the most important, whereas CSE stated Medical Care and HSE said Awards and Recognition. 
R5-CSS: “Medical care is the most important because we work on a ship for such an extended period of time, if anything happens when on sea we need medical care available”
However, Medical Care is seen to be an irrelevant addition to Q3 as this is more associated as a hygiene factor, not a motivational factor. The researcher asked P1-CS and P2-CS whether they believed medical care was a motivator or an added value, and both interviewees believed it was more of an important added value, however, P2-CS believed medical care could work as both as he did not solely apply to his position because of that, but it helped him decide whether he should accept the offer or not. It is believed that Medical Care could have been replaced with other motivational factors, whereas P1-CS stated that “[…] I will have to say internal career progression” was another motivational factor that would personally affect her motivation. 
HSE are more motivated by Awards and Recognition, and P4-HS stated that the reason for this is because employees like the feeling of being appreciate and wanted, and it is important for someone to notice the effort and hard work they put in as hotel work is hard work, especially in a customer-facing role. These employees encounter situations that can be deemed less than pleasant, yet they are still expected to stay professional. If the employee is not being recognised by their line manager and team, this may arguably affect the way they deal with customers. 
P4-HS: “Well you see, I have been through a lot in my life. Many personal struggles, many struggles related to work. For someone to notice the effort and hard work I put in means a lot to me […]”
By comparing both surveys, the data suggests that similar motivational factors are important for employees in both sectors, however, how easy it is to book off holidays/time off shows a total of 37.33% in the HSE Survey whilst 40.24% in the CSE Survey believes this is a significant motivational factor. It can be argued that cruise ship employees’ value time off more, therefore it has a greater motivational influence on CSE as HSE usually have a day off per week and the ability to withdraw from work whilst CSE tend to work long hours in difficult working conditions over an extended period of time. Yet, they are not the most significant motivational factor in either sectors. The data collected for Q3 for HSE shows a more equal distribution of benefit and reward factors than for CSE where some factors have scored a very high percentage and other factors have scored very low percentages. This indicates that the question has not incorporated more influential CSE motivational factors such as; career advancement and opportunities for growth, which was highlighted by P1-CS as important motivators. 
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[bookmark: _Toc513131574]Figure 17 - A Sense of Belonging Factors
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Both surveys show that their line manager motivates them at work, however, the surveys weighted the average of less than 4 out of 5, yet, CSE are more motivated by their line manager. The comments were unanimous as all respondents said their manager motivated them at work, yet one respondent stated that their manager was nice, but the nature of the work made it hard to be motivated, but R8-CSS said that “[…] I would definitely try less hard if my manager was someone that I disliked”
R2-CSS: “5. XXX is amazing. She makes me want to do better every day”
It can be argued that this is because CSE spend more time with their manager than a land-based hotel, and therefore get to know them on a more personal level which again creates a more vibrant and supportive workplace where each team member is seen as an invaluable asset to the success of the organisation. On the contrary, comments made from HSE were mixed when they were asked about their line manager even though it averaged out as 3.81 of 5. 
R1-HS: “Very little, she is brutal and uncooperative”
R3-HS: “My line manager is great and always encourages me to do well”
P3-HS stated that her line manager and her team did not do anything to motivate her at work, it was on the contrary as her line manager encouraged an unhealthy work environment where some employees are excluded from team building activities.  
In both surveys A Feeling of Being Involved was chosen as the second most significant motivational factor, and it can be argued that the top motivational factor, Good Relationship with Line Manager and Team, is greatly linked with A Feeling of Being involved as this indicates that a good relationship with line manager and team creates a more dynamic and cooperative workplace where employees are more involved in decisions made and are empowered to make decisions without consulting their line manager, which was discussed with all interviewees. The words that was used the most when asking interviewees about good relationship with their line manager and team and a feeling of being involved was; fundamental, work ethic, satisfaction. Employee’s bad feeling towards their authority and team have a direct impact on their work motivation and performance, which leads to dissatisfaction. All respondents to questionnaire and all interviewees agreed that the feeling of being involved is an important motivational factor as this shows a mutual trust between the line manager and the team. P2-CS stated that his level of motivation would be severely decreased if he did not have a good relationship with his manager and the team because he lives and works with them for 7 months at a time and he would not be able to live and work on board a cruise ship if he did not get along with his team whilst P4-HS stated that “[…] If the line manager is able to make all employees feel as one whole team the work ethic will be improved and so will the results e.g. positive guest attitudes towards the hotel”
Participants who filled out the online survey for Front of House Cruise Ship Employees stated that a Good Relationship with Line Manager and the Team was the most significant factor, yet statements made by respondents’ shows that interesting and challenging work are of noteworthy importance regardless of its ranking. It can be debated that interesting and challenging work can increase motivation as the employee may arguably often find a purpose in the work task and knowing that the work they are doing makes a difference in some way, whether it’s for their guests or the company. R7-CSS stated that interesting and challenging work was important to be able to progress, and boring work would demotivate to do well. 

[bookmark: _Toc513131437][bookmark: _Toc513137124][bookmark: _Toc513137207][bookmark: _Toc513212726]4.5 Chapter Summary
This section of the study briefly summarises the findings of the primary research by the themes that evolved from the literature review. 
Theme 1: Motivation and Job Performance
The researcher asked the respondents of the survey whether they believed their level of motivation affected their job performance, whereas most respondents stated that their level of motivation did in fact affect their job performance yet some stated that there was no correlation between motivation and performance. This can indicate that some respondents did not see this as a relevant question, or they are generally demotivated and have ranked questions low throughout the survey. The researcher can see a correlation between motivation and performance based on responses made by survey participants and interviewees, of which a large proportion stated that it is difficult to perform well without being motivated. Yet, it was noticed that it is possible to perform well when employees are not motivated. The nature of the work within both sectors are seen as difficult, and employees do not tend to show to guests when they are demotivated in order to maintain quality work, however, it can be argued that administrative tasks are the ones who suffer when an employee is demotivated rather than the encounter with a guest. 

Theme 2: Working Conditions and Work-Life Balance
Both surveys showed that good working conditions were the most important motivational factor, whereas respondents stated that if they do not work in a good working environment they will not be motivated to do their jobs. There was seen to be a slight difference in the second most important motivational factor where CSE said that sufficient pay was important whereas HSE said this was the least motivational factor. CSE stated that work-life balance was their least important motivational factor, and respondents of the survey and interviewees stated that it was the least important motivational factor due to the lack of work-life balance in the cruise industry. 
These findings shows that there are similarities of which factors affects employee motivation in both sectors, yet it also shows that there are gaps in other factors that affects their motivation. After analysing the results, monetary incentives, such as pay, is a more important basic need factor for both sectors rather than job security and fair working hours.  
Theme 3: Benefits, Rewards and Promotion
After analysing the results of primary data gathered in Theme 3, it was seen that Medical Care was the most important motivational factor for CSE, however, it was stated by the interviewees that this was not seen as a motivator in itself but more of an added value to the experience. HSE stated that Awards and Recognition was the most important motivational factor due to the feeling of appreciation by line manager and the team and interviewees stated that it is important for someone to notice the effort and hard work they put in as hotel work is hard work, especially in a customer-facing role. Both surveys showed that discounts and time off was the least important motivational factors, and it can be argued that these have scored low scores as employees are more motivated by factors that Herzberg calls motivators, such as awards and recognition and development programs. If these are not in place, the employee will not experience an improvement in motivation. (Weightman, 2004).
Theme 4: Personal Work Values
Both surveys totalled to less than 4 out of 5 when respondents were asked to rank how much their line manager motivated them at work which shows that employees in both sectors are being motivated by their line manager. The analysis shows that a good relationship with line manager and team was the most important motivational factor in both surveys and bonus schemes was the least motivational factor. It can therefore be argued that extrinsic factors, excluding regular pay, is of less importance and intrinsic factors are more important. This was backed up by respondents who stated that relationships at work highly motivate and increase job performance. Interviewees said that they are empowered to do tasks without consulting their line manager because there is a mutual trust, and this would not be present if they were not motivated by their line manager nor experienced a feeling of not being involved in decisions made. 
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Conclusion
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The data collected from primary data will now be discussed and related back to the secondary research with the aim to test whether previous findings are still proven or if new data has arisen. 
[bookmark: _Toc513131440]The overall aim of this study is to analyse factors that affects front of house employee motivation in the cruise industry and hotel sector, and the objectives of this research can therefore be summarized as:
A. To review and critically evaluate basic theories on motivation and the more modern approaches to increase employee motivation
B. To gather information and analyse the different motivational factors affecting employee motivation in the cruise industry and hotels sector
C. Provide strategic recommendations on how to improve employee motivation within both sectors
The study looks to answer the following primary research question;
· Is there a significant difference in factors affecting employee motivation in the cruise industry and hotel sector, and can they improve? 







