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Executive Summary
The research has investigated the impact of employee satisfaction which increases negative customer experiences for the customer between the age group 18-35 years. It has been highlighted that job security, poor management and many more are the reasons for rising employee dissatisfaction which affects the customer experiences in the hotel industry, The aims and objective of the research project help in evaluating in-depth knowledge over the internal and external implications in the hotel.  
The literature review of the report has concentrated on the evaluation of existing sources in the context of employee satisfaction and customer experience. The section has further focussed on theoretical perspectives and literature gaps. The case study analysis of the report has highlighted SWOT and PEST analysis in addition to competitor analysis. The generated themes have projected how the Brexit Protocols are responsible for the price rise of services being offered by Ibis. A lack of modern security policy has also been projected. It projected how the company is lagging in the competition even though it has a good brand awareness in the UK. The suggestions recommended ways of mitigation have included the implementation of AI integration and safety enhancement to increase the level of customer satisfaction. The research has included appropriate recommendations which are essential for decreasing the negative impact of employee satisfaction which has been analysed in the IBIS hotel operations. 
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[bookmark: _Toc179908777]Introduction
[bookmark: _Toc179908778]Research Background
The negative side of customer engagement creates a strong bad impression of the company which affects the growth and reputation of the organisation (Do et al., 2020). It has been analysed that the impact of the demotivated staff members leads to an increase in frustrated customers in the service-oriented industries. Different factors include technological integration increased employee lay-off, employee job stability impacts, increased customer traffic increased work pressure and many more increases in negative employee satisfaction levels in the hospitality industries. 
[bookmark: _Toc179908779]Overview of the Case Study Hotel
This report is going to investigate the IBIS hotel Stratford-London over the impact of the employee satisfaction level which affects customer experiences. IBIS Hotel is a France-based budget hotel which is owned by Accor. The brand has been operating since 1974, and the company is able to spread its branches throughout the world. The financial revenue has reached up to 5.056 million euros by the end of 2023, whereas the company has entitled with economic performances which have reached up to 5 billion euros (group.accor.com, 2024). 
[bookmark: _Toc179908780]Research Aims and Objectives 
Aims
The study aims to understand the impact of employee satisfaction on negative customer experiences for customers between the age group of 18-35 years. 
Objectives
· To analyse the impact of employee satisfaction on customer experiences 
· To evaluate factors of employee satisfaction that accumulate negative impact on customer experiences 
· To examine the challenges faced by the hotel business in terms of maintaining employee satisfaction 
· To recommend a solution to enhance employee satisfaction and customer experiences 
[bookmark: _Toc179908781]