[bookmark: _Toc513137127][bookmark: _Toc513137210][bookmark: _Toc513212729]5.2 Discussion
This section provides a discussion of each objectives in order to answer the research question; is there a significant difference in factors affecting employee motivation in the cruise industry and hotel sector, and can they improve? 
[bookmark: _Toc513131441][bookmark: _Toc513137128][bookmark: _Toc513137211][bookmark: _Toc513212730]5.2.1 Objective A
According to Objective A, secondary literature has been thoroughly explored and analysed surrounding the terminology employee motivation in chapter 2. The study shows a logical and comprehensive understanding of the definition, rationale, influencing factors and improvement strategies of employee motivation. To get more in-depth understanding of employee motivation in the cruise industry and hotel sector, and independent section have been used to thoroughly review literature about motivational theories. 
The secondary research have had a large focus on the conventional and contemporary motivational theories, which includes Maslow, Alderfer, Herzberg and Vroom. Maslow’s Hierarchy of Needs is often used to explain and influence the behaviour of employees. However, it can be noted that the satisfied needs for Maslow’s Hierarchy can’t be used as a motivator. Thus, based on this idea, it can be assumed that the unsatisfied needs are the most powerful motivational factors. Therefore, the concept of Maslow’s Hierarchy of Needs can help line manager and organisations to know how they can apply the idea of the model into the existing motivation strategies and techniques in order to influence their workers to give their greatest contribution to assigned tasks. Conversely, Herzberg focused on the intrinsic factors that affects work motivation such as responsibility, interesting and meaningful work, feeling of recognition and achievement. This was also noted as the most important motivational factors in the primary data, which shows that it is necessary for line manager and organisations within the hotel sector and cruise industry to ensure that both motivators and hygiene factors are at the sufficient standard in order to improve employee motivation. 
It is believed that all motivational theories addressed in the secondary data is relevant to this study as they focus on the different aspects of motivation, however, it needs to be noted that some motivational theories are more related to the study and topic area whereas certain theories have later been adapted to the context of work place motivation. It is believed that Equity Theory and Expectancy Theory is of more importance in the work place as these theories assess the deeper meaning of why rather than how to motivate. 
[bookmark: _Toc513131442][bookmark: _Toc513137129][bookmark: _Toc513137212][bookmark: _Toc513212731]5.2.2 Objective B
In terms of Objective B, the researcher identified a significant number of factors that correlates with the secondary research.
Several authors (Tyagi, 1985; Azor and Shafighi, 2013; Vansteenkiste et al., 2004) have reported that there is an undeniable link between work motivation and job performance, which was clearly supported by the primary data whereas a large proportion of employees in both the cruise industry and hotel sector stated that they would not perform well if they were not motivated. However, one participant reported that she would perform well even though she was not motivated because her job required her to perform well. There is no research in the secondary data that supports similar statements, yet Yang (2008) debated that performance of the individual, motivated or not, can’t be verified. 
Milman (2006) stated that working conditions were the most significant influence in work motivation, which has been strongly supported by the primary research. For example, Hollyforde and Whiddett (2002) suggest that pay, job security and other external factors affects the lower needs such as the psychological and safety needs in a work context, however, Herzberg (2003) stated that relationships with supervisors, working conditions and pay are all identified as factors that can cause extreme dissatisfaction if they are not met. Respondents to the primary data stated that their most important personal work value motivational factors were a good relationship with their line manager and the feeling of being involved, yet these, according to Herzberg (2003) cause dissatisfaction if not met. The correlation analysis in chapter 4 indicates statistical significance between work motivation, basic needs and personal work values, and negative relationship between motivation and absence of basic needs which supports Herzberg’s statement that these needs can cause dissatisfaction, yet they are the most important motivational factors to maintain or improve employee motivation in the cruise industry and hotel sector.  
Matuszewski and Blenkinsopp (2011) noticed that the nature of social community between employees in the cruise industry is extremely challenging for new employees, primarily because there is no separation of the private and working parts of life. O’Leary and Deegan (2005) stated that work-life balance is highly associated with the high employee turnover rates in both sectors discussed, and is more associated with poor work-life balance than other industries. This statement have been supported by primary research as work-life balance was seen as the least important motivational factor in the cruise industry and the second least important motivational factor in the hotel sector. Yet, Participants in the primary data stated that they struggled to keep their motivation up when trying to adjust to this new life, however, after a few months they experienced an increase in their motivation.  
Leigh and Brown (1996) carried out an extensive survey in the work place which was similar to Herzberg’s theory, however, it was not identical to Herzberg’s hygiene factors and satisfiers. The survey showed that employees tend to work harder when recognition, contribution and challenge as job features were in place. This can be drawn back to Q3 where the researcher asked participants to rate Benefit, Rewards and Promotions factors that affects their motivation, whereas front of house employees rated Awards and Recognition as the most significant motivator. This factor is seen by Herzberg as an intrinsic factor that leads to motivation and satisfaction where employees will work to achieve recognition and want more of it. 
Weaver (2005) identified time off as a source of dissatisfaction in the hospitality industry, however, a study conducted by Sehkaran and Sevcikova (2011) stated that most employees were satisfied with the time off they had. Weaver’s (2005) statement was tested in the primary research, with a strong focus on the cruise industry as they work in a confined area for an extended period of time with little opportunity to explore the ports they visit. It was identified by the researcher that employees in the cruise industry does not see time off as a significant motivator, therefore Weaver’s (2005) statement is not supported by primary data. On the contrary, it shows a strong support to Sehkaran and Sevcikova’s (2011) report. 
It is apparent that the employees are undoubtedly the most significant resources that an organisation possesses. Therefore, it is perceived that when employees are working at their full capacity the performance in the organisation is enhanced significantly, hence the impact of employee’s level of motivation in performance is an unquestionable fact. 
[bookmark: _Toc513131443][bookmark: _Toc513137130][bookmark: _Toc513137213][bookmark: _Toc513212732]5.2.3 Objective C
In light of Objective C, Raziq and Maulabakhsh (2013) explained that there is a positive relationship between work environment/working conditions and employee motivation and performance. To improve greater employee motivation, productivity and performance, organisations and line managers must provide a harmonious and friendly environment. It can be argued that if organisations and line managers are able to provide better quality of working conditions and environments, the motivation and performance of employees will improve. This was reinforced by P4-HS, where it was stated that things such as workspace and facilities available will highly affect front of house employee motivation and was given as a recommendation to improve employee motivation in their workplace. P1-CS emphasised on the fact that crew areas on cruise ships are less inviting than guest areas, and this caused distress and thoughts of not wanting to stay. P2-CS focused on the fact that crew cabins are of poor quality and he would rather be at work than in cabin for time off, hence why Sehkaran and Sevcikova’s (2011) study arguably received responses that crew members are generally satisfied with their time off because the alternative is demotivating and less appealing. Gaudreau and Blanchard (2012) stated that a feeling of being involved and empowerment has significant positive relationship to employee motivation and performance, and when employees are delegated power for decision making, and being trusted and concerned by the organisation and their line manager, they will be more motivated therefore perform higher in their work. P4-HS stated that non-monetary incentives are more important than monetary incentives and suggested that appreciation and the feeling of being irreplaceable is a way to go to empower employees. Empowering employees is crucial because it minimizes employee errors as well as enhance their motivation and performance. P3-HS experienced a feeling of not being involved nor motivated by the line manager and team, and is therefore more likely to be less motivated at work and then perform to a lower standard. It was recommended by the participant that all employees were treated equally to create a workplace where all employees felt involved and empowered to perform well, however, it was understood that this is not always possible, but emphasised on the fact that the line manager would have to communicate with employees on a regular basis in order to maintain a healthy and productive workplace. 







[bookmark: _Toc513131444][bookmark: _Toc513137131][bookmark: _Toc513137214][bookmark: _Toc513212733]5.3 Research Conclusion

This research highlighted the importance of motivation and performance in the cruise industry and hotel sector. The main goal of this research was to identify the factors affecting front of house employee motivation in the cruise industry and hotel sector. In addition, other objectives of the research were directed towards determining whether there was a significant difference in factors affecting employees in both sectors and how front of house employee motivation could be improved in both sectors.
The starting point of the research was the assumption that employees in both sectors are heavily motivated by monetary incentives. Despite those assumptions, results showed that motivation is not mostly stimulated by monetary incentives. An important aspect of these results is that employees’ motivation is equally intrinsically and extrinsically orientated. 
The results obtained from the analysis of motivation amongst front of house employees with different years of age and experience was unexpected. It was found that there was little difference in impact of different motivational factors on employees with different years of age and experience, however, it was noted that male crew members are more motivated by pay than female and the younger generation in the hotel industry is more motivated by pay than of those of other generations. 
From the study it can be concluded that there are several factors that influence employees’ motivation such as working conditions, pay, a good relationship with line manager and team, awards and recognition, and a feeling of being involved. When these factors are managed and implemented well, they would result in highly motivated employees, thus resulting in high effectiveness and efficiency in the services provided. There is seen to be a slight difference in what motivates employees in both sectors, whereas cruise ship employees are more motivated by pay than hotel employees and hotel employees are more motivated by awards and recognition, both sector employees are highly motivated by working conditions, development programs, a good relationship with their manager and the feeling of being involved and empowered. It is believed that line manager and organisations can utilise the recommendations put forward in Objective C to improve employee motivation within the cruise industry and hotel sector, and it is advised to focus on the intrinsic factors in order to improve motivation as these factors were seen to score the highest percentage in importance through the questionnaires. However, by using Equity Theory and Expectancy Theory to understand the underlying reasons as to why, and then utilise other motivational theories in order to address the how line managers and organisations may arguably be able to understand the motivational factors that affects their employees in greater detail. 
[bookmark: _Toc513131445][bookmark: _Toc513137132][bookmark: _Toc513137215][bookmark: _Toc513212734]5.4 Limitations
It needs to be addressed that although the research method and process are valid for the overall aim of the research, some inevitable limitation may still exist in the design of the present research that are related to the primary study.
Firstly, it must be acknowledged that the generalisability of the study needs to be improved. The ratio of the sample volume and the target population in this research is low compared to the number of employees in these sectors. Factors that affects employee motivation varies in every aspect, thus the study may still miss some information from those who did not participate in the survey. This could prevent the researcher from obtaining a generalised judgement of the research. 
The second limitation is related to the platforms the questionnaire was distributed on. Questionnaires was distributed on social media platforms such as Facebook, Instagram, Reddit, Mumsnet and Snapchat, however, this may potentially cause the lack of respondents in certain age groups. Therefore, any future study needs to conduct survey with an equal number of age groups.
The third limitation was the sample size. In this case, originally the researcher predicted and identified that around 100 respondents per survey would be an ideal sample size in regards to the time limitations. The actual sample was 82 for Cruise Ship Employee Survey and 75 for Hotel Employee survey which is a total of 152 respondents. This number was relatively smaller than the initial sample proposed, however, due to time constraints of the research project and the data analysis that followed, the survey had to be taken off social media in order to continue the analysis of results. Conversely, the data recorded by participants were relevant and thorough. Although this was a smaller sample, the data was rich and exploratory enough to come to a detailed consensus of the objectives. 
The fourth limitation is related to the availability of cruise ship crew members. Due to the nature of their work, most crew members are either on board a cruise ship or on vacation getting ready to sign on a new contract thus making it difficult to encourage participation in the questionnaire and interview. 
A fifth limitation is that the study was too broad and incorporated both the cruise industry and hotel sector, whereas it was appreciated that more research was needed on only cruise ship crew members as this is seen to be an under-researched area. 
 
[bookmark: _Toc513131447][bookmark: _Toc513137134][bookmark: _Toc513137217][bookmark: _Toc513212735]5.5 Opportunities of Future Research
Future researchers should conduct a more narrow study to which cruise ship employees are being investigated further as it is evident through this study that there is not enough research on cruise ship employees and motivation. Future research should focus on one of the factors, whereas it is recommended to investigate working conditions and work-life balance in further depth. It is recommended to continue studies on hotel employees, however, this in a separate study from cruise ship employees. Future researcher should use the current study as part of their secondary data and conduct more research on issues that has been examined in order to improve the current study and the general understanding of employee motivation. 
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Q4 To what extent does your line manager motivate you at work? 1 is not at all, 5 is very
much.
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Q4 To what extent does your line manager motivate you at work? 1 is not at all, 5 is very
much.
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Q5 A SENSE OF BELONGINGTo understand which aspects of work motivation are the most
important to you, please read each statement and rank their importance in order. 1 is very
important, 4 is not important.
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Q5 A SENSE OF BELONGINGTo understand which aspects of work motivation are the most
important to you, please read each statement and rank their importance in order. 1 is very
important and 4 is not important.
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Q6 In which department do you work on board the cruise ship?
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Q7 How long have you been working on board a cruise ship?
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Q7 How long have you worked in the hotel sector?
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Q9 Do you work:
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Q9 What is your gender?

Prefer not to say
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Cruise Ship Employees

51.25% were male participants
47.50% female paticipants

1.25% did not want to state their
gender

Hotel Employees

50.67% were male participants

49.339% were female participants
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Employees

Age group 25-30 were considered
the main age group with a fofal of
38.75%

The smallest age group were 51+
with 2.50%

Hotel Employees
Age group 18-24 were considered
the main age group with a fofal of
30.67%

‘The smallest age group was 51+
with 1.33%
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Q7 How long have you been working on board a cruise ship? Q7 How long have you worked in the hotel sector?
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Cruise Ship Employees
A total of 33.75% have worked on a
cruise ship for 13 years

A total of 23.75% were new hires
which have worked on board a
cruise ship for less than 12 months
5% of paticipants said that they
have worked on board a cruise ship

for 12 years or more

Hotel Employees
25.33% of participants said they
have worked in the hotel sector for
7-9 years

A total of 24% have worked in the
hotel sector for 1-3 years

6.67% of participants said they have
worked in the hotel sector for 12 or

‘more years
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Q6 In which department do you work on board the cruise ship?
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Cruise Ship Employees
27.85% of participants work in the
Hotel Operations Department
24.05% work in the Activities
Department

Gift shop Department was the
smallest group with 5.05%

participants

Hotel Employees

37.33% of the participants work in
the Front Office Department
25.33% work in Food and Beverage
Department

Smallest group was Events and
Conference Department with
14.67%
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Q1 To what extent do you believe your level of motivation affects your job performance? 1 is
not at all, 5 is very much
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Cruise Ship Employees
A total of 35.80% cruise ship
employees believed their level of
‘motivation affects their job
performance very much

3.70% employees does not believe

‘motivation affects job performance

Hotel Employees
38.67% of hotel employees believe
their motivation affects their job
performance

2.67% does not believe motivation
affects job performance
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Q2 BASIC NEEDS To understand which aspects of work motivation are the most important to
you, please read each statement and rank their importance in order. 1 is very important and 5
is not important.
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Cruise Ship Employees
Good working conditions were the
‘most important mativational factor
with 30.85%

Sufficient pay was the second most
significant motivational factor with
2625%

Worklife balance was the least
important motivational factor with
33.33%

Cross-tabulation of Q2 Sufficient
Pay and Q9 shows that 57.14% male
crew members are more inclined to
be motivated by pay

55% of female crew members chose
sufficient pay as the least important

factor

Hotel Employees

Good working conditions were the
‘most important mativational factor
with 26.03%

Sufficient pay was the least
important factor with 35.14%
Cross-tabulation of Q2 Sufficient
Pay and Q10 shows that a total of
44.44% aged between 18-24 chose
sufficient pay as the most important
‘motivational factor