Literature Review
[bookmark: _Toc179908782]Role of employee satisfaction on customer experiences 
Employee satisfaction tends to have a massive impact on the parameters of customer experience and involvement. According to Al Kurdi et al. (2020), employee satisfaction is significant, particularly in enhancing the long-term productivity and profitability of businesses. In terms of fostering customer experiences, parameters of employee satisfaction such as loyalty, retention and commitment play a pivotal role in fulfilling the needs and requirements of customers. Additionally, the considerable amount of satisfaction that individuals gain from their workplace directly leads to better customer experiences (Jeon and Choi, 2019). The positive changes that employees make relevant to their attitude and behaviour, considerably contribute to the enhancement of customer satisfaction and engagement. 
In contrast, Charni et al. (2019) mentioned that the value and profit chain of business entities depends on attitudes and behaviours showcased by employees. Hence, it can be inferred that employee satisfaction has a massive impact in terms of customer experience (Bahadur et al., 2019). 
[bookmark: _Toc179908783]Factors contributing to negative employee satisfaction across hotel businesses 
Several factors such as low net earnings, stress, workload and interpersonal tensions are some of the common factors that generate negative employee satisfaction. According to Heimerl et al. (2020), the hospitality industry witnesses a massive impact on employee turnover in comparison to other domains. On the contrary, Kassim (2019) mentioned that the satisfaction parameters of employees in the hotel business depend on job security, supervision and work environment. In this context, the absence of a positive working culture that caters needs and requirements of employees can hinder the feasibility of their participation and satisfaction. 
As postulated by Andrade et al. (2020), poor working conditions in the hotel domain can result in consequences of inadequate staffing. In the words of Coelho and Bartolomeu (2019), the determinants such as failure to recognise the exceptional performance of employees, affect the delivery of hotel business (Yang, 2020). However, the challenges have been significant reasons that deteriorated the experience and engagement of customers in undertaking services of a hotel business. 
[bookmark: _Toc179908784]Theoretical perspective
Herzberg's motivation-hygiene theory
The theory infers that proper management of hygiene factors is essential to prevent employee dissatisfaction. Moreover, based on this parameter of satisfaction can be identified based on which individuals can pursue needs, desires and goals (Alrawahi et al., 2020). The dimensions of Herzberg's theory include achievement, resignation, responsibility, advancement, growth, supervision, relationships, working conditions, salary, security and others. 
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Figure 1: Herzberg's motivation-hygiene theory
(Source: Ahmad et al., 2021)
For the hotel business, this also infers enhancement of opportunities in response to career growth and professional development of employees, thereby empowering them to develop prerequisite skills and knowledge in the area of concern (Ataliç et al., 2019). In addition, leveraging the aspects of Herzberg’s motivation-hygiene, hotel sectors can also drive hygiene factors such as salary, job security, working conditions, company policies, interpersonal relationships and others to enhance productivity and growth of the hotel business. 
Social Exchange Theory 
The theory of social exchange is concerned with the idea of social behaviour that can lead to the enhancement of the exchange process. The theory determines the potential benefits and concerns of social relationships. Moreover, as per the theory, the exchange can result in the maximisation of benefits, in addition to the minimisation of costs (Ahmad et al., 2023). Concerning organisational satisfaction and experience the theory elaborates on the appropriate use of resources, thereby receiving positive work outcomes. 
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Figure 2: Social Exchange Theory 
(Source: Zhou et al., 2021)
Further, in terms of hotel ventures, the theory also suggests that employees can show more engagement and commitment if they perceive that their contributions are valued and reciprocated (Jahan and Kim, 2020). Therefore, the hotel domain of the UK must foster employee satisfaction by providing them with recognition, opportunities for growth and supportive feedback, in an effort to acquire customer loyalty. 
[bookmark: _Toc179908785]Literature Gap
The major gap of the chosen literature can be determined in terms of its failure to focus on the context of employee satisfaction and customer engagement from a hotel domain. Besides, the literature has lacked the efficacy to offer organised and comprehensive information concerning the analysis of the context. Therefore, the gap in the literature has been accumulated in the context of offering credible and organised information. 
[bookmark: _Toc179908786]