3.85% of 51+ chose sufficient pay as

the least motivational factor
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Cruise Ship Employees

Medical Care was seen as the most
important motivational factor with
75.61%

Development Programs was the
second most significant motivational
factor with 59.76%

Crew discounts was the least
important motivational factor with
2927%

Awards and Recognition was the
‘most significant motivational factor
with 68%

Pension Schemes were the second
‘most important mativational factor
with 62.67%

How easy it is to book holidays/time
off was the least important
‘motivational factor with 37.33%
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Q4 To what extent does your line manager motivate you at work? 1 is not at all, 5 is very
much.
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Q5 A SENSE OF BELONGINGTo understand which aspects of work motivation are the most
important to you, please read each statement and rank their importance in order. 1 is very
important and 4 is not important.
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Cruise Ship Employees
A total of 39.51% cruise ship
employees said their line manager
‘motivated them very much at work,
averaging out as 3.91 out of 5
4.94% employees said their line
‘manager did not motivate them at
work

Good relationship with line manager
and team was seen as the most
important motivational factor with
43.03%

Bonus Schemes was the least
important factor with 53.09%
ranking it as number 5 — not
important

Hotel Employees
529% of hotel employees stated that
their line manager motivates them
by averaging it as 3.81 out of 5
6.67% stated that their line manager
does not motivate them at work
Good relationship with line manager
and team was seen as the most
significant motivational factor with a
total 0 43.24%

Bonus Schemes was the least
important factor with 41.67%
ranking it as number 5 — not

important




image38.png
Theme 4—
Personal Work
Values
QI -Line “trusts us fomake | “line manager T introducing
Managerand | the right decisions | didn'tmotivate | o positive
Motivation without losing our | and there was motivation™
ownvaluesand | friction within the | 887N
beliefs” team” “less motivated | “ifthe ‘top dog
“all the time “It can really ruin isnt motivated,
and empowered
empowered” your hefshe can’t
“if your line because of the ‘motivate the ones
‘manager [...] “face factor’at | undemeath
empowers youto | .
‘make decisions
LI
“increases
motivation™
Q- “it makes your life | it will eally “Being partofa | “if the line manager
Motivating Line | somuch easier on | knock your team that includes | is able to make all
Manager and A | b0ad” motivation if you | your manageris | employees feel as
Feeling of don'tgetalong | fundamentalto | one whole team the
“obviously with the team you | the suceess [...J" | work ethic will be
Being Involved
important for work and live improved”
satisfaction” with”





image39.png
Employee Motivation in Front of House Staff

in the Cruise Industry

1. INTRODUCTION

s Silje Marie Aas Gronn, and | am studyir
t Uni

fasters
ity of Wales Trinity Saint David, Swan;

urism and Events

I am currently writing my Masters' dissertation, and this survey s a part of a rese

0se purpose s to un employee motivation in front of hou
the cruise industry, and | therefore invite you to participate in my survey.
The survey should take 0 minutes to complete.

The decision to particip
at any time. Even if you

e in this research project is voluntary, and you can withdraw
web-bas stopat
isks o discomforts to you for taking part in this

online survey, you can choose

Your part in this study is anonymous to the researche:
surveys,itis possible that responden
ctronic records associated wit
anyone involved wit
publications based or
any individual as bein

(s). However, due to the nature of
could be identified by the IP addr
response. Neither the rese:
this survey will be capturing those da
s research will only u
with this project.

or ot

cher nor
tsor
roup data and will not i

Any

you or

You can conts

me at sgronn.140210@student.uwts

is any queries.

Thank you!

00f 11 answered




image40.png
Employee Motivation in

Front of House Staff in the
Cruise Industry

MOTIVATION

your

() Towhat extent doyou bef
performance? 1is not at ll, 5 is very much

* * * * *

I of motivation affects your job

[@FE

wink





image41.png
(5) =enEFms anp rewaRDS

To understand which aspects of work mativation are the most important to you,
please read each statement and choose the three that are most important to you

[] Medcal Care:
[ suficient Tme Off

(] Develogment Programs
[] Pension Schemes

[ crewDiscous

[] warcs na Recogniton

Fhease give an explanaton of why those three facors that are most important 1 you and inciude any other
benefts and rewarasfactors you think affects your work motivation

(®) Towhat extent does your line manager motivate you at work? 1 is not atal, 5 s

very much.

* * * * *

Slesse Eiclan Furtner





image42.png
() Asensz oF sELONGING

To understand which aspects of work mativation are the most important to you,
please read each statement and rank their importance in order. 1 is very important,
4is not important.

. . B .
EEED @ o o o
[

vith Une Menager o o o o
i

gt O o o o

Slesse gve 3n explanation o the orcer ou have chosen and ncluce any ciner personl actors you ik
affects your work motiation

Prev Next




image43.png
3. BACKGROUND INFORMATION
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Cruise Industry Interview Questions
‘Theme 1: Motivation and Performance
QI My research suggests that most employees believes there is 2 connection betiveen

‘motivation and performance, but some have stated they do not think their motivation affects

their performance. What do you believe is the reason for this?

‘Theme 2: Working Conditions and Work-Life Balance

QI What are your views on the current working conditions on your ship?

Q2: When conducting primary data, my research suggested that male crew members are more
prone to be motivated by pay than females in the cruise industry. What are your views on
this?

Q7 My research so far suggests that work-life balance is the least important motivational
factor for cruise ship employees. Why do you believe other factors are more important to
crew members? And the research also suggested that job security was one of the least
important motivational factors for crew members. As you work per contract, are you not

worried that you might not get a new one?

Q: In which way do you believe a new hires” motivation are affected by the lack of work-

life balance in the cruise industry?

‘Theme 3: Rewards and Benefits

QI My research shows that Medical Care was one of the most important motivational
factors. Was Medical Care a motivational reason for you to accept the offer to work in the

cruise industry or is it an important added value to the work experience?

‘Theme 4: Work Values
QI: In which way do you believe a motivating line manager and 2 good relationship with the

line manager and your team is connected?

Q: Do you think that a good relationship with your line manager and your team makes you

feel more involved in decisions made?
General Questions

Q3: Could you please tell me in which department on board you are working and state your
‘gender and age? And is there any other motivational factors that personally affects your

‘motivation?
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Hotel Sector Interview Questions

Theme

lotivation and performance
Q1: Do you believe you can perform well if you're not motivated?

Theme 2: Working Conditions and Work Life Balance

QI: What are your views on the working conditions in the hotel industry today?

Q2: My research shows that the younger generation are more motivated by sufficient pay
than those of 41-50 and 50+ Why do you believe the younger generation is more motivated
by pay?

‘Theme 3: Rewards and Promotion

QI My research suggests that awards and recognition is a more motivating factor than g,g.
Development programs. Why do you believe this is of far greater importance to hotel

employees?

Q: What are some work accomplishments and/or contributions you would appreciate being

recognized for by your line manager?

Q3: What would you find meaningful in being recognized for the work accomplishments

and/or contributions?

Theme 4: Work Values

QI: In which way do you believe a motivating line manager and 2 good relationship with the

line manager and your team is connected?

Q: Do you then believe that a good relationship with your line manager and your team

creates a feeling of being involved? If so, how?
General Questions
QI: Ts there any other factors that can affect your motivation

Q: Do you have any general recommendations on how to overall improve employee

‘motivation in the hotel sector?

Q3: Can you please state your department of work, age and gender?
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Partcipant Interview Consent Form

[An Investigation on Factors Affecting Employee Motivation: A
Case Study of Front of House Employee in the Cruise Industry
and Hotel Sector]

Consent to partake in rescarch

© I JESSICA MENIKEFS. .. e Voluntarily agree to
participate n this research study

© lunderstand that even if | agree to participate now, I can withdraw my consent at any
time or refise to answer any questions without any consequences of any kind

© understand that I can withdraw the consent to use data from my interview, in which
case the material will be deleted

o I have had the purpose and nature of the study explained to me in writing and I have
had the opportunity to ask questions about the study

o Tunderstand that 1 il not benefit dircetly from participating in this rescarch

o Tagree (0 my interview being audio-recorded

o Tunderstand that all nformation I provide for this study will be treated confidentially

T understand that in any report on the results of this research my identity will remain
‘anonymous. This will be done by removing my name and disguising any details of my
interview which may reveal my identity or the identity of people I speak about

T understand that disguised extracts from my interview may be quoted in dissertation.

1 understand that signed consent forms and original audio recordings will be retained
in an encrypted personal computer with password access and the rescarcher i the
only person who has access (o this data until the exam board confirms the results of
the dissertation

T understand that under freedom of information legalisation I am entitled to access the.

information I have provided at any time while it i in storage as specified above:
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T understand that I can withdraw the consent to use data from my interview, in which
case the material will be deleted

= 1 have had the purpose and nature of the study explained to me in writing and | have
had the opportunity o ask questions about the study

« Tunderstand that I wil not benefit directly from participating in this rescarch

« Tagreeto my interview being audio-recorded

« Lunderstand that all information I provide for this study wil be treated confidentially

« Lunderstand that in any report on the resuls of tis research my identity will remain
anonymous. This wil be done by removing my name and disguising any details of my
inerview which may reveal my identityor the identity of people I speak about

« Tunderstand that disguised extracts from my interview may be quoted in dissertation.

« Lunderstand that signed consent forms and original audio recordings will be retained
in an encrypted personal computer with password access and the researcher s the
only person who has access to this data until the exam board confirms the results of
the dissertation

L understand that under freedom of information legalisation I am entitled to access the

information I have provided at any time while it s in storage as specified above
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Interview One Transcript
Interviewer: Student
Interviewee: Shore Excursions Staff on board Cruise Ships

Interviewer Setting: This interview was performed per telephone as the interviewee is

currently on board a cruise ship and unable to participate in face-to-face interview
Affiliation with interviewee: Discussion on dissertation topic

Quote: Interview was recorded via a 22 phone

R Hi, and thank you for agreeing to participate in this interview, and for the purpose of the

recording can T quickly confirm that you have agreed to the interview being recorded?]
PI: Yeah, that’s alright
R: What are your views on the current working conditions on your ship?

P1: HA B4 (loud laughter), funny question. Where do I even begin? Working conditions
on cruise ships are poor. I am currently sharing an office with 4 other departments, and
wmm ... there is definitely no room to move around. Our cabin resembles the size of a
walnut I guess. You can pee, shower, brush.
clever Shore Ex Staff once said, ha ha ha. Deck 3 and upwards are really nice because
th

vour teeth and watch TV at the same time, as a

are passenger areas, but the crew decks are tired and not nice at all which affects my

willingness to work here. It’s just depressing.

R: Thank you very much. So, my second question is about male crew members and pay as
motivation. When conducting primary data, my research suggested that male crew members

are more prone to be motivated by pay than females in the cruise indust

y. What are your

views on this?

P1: I think there are more male crew members than female crew members who have

Jfamilies to support at home, therefore they are more motivated by pay. Umm... And T have

personally noticed that it is men from developing countries such as the Philippines or
Indonesia... that are... eh... working on a cruise ship to support their families because its

better pay than in their home town for example.
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R: Okay, thank you. Do you think this is a normal thing in the cruise industry or have you

noticed this on just your ship?

P1: I would think it was like a cruise ship thing as I've, um, been on several cruise ships

andit’s the same everywhere I go, but yeah. I wish men wasn’t as driven by pay because in

my position I see that the men perform poorer than female because the pay isn’t as good as
other positions in other departments. I think women in general is more driven by the
emotional side of work, or the progression side to it, while men are motivated by either

monetary incentives or benefits.

R: T understand. What do you think line managers can do to increase motivation in male crew

‘members who perform poorer due to insufficient pay?

. Umy

P1: All they can do really is
positives of the job instead of focusing on pay, for example free cabin and free food I

10 encourage and empower them to look at the

guess. Good saving opportunities, good working environment, friends for life etc. If that

doesn’t work I think more non-monetary rewards could help.
R: Thank you! I'tn going to g0 to the next question now which is about work-life balance
P Alright, cool. Interesting topic for a crew member.

R: My research so far suggests that work-life balance is the least important motivational
factor for cruise ship employees. Why do you believe other factors are more important to
crew members? And the research also suggested that job security was one of the least

important motivational factors for crew members. As you work per contract, are you not

worried that you might not get a new one?

PL: Well, um. Let me tell you a story from my first contract. Just an FYI, most new hires
experience the same when first signing on, but I obviously can’t speak for everyone. When
Isigned on [...] in 2015 I had been working in several other positions in my home country.
previously, and all of them had been in places where when I left work I had my personal
Iy

something I will remember. There was no balance between work and personal life. You are

life. So when I signed on [...] I was in for a massive shock. Umm... it was defini

often ‘cabined” up with your colleague so you work all day with your team, you go to your
cabin and spend your time off with the same colleagues. You go out in ports with those
colleagues. You eat dinner with these colleagues. You go to the crew bar with these
colleagues. You do everything with the people you work with. A work-life balance on a
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cruise ship doesn’t exist and that's why I think your research suggests that its the least
important factor because all crew members know that there is none. Unim.. but, I like it
this way. It s only for a certain amount of time anyway, and then you get 2 months off and
we are often sent off to another ship on our next contract and then you meet new people
‘again. I'meet brand new people every 9 month and then I do the same with them as I did

the previous ones. So yeah, I hope that answers your question, ha hg,

Yeat well, we got a job for a certain amount of months and then we sign off; not knowing
whether they are going to give us a new contract or not. We don’t really know until we get
anew LOE or not. I'm abways thinking about it when I'm on vacation “will I get to go back
or will they end my contract here?” It’s pretty scary, but again; there is no reason for [...]
Umm ... that’s why I think it’s,

extra important for us to be motivated and perform our jobs well because our current

10 withdraw my contract if I've done a good job you kno

contract can be our last one if the line manager thinks we’re not cut out for the job

R: Yes, that's great. Thank you! It sounds like working in the cruise industry is tough as most
would argue that a good balance betwween work and life is necessary and is a motivator to as

why they are working where they are working?

P1: Well,
industry isn’t normal. Never has, never will be... But, ehm, I think this is what makes it so

ah, itis an important factor when you work in a ‘normal’ industry. The cruise

special. And that's why I think it's not for everyone. Like we usually say “our guests never
take a vacation from the vacation” which sums up our life as we work every day for x

amount of months.

R: You mentioned previously that you were shocked when you signed on to do your first
contract in 2015. In which way do you believe a new hires” motivation are affected by the

Iack of work-life balance in the cruise industry?

P Like I said, you can either do it or you can’t but I think it hits their motivation quite
significantly... umm... the first couple of weeks when there’s training here, training there,
crew drills and a completely new environment where you work 7 days a week for x amount
of months but I think after getting into the routine and getting to know the basics I don’t
think it affects motivation as much. From month 2 until sign off I like to think new hires”
cope better with the work-life balance, or the lack off this balance. It's all up to how you
adjust I guess.
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R: Okay, thank you. That's really interesting! I'm going to divert over to another topic which

is about rewards and benefits, if you don’t mind answering a few questions on that topic?
P1: No ng, not at all. Al guns blazing with the questions I see, ha ha.

R: So, my research shows that Medical Care was one of the most important motivational
factors. Was Medical Care a motivational reason for you to accept the offer to work in the

cruise industry or is it an important added value to the work experience?

P1: I'wouldn’t say it was the reason I decided to apply for my position, and to be honest I,
wm, wasn’t even aware that we had free medical care until I actually signed on in 2015. I
would rather call it an amazing added value and something that crew members could NOT
be without when working on board. It could probably be a motivation for some I think, but
T'would be surprised if anyone... umm.. decided to work on cruise ships because they had
Jfree medical care. Maybe people from the US because their health care is way 00

expensive, ha ha ha.

R: Haha, Tunderstand. Thanks! T'll go over to your personal work values now, and I'm going

to ask some questions about your line manager and your team
P1: Okay, shoot!

R In which way do you believe a motivating line manager and a good relationship with the

line manager and your team is connected?

P1: If you have a motivating line manager that you AS WELL have a good relationship
with, it makes your life so much easier on board. Pve had managers who have motivated
‘me and that I had good relationship with, but I've also had manager who have not
‘motivated me that I don’t get along with. I’s obviously important for satisfaction that they
g0 hand in hand because, like I've mentioned, we're on board for so long and it will really
drain you and make you lose motivation if your manager doesn’t motivate you AND you

don’t get along with them nor your team. It’s everything for crew members I think.