Methods
[bookmark: _Toc179908787]Research Onion
The methodologies are going to cultivate the analysis of the impact of employee satisfaction on negative customer experiences. The use of Saunder’s research onion helps in offering effective information about the process followed for the research study.
[image: ]
Figure 3: Saunder’s Research Onion
(Source: Saunders et al., 2012)
[bookmark: _Toc179908788]Research Philosophy
The research philosophy or paradigm refers to the demonstration of the broad overarching framework which has an integrated set of assumptions and scientific processes for continuing the research work (Cottrell, 2014). Furthermore, it helps in analysing constructive information while gathering data for the research support. 
[bookmark: _Toc179908789]Research Approaches
The case study methodologies were included in the research report while investigating the necessity of employee satisfaction for avoiding the rising negative customer satisfaction approaches for the age group 18 to 35. The case study methodologies are part of a research approach that aligns with real-world phenomena while using multiple data sources to gain a comprehensive understanding (Farquhar et al., 2020). Focusing on the limitation of this specific method, as it inherits difficulties in generalising findings from one case study towards the other settings. The reflective writing techniques are been utilised in the research work which supports effective case study methodology. For continuing with the case study methodologies, the inclusion of nethnography method which helps in cultivating large sets of data. Netnography is considered an important aspect of the elaboration of the research work on the case study research method as it helps in formulating effective practices through engaging the particular process (Kopaničová et al., 2022). 
[bookmark: _Toc179908790]Data Collection
The research is going to include a secondary data collection method, which helps in the collection of different reports on the IBIS hotel from the annual reports and case studies of the organisation. Integration of the secondary data collection technique helps in adopting resources from articles, journals, and authentic webpages (Urcia, 2021). 
[bookmark: _Toc179908791]Reflective Writing
The methodologies have been optimised with reflective writing properties as it is essential for enhancing the learning power which can offer a crystallised learning process and present an efficient mindset that helps in arranging different aspects connected with the research topic. Reflective journal writing includes the essence of flexible activities which enable the researcher to choose the appropriate topic, test new ideas and comment on descriptive feelings while working on the research work (Baresh, 2022). 
[bookmark: _Toc179908792]
Case study
[bookmark: _Toc179908793]Background of IBIS Hotel
IBIS Hotel is a French-based hotel subsidiary chain which was founded in the year 1974 with official headquarters in Evry, France. In the initial years, the hotel chain widely operated in over 1,200 locations in 67 countries, including the United States and the United Kingdom, The other significant locations of the hotel business comprise Europe, Asia Pacific and the Middle East (IBIS, 2024). Being a part of Accor Hotel, the hotel chain aims to maintain a consistent and quality experience with the incorporation of modern design and functionality. The hotel is known for offering budget hotels across the globe, in addition to services such as suit rooms, restaurants, tour desks and others (Accor, 2024). In general, IBIS Hotel caters requirements of a wide range of guests, from business travellers to families, in addition to leisure travellers, thereby offering them pleasant and comfortable stays at an affordable price. 
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Figure 4: Revenue growth of IBIS Hotel
(Source: Statista, 2024)
The above provided statistical representation infers the growth in global revenue of the IBIS hotel chain in the fiscal year of 2024. In comparison to past trends, the hotel company has witnessed dramatic growth in its revenue by €5.06 billion, in comparison to the 2022 record which was €4.22 billion (Statista, 2024). For the hotel venture, this elaborates on the efficacy that the business has sustained in terms of gaining customer engagement. The rise in this aspect is further imperative for IBIS Hotel to seek significant growth and development in future instances. 
[bookmark: _Toc179908794]SWOT analysis
	Strength
	Weaknesses 

	· The hotel chain operates in a wider location of the global domain 
· Have a presence of more than 1,200 hotels in 67 countries
· Established economical hotel brand, affordable rate and focuses on consistent quality 
· AccorHotels provides resources and expertise (Accor, 2024)
	· IBIS primarily depends on the economic segment of the region 
· Vulnerable to the impact of parent company performance
· IBIS faces stiff and threatening competition (Similiarweb, 2022)
· Challenges in gaining active participation of employees 

	Opportunities 
	Threats 

	· Growing demands for a budget hotel 
· Market expansion opportunities
· Eco-friendly practices to attract environmentally conscious travellers (IBIS, 2024)
· Able to formulate strategic partners and strategic alliance 
	· Intense competition from major brands such as Premier Inn, Travelodge and others (Similiarweb, 2022)
· Reduction in travel services due to economic vulnerability
·  The operation of IBIS is affected by strict laws and regulation 
· Shifts towards alternative accommodations