R: Do you thik that a good relationship with your line manager and your team makes you.

feel more involved in decisions made?

P1: Oh yes, definitel

team and because of that, my line manager trusts us to make the right decisions without

Thave a really good relationship with my line manager and my

losing our own values and beliefs and we are all the time empowered to do things without
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involving anyone with more stripes. I'm going to tell.

vou a story again, this time from this
contract as I think it shows perfectly that a good relationship with line manager and team

makesy

u more involved. I'was out on the pier in San Juan, and this guest approached me
and said he was given the wrong sticker in the theatre where we do the dispatch and the
tour he had tickets for was full because someone else with another ticket got his sticker ~
well it’s a bit difficult to explain how that works but I think you get the gist of it After

ing to get him on his original tour without any success I took the grand decisions to put

‘him on another tour that he wanted to do for free. Gave him 100% refund on his original
ticket and gave him a sticker for another tour for free. I think I wouldn’t be able to do that
if T didn’t have a good relationship with my line manager and team because they trust me
enough to make the right decision without questioning why there was a refund on this

quests” account.

R: Oh, great! Thanks. I'll ask you a couple more questions before I leave you to it if that's
okay?

P1: I got plenty of time, hit me

R: So, my research suggests that most employees believes there is a connection between
‘motivation and performance, but some have stated they do not think their motivation affects

their performance. What do you believe is the reason for this?

P1: Thonestly think you caught those employees in a bad time because I don’t know any
crew member that don’t think motivation and performance is related. At the end of the day,
w’re not motivated. Your results will ultimately be

extremely poor and your manager will see that fast because of the environment we’re in.

wm, you won’t do a good job ify
Or it may be because they in general are tired of working in this industry but don’t feel
they can leave because they ve worked there for so long the pay is better and that's why

they’ve said motivation and performance doesn’t link. Or they

e worked there for so long
they have experienced that employees that’s not motivated still performs to a high
standard. T think I could assume about why for days but it's either of those three I think.

R: Okay, T understand. Thank you for clearing that up. Thank you so much for taking the time
out of your busy schedule to participate in this interview! Your views are invaluable to my
primary data. Just one last question before I send you back to work. Could you please tell me

in which department on board you are working and state your gender and age?




image66.png
And is there any other motivational factors that personally affects your motivation?

P1: It was my pleasure, thank you for letting me talk for so long. I think crew members are
often being neglected as part of the tourism industry so it was nice giving my views on

some issues that

vou found. I work in Shore Excursions, and have worked here for yeah,
well, 3 years now. I'm 23 years old and female.

Hmm, that’s an interesting question, but I will have to say internal career progression. And
xxx works really hard for us to apply for relevant jobs within the company so we can
progress and that makes me motivated to do better so xxxx can provide a g00d feedback

form I can show to the person in charge of my internal application.

R Again, thank you very much for your participation! Wish you the best of luck on your

current contract. Bye!

P1: Thanks, I will enj

it as much as I possibly can. Bye now.
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Tnterview Two Transcript
Interviewer: Student
Interviewee: Entertainment Crew on board Cruise Ships

Interviewer Setting: This interview was performed per FaceTime as the interviewee is

currently on board a cruise ship and unable to participate in face-to-face interview
Affiliation with interviewee: Discussion of dissertation topic

Quote: Interview was recorded via a 22 phone

R Hi, thank you for your willingness to participate in my interview. For the purpose of the

recording, can you confirm that you have agreed to this interview being recorded?
P2 Yep
R: Thank you! So T would like to ask you about working conditions on a cruise ship, as this is

obviously different to a land-based hotel. What are your views on the working conditions on

your ship?

P2: Oh wow, well... umm ... the spaces are tiny, the working hours are long and no time
off: Its rough conditions, almost as rough as the sea we’re sailing, ha ha. And the pay isn’t
the best, obviously. But we get to save a lot because we don’t pay for accommodation or

iny though, like, really small. Which

‘again is a reason why I prefer to work rather than be in my cabin having time off:

food, which is the good parts I guess. Our cabins are

R: Fabulous, thank you! My second question is about crew members and the perception of
male crew members being more motivated by money than female crew members. Why do

you believe male crew members are more motivated by money?

P2: Hmm, I actually don’t know. Um...

‘because there more male crew members who have families at home, but I can’t say that for

y personal experience I think it's probably

sure obviously. I don’t know, but I feel like females are more motivated by things like

recognition, progression and stuff rather than money. Like, maybe they see it as an added
?

‘bonus rather than something that’s 100% necessas

R: Do you think this is the common perception in the cruise industry or s this something

you've noticed on a specific ship?
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P2: Hmm, it’s probably common all over —and not only in the cruise industry. I think it's
Just in their nature to be more motivated by pay and females are more mofivated by other
things. Females are more sensitive and therefore are motivated by things that’s connected

10 their beliefs and values.

R: Okay, T understand. Do you think there is 2 correlation between pay and how crew

‘members perform in their job?

P2: Oh yeah, definitely. Umm... If the pay is lower, and obviously other motivating factors
are not present, the crew member won’t perform as well as if the pay was higher AND

other fuctors were present. I don’t think pay in itself can be a demotivating factor, only if
other fuctors are not present as well and the overall experience isn’t good. But definitely a

connection between pay and performance.

R: Do you think there’s anything your line manager can do to increase motivation in those
crew members who are less motivated and perform poorer if their pay isn’t sufficient enough
for them?

P2: Well, I'm not really sure if there’s anything anyone can do for those with that thinking
but umm maybe be more attentive to other things that can be a motivating factor? Or
maybe help the crew member find other things that’s interesting and use that as the Key

‘motivator.
R: What do you think those things would be?

P2: Hm, maybe encourage the crew member to do a certain thing well and give them VIC
cards for the effort put in, or go through the appraisal forms and see where the crew
member can improve and do like trainings and stuff for that.

R: That's interesting, thank you! Is it okay for me to 0 to the next topic in this interview?

1t's about work-life balance in the cruise industry.

P2: Yeah, go ahead. I like discussing this topic and do it regularly with family and friends

because they are curious to how it works

R: Fabulous! My research suggests that work-life balance is the least important motivational

factor for cruise ship employees. Why do you believe other factors are more important?
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And the research also suggested that job security was one of the least important motivational
factors for crew members. As you work per contract, are you ot worried that you might not

getanew one?

P2: Oh, that's easy. We don’t have one. There is honestly no balance between work and
life because 1) we live on cruise ships, where we also work. 2) We take our work *home”
with us, and by home T mean our massive, ha ha ha, cabin. Joking, our extremely small
cabins where there is no privacy. 3) Not only do we live where we work, we live WITH the
peaple we work with. Whatever conversations we have when finished work is about work,
either something good that happened, something bad or guests we discuss. 4) We have deck
phones. If we make the mistake by going the extra mile for a guest and says “If there is

anything you need regarding your problem, please call me on xxxx”, they call at any hour.
Tactually had that happen to me on several occasions. There was a problem with a guests
account and I wasn’t able to help the guest on the spot so I gave my deck phone number
and said if there was anything [...] wanted to discuss to clear the case [...] could call me,
but the problem then was that this guest would call at 3 am in the morning asking whether
something was available to get in the morning, or if there was any news on any tours, new.
drinks, theatre schedule etc. It was an absolute nightmare. At one point I had to change my
deck phone and get a new number because this guest called me for everything and

anything at ridiculous hours.

T'm going to answer that really short because obviously job securiy is important, but

again, that’s the nature of the job. I don’t really think about that when I'm on vacation
because I believe I am performing my job to a high standard and that I'm irreplaceable.

R: That sounds pretty rough, but s it that common for crew members to take their work back
to their cabin? That's supposed to be your relaxing time away, or as away you can get T

suppose, from work?

P2: Again, even though you’re in your cabin, there’s no ‘getting away’ from work. There’s
aliays something that needs to be memorised, such as the drink menu, or cases regarding
guest complaints that you need o assess. This industry isn’t like any other where you can

withdraw yourself from your work place at any time. It follows us wherever we go.

R: Okay, T understand. Thank you! In which way do you think this way of living affects new

hires and their motivation as it sounds like a tough industry to work in?
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P2: I'd like to think that new hires who can’t cope with this life style figures it out quickly
and decides to withdraw from their contract before it goes south, but I think the first few
‘months on board gives them a lot of impressions that can be difficult to process. Especially
the balance between work and life, because they may be used to certain things in their
previous job and this is just not always possible to do in this job. I think their motivation
gets a punch in the fuce at first, but the more used to it you get and the more you learn I

think their motivation increases as well. They just have to give it a chance before giving up.

R: Thank you, that's very interesting! I'll move to another topic now, and it's about rewards

‘and benefits. T hope you don’t mind answering a few questions on this topic?
P2: No, that’s okay!

R: Thank you! After conducting my primary research, it showed that most crew members
chose Medical Care as one of the most important motivational factor. What do you think
‘about this? Do you believe Medical Care is 2 motivator in itself or just an added important

value to crew members?

P2: Oh, that's a tough one. It can be both, I guess. Personally, when I applied for my
position one to0 many years ago, I was impressed that there’s medical care on board and
saw that as a good reason to accept because I knew if something happened I would be
taken care of: And|[..] did as I became ill during my last contract. It wasn’t the sole
reason for me applying to the position, but it helped me decide whether I wanted 1o go or

not. So I guess, it was partly a motivator and an important added value.

R: Do you think some people would be motivated by Medical Care, and not see it as an added

value to your work experience?

P2: Yeah, probably, I wouldn’t be surprised if applicants wanted to go on because there
was medical care ~ especially if they’re from a country where they can’t afford medical
care themselves ~ but it’s probably difficult to be motivated by medical care only. There
‘meeds 1o be other motivational factors that plays a role as well, such as pay and progression

opportunities for example

R: Okay, thank you for clarifying that. I'm going to sk you some questions about your line

‘manager and your team now if that's okay?

P2: Yeah, good luck with that, ha ha.
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R: Do you believe a motivating line manager and a good relationship with that line manager

and your team is somehow connected? If so, why?

P2: Well, obviously. Your life will get so much better if your line manager motivates you to
do well every day and you have a good relationship with them. It will really knock your
‘motivation if you don’t get along with the team you work AND live with, and T have
personally experienced that crew members withdraw their contract because their line
manager and team is not supportive enough. It was so bad at one point, the crew member
was refused to go on ‘team days” because they didn’t like [...].

left the company 7 days
later and made an official complaint against them. It can really ruin you. [...] was really
good at the job as well, but because the line manager didn’t motivate him and there was
Jriction within the team, he wasn’t able to perform to his full potential with the support he
needed.

R: Oh wow, that doesn’t sound good at all. Do you then believe that a good relationship with

your line manager and team makes you feel more involved?

P2: Yep, I do. If your line manager and team empowers you to make decisions, it also

increases your motivation.

R: Thank you! I'd like to continue with motivation and job performance, which we've
already touched.

P2: Okay, no problem.

R: So, my research suggests that most employees believes there is a connection between
‘motivation and performance, but some have stated they do not think their motivation affects

their performance. What do you believe is the reason for this?

P2: I don’t think it’s like that at all. I think motivation is the core foundation of good job
performance. How can you even perform well if you're not motivated? I don’t think that's

possible. I know I wouldn’t do a good job if I was demotivated.

R: Okay, thank you so much. And, thank you for taking the time out of your schedule to
participate in this interview. Just a couple more questions before I leave you to it. Could you

please tell me which department on board you are working, your gender and age?

And is there any other motivational factors that personally affects your motivation?
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P2: It was fun, and nice discussing these topics. I work in the Entertainment Department,
‘male, 38 years old. I've worked for [...] for about 9
progression and development. I think that’s a very important fuctor that affects my

vears now. Umm... definitely

‘motivation personally. I'd like to develop and progress in all aspects of life, especially in

my career.
R: Thank you 50 much! T wish you the very best. Bye now.

P2: Thank you, likewise. Bye bye.
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Interview Three Transcript
Interviewer: Student
Interviewee: Receptionist in a local hotel

Interviewer Setting: This interview was performed face to face as the inerviewee was

avaitable to do so.
Affifiation with interviewee: Discussion on dissertation topic

Quote: Interview was recorded via iPhone

R Hi[.. ] Thanks for agreeing to participate in this interview! Can you please confirm that
ou have agreed to the interview being recorded?

P3: Yep, that's cool
R: What are your views on the current working conditions in your work?

P3: Unim ... The system we use s really poor just because it takes a ong time to do
anything, umm ... we do a Lot of paper worle even though we hase a computer system that
does the exact same thing so it can get messy at imes which is really unprofessional. Also,
working hours. I worl really unsociable hours, usually 4-12 or 1-9 which means I don’t
et to do alot when I'm not working. I'm aways tired i I've worked the previous day. But,

wmn .. it’s mainly my colloagues that makes my work enjoyable.

R: Thanks! So my second question involved age groups and pay as a motivational factor. My
research suggests that the younger generation are more motivated by pay compared to those
‘of 41-50 and 50+ Why do you believe the younger generation is more motivated by pay?

P3: Personally I'm not motivated by pay, however I can understand that it this case
because wnun ... T think that younger gemerations can use that money going forward when
they're not working to do fun things sort of ike the work hard play hard manira I guess

R: And why do you think the older generation is ess motivated by pay then?

P3: Explaining my point further I kind of think that the older generation - not to sound
harsh but have kind of done their living and. they are not looking to do crazy things with
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money they just want to progress in their career or they have more responsibilities such as
paying off a morigage

R: Okay, thanks! I£it's okay with you I fike to ask you a few questions on Benefits,
Rewards and Promotion?

P3: Yeah, that's cool

R: So, my research suggests that awards and recognition s 2 far more motivating factor than
e.g. development programs. Why do you believe this is of far greater importance to hotel

employees?

P3: I thinde this s itally important as I think everybody sants to be rewarded and
recognised for their hard work however I do feelthat it as a fur greater purpose in the
tourism industry especially to hotel employees just because we work through holidays,
barely allowed sice days because cover i alays needed and not llowed time off during
peaktimes of the year, I would just ik to be appreciated for how much I gise up for the

company in a sense.

R: So it’s more important for you to be recogaised for the good job you'se doing rather than

being able to progress in your work?

P3: Yeah I guess so, even though I would like to progress also, but for time being in my
current position awards and recognition is more important.

R: What are some work accomplishments and/or contributions you would appreciate being

secogaized for by your line manager?

PS: For positive guest comments unm . when we receise these nice comments from these
guest t's just treated as a done thing and even though i’s my job I would ike o stop and
be recognised for the good I've done even though t's nice to hear from the guest but I
would prefer to hear it from my manager.

R: What would you find meaningful in being recognized for the work accomplishments
‘andlor contributions that you mentioned?

P3: Verbal acknowledgement or a personal note/card ~I would like to receive a litle
Something to show that I'm being recognised for doing a good job because wn when a
mistake happens it the complete opposite so T would like to receive praise for doing my
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Job or anyone in my department just because we are the unsung heroes of the hotel front of
house we do everything

R: Fabulous, thank you! I it kay if ask a few questions about the relationship befween line
‘manager and a good relationship with your line manager and your team and motivation and
job performance? There's only 2 couple more questions and then I'lfet you get on with your
day

P3: Yeah, that's fine
R: Thanks! In which way do you believe a motivating line manager and a good relationship

with the line manager and your team is connected?

P3: 1 think being a part of a team that includes your manager is fundamental to the
Success of the company and to your sanity — personally in my work I don’t I really feel I
don’t it in from some members of the team and it shows there is.. hum. ... some hostl,

tears and a Lot of aggression which shows to customers ~ Ive been in my current job for 18
months now and we’se nat had a company Christmas party or anything and if there is
something like a night out there are a few members that never get invited or hae to work
cither don’t do anything or make sure everyone can go or make it fir.

R: Do you believe that a good relationship with your line manager and your team creates 2
Seeling of being involved? If s0, how? And how can your line manager improve your
‘moivation at work?

P3: In some ways yes I blieve that it just makes you united and feel a partof a team. T
think everyone should be treated equaly, but indisidually, unm .. f that makes sense?
Cater o individual employees” needs, but don’t kep employees® out of events happening. I
am defnitely Less motivated and empoered because of the ‘ace factor” at work. Unm ... T
thinke my manager needs to communicate more with us, even ifi's oly appraisals and
stuff. Like, show that we're important

R: So, my research suggests that most employees believes there is a connection befween

‘moivation and performance, but some have stated they do not think their motivation affects
their performance. What do you believe is the reason for this?

P3: There is obviously a link between motivation and performance. I don’ think anyone
can say otherwise. If they have, I am pretty sure they unun lied. I think i’s a common
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assumption that those go hand in hand, unless someone can prove they’ve done a great job.
without being motivated. I don't really see how they can’t be motivated and perform their
jobs to the same standard as of those who are very motivated and is eager to do well

because of that.

R: Thanks! Are there any other motivational factors that affects your work mofivation? Oh,
‘and before you go, can you please state your department of work, age and gender?

P3: Not that I can think of sorry, and yeah sure. I work Front of House, I'm 23 and female
R: That's fine. Thank you for participating in my interview. It was great! Have 2 lovely day.

P3: Thanks, and you
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Interview Four Transcript
Interviewer: Student
Interviewee: Food and Beverage Staff in overseas hotel

Interviewer Setting: This interview was performed per telephone as the interviewee is located

overseas and unable to participate in face-to-face interview
Affiliation with interviewee: Discussion on dissertation topic
‘Quote: Interview was recorded via a 22 phone.

This interview has been translated from Norwegian to English.

ReHi[..], thank you for volunteering to participate in this interview. Can I quickly confirm
that you have agreed to the interview being recorded and that you are happy for me to take

notes?
P4: Okay, no problem

R: What are your views on the working conditions in the hotel industry today?

P4: I’s okay, I guess. Like, umm ... the working hours here are normal 40 hours per week
with 1 day off, but our office is small. and our lunch room isn’t really nice which affects me
wanting to stay there longer. Other than that I believe it’s okay.

R: My research suggests that the younger generation are more motivated by sufficient pay
than those of 4

and 51+ Why do you believe the younger generation is more motivated

by pay?

P4: Okay, well. ... umm ... personally for me, as a 47 year old, pay does highly motivate me,
but that s because of my family and to secure the future of my family and to be able to

afford the daily things. Umm .. I think maybe the younger generation is more motivated

by pay because of the society we live in today, and umm .. in regards to current house
prices. I understand that they want to save up to secure themselves a stable future, whereas
Thave a house and just need to work to be able to pay for bills, food and other day to day
things. So yeah, that's why I agree that the younger generation is more motivated by pay
but that doesn’t mean that my age group is less mofivated ~ we just have different things

we need them for. And I'will be retiring sooner than the younger generation and my pay
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will remain the same until then, but the younger generation is still experiencing the perks

of getting pay raises.

R: Thank you, that's really interesting as you are the first to acknowledge the fact that pay is
‘2 motivator regardless of age but that the ages are motivated by it for completely different
reasons. We've established that pay is 2 motivator, but it's not the sole motivator obviously
‘When T was looking into rewards, benefits and recognition it was noticed that awards and
recognition is of far greater importance than e.¢. development programs. Why do you believe

this is more important to hotel employees?

P4: Well you see, I have been through a lot in my life. Many personal struggles, many
struggles related to work. For someone to notice the effort and hard work I put in means a
lot to me. Working in a hotel is hard work and we have to work when everyone else is on
holiday, and, umm ... even though we get a designated day off work we still have to work
when others are off; and because I work in Food and Beverage we add that extra value to
someone’s stay by providing exceptional customer service so therefore by being recognised
by guests, managers and team that I am actually providing the golden service is important.
You feel like you’re appreciated and wanted then, and that’s why I am looking forward to

g to work every day.

R: What are some work accomplishments and/or contributions you would appreciate being

recognized for by your line manager?

P4: My “can-do” attitude, the fact that I have never had to contact my manager for help
with a complaint, that I am effective and efficient when it’s busy in the restaurant and I'm

the only one serving 24 tables.

R: That sounds fair, and what would you find meaningful in being recognized for the work

‘accomplishments and/or contributions that you mentioned?

P4: That's actually a funny comment. The other day I was watching this video and
YouTube about a man giving a speech to his employees, and he explained that the most
demotivating and degrading comment a manager can give is ‘good boy/good girl’, like we
say to our children. The best comment you can give to an employee is °I appreciate all your
‘hard word and effort that you have done’, and to comment this in front of an audience as it

is socially pleasing and shows to the guests they are in good hands with me.
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R: That s 2 really good point, and I see where he comes from. Do you recommend line
‘managers to do this on a regular basis with the employees who have gone the extra mile or

‘managed to do x amount of tasks with precision and good quality then?

P4: Yes, definitely!!! I think that would improve motivation across the table and make it a
ible work-place, but wnm .. I think it is an initiative that needs to start at the

‘more enjo

10p 50 the line managers understand the importance of this. Its like a hierarchy isn’t it? If
the top dog’ isn’t motivated, he/she can’t motivate the ones underneath and it goes in a
vicious circle. Improving motivating can be seen as a change cycle. In order to achieve it

some things need to change.

R: So what you're saying is that i it doesn’t start from the top, where should it start right? So
‘going forward from that comment, do you believe that a motivating line manager and 2 good

relationship with the line manager is connected and helps improve motivation?

P4: Yeah, someone needs to start the ‘chain of change’. Again, I believe its in a form of a
cycle. If the line manager is introducing positive motivation, the employees will also have

positive motivation giving the guests the best experience.

R: Do you then believe that a good relationship with your line manager and your team creates

a feeling of being involved? If so, how?

P4: Yeah, I agree. If there is no umm ... relationship with the line manager, how are the
employees supposed to respect their manager and be encouraged by them? Its just not
going to happen. If the line manager is able to make all employees feel as one whole team
the work ethic will be improved and so will the results e.g. positive attitudes towards the
hotel

R: Thank you! Do you believe you can perform well if you're not motivated?

P4: I find performing well even when I'm not motivated a must in this industry. Regardless
if something has happened in my personal life, I ensure that the job is done correctly,
within the time frame given, to the highest of standards without showing the world what

my personal issues are. So yeah, I think employees can perform well i they’re not

motivated. I have worked here for 8 years now, so I've definitely worked when I'm not

‘motivated and still managed to perform my tasks with extreme precision and quality.




image80.png
R: That's very interesting and I appreciate your honesty on this topic as the overall
‘assumption is that you can’t perform well if you're not motivated. Is there any other factors

that can affect your motivation then?

P4: Guest comments helps me improve my motivation so I regularly go in and see in our
Jfeedback database what our guests have said. It gives me that little boost you know. I think

constructive criticism is important to improve my motivation as well. My team and line
‘manager knows that I like to constantly improve so when they give me things I can
improve on I appreciate that and I work hard to improve those things, and when they then
acknowledge that they see a difference it motivates me.

R That's great, thank you! Do you have any general recommendations on how to overall

improve employee motivation in the hotel sector?

P4: Hmm, umm ... good question. I'm not an HR Manager so it’s a difficult question, but
all aspects of what motivates employees” needs to be investigated. An anonymous employee
Jfeedback form is usually a good idea, but we don’t tend to answer them truthfully.

that my workspace is really small which annoys me and then makes me umm ... less

see

‘motivated, so by providing decent workspace and a nice lunch room would help me.
Employees with small children could get help with day care when there’s shifts that needs
10 be covered and they have no one to watch the kids, constantly recognize good work, help
the employees set up small goals o reach and be transparent. And obviously

communication is key. Abways.

R: S0 you believe it's the non-monetary incentives that would help improve motivation in
this industry?

P4: Yeah, you can only get so far with monetary incentives. Non-monetary incentives and
appreciation and making employees want to work because they are invaluable is so much
‘more important because people wants to feel wanted and needed. Like, the company can’t

g0 round without you basicalls.

R That's an interesting way to look at it. Thank you very much. Before I let you go, can you

please state your department of work, age and gender?
P4: Food and Bev, 47 and female.

R Again, thank you for participating in this interview. Have a great day!