Table 1: SWOT Analysis 
(Source: Self-created)
Analysis
The major strength of IBIS Hotel can be determined in terms of its operating and functioning capability across 1,200 locations in 67 countries. Having a robust global presence, the hotel chain is able to maintain strong brand recognition, economical pricing, and standardised services in order to ensure a consistent quality experience for customers. Besides, the hotel venture also gains significant benefits from Accor Hotels. The parent company offers IBIS to utilise effective resources and expertise in terms of commencing services in a credible way. 
Moreover, the strength of the company has been feeble in fostering long-term opportunities, particularly in seeking growth in the emerging market. In this aspect, IBIS witnesses’ opportunities in regard to the market expansion process. The precise association of Accor Hotels has enabled IBIS to seek meaningful partnerships and collaborations in terms of imperative service quality and competitiveness.
However, IBIS also demonstrates critical weaknesses, as the higher reliance on the hotel chain of the economy segment limits its growth and development. Besides, dependence on AccorHotels also tends to pose a vulnerable impact on the efficacy of the hotel company as the performance of the parent company significantly impacts its success, thereby posing additional challenges. Further, the IBIS also faces concerns of competition and employee turnover, which inculcates massive weakness in the maintenance of potential customer edge. 
Besides, the threats of the hotel chain elaborate the presence of intense competition from popular brands such as Premier Inn, Travelodge and others. The intense threat of economic vulnerability has also posed concern in terms of reducing services operating to hospitality and travel. In addition, IBIS Hotel also faces intense threats due to the presence of strict laws and regulations in nations such as the UK. Apart from this, the potential threats of IBIS can be determined as a result of shifts towards alternate accommodations and services. Hence, this has resulted in lowering the brand quality and efficiency of IBIS hotels in terms of complying with new trends and patterns in the hotel sector. 
[bookmark: _Toc179908795]PEST analysis
	Factors 
	Description 
	Opportunity/Threat

	Political 
	· The political stability index of the UK as of 2022 is 0.50, this infers the presence of low corruption and political vulnerabilities (The Global Economy, 2023)
· Brexit has widely impacted the labour market of the UK with the decline of around 330,000 labour force (Springford and Portes, 2023)
	Threat 

	Economic 
	The inflation rate of the UK elaborates a rise of 3.1% as of August 2024 (GOV.UK, 2024)
Gross Domestic Product (GDP) of the UK has grown by 0.5% in 2024 (BBC, 2024)
	Opportunity 

	Socio-cultural
	· The overall population of the UK is 69,249,917 (Worldometers, 2024)
· The UK has a presence of multicultural society with the inclusion of cross border workforce 
· The literacy rate of the UK depicts seek growth of 99% (UNA-UK, 2023)
	Opportunity 

	Technological 
	· The UK retains 1st position in Europe in terms of gaining technological resilience 
· It has the presence of fast-growing tech companies with the regulation of forward-thinking approach (Government of UK, 2022)
· Encouragement of artificial intelligence applications, quantum technologies and many more (Government of UK, 2023)
	Opportunity 


Table 2: PEST Analysis 
(Source: Self-created)
Analysis
Based on the above evaluation it can be analysed that the political stability of the UK is free from corruption and political vulnerabilities. For hotel ventures such as IBIS, the political scenario of the UK demonstrates possibilities of feasible operation and functioning. However, the event of Brexit has widely affected the labour market of the UK and resulted in a maximum decline in the labour force. In this aspect, the political scenario of the UK offers massive threats to IBIS Hotel in terms of gaining employee engagement. Concerning hotels such as IBIS, the unfavourable environment can reduce occupancy rates and revenue, in addition to a decrease in customer satisfaction due to concerns about safety and security. This also includes a reduction in productivity and performance of IBIS, thereby deteriorating reputation and brand image.
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Figure 5: GDP growth of the UK 
(Source: BBC, 2024)
The economic situation of the UK demonstrates a rise in the rate of inflation which can hinder the income-earning capability of individuals.  From the perspective of IBIS Hotel, the growth in inflation rate trends is insignificant. The inflation growth of IBIS Hotel can significantly impact operations and profitability, resulting in higher staffing expenses due to increased labour costs. In this aspect, the company can witness significant challenges in meeting the satisfaction of employees in terms of offering them rewards and appraisals. This will in turn hinder the quality and efficacy of the firm to meet customer needs and interests pertaining to hotel services. Moreover, in terms of GDP, the nation demonstrates significant growth, which will eventually influence the growth outcomes of IBIS Hotel. The rise of GDP will not only bring feasibility in gaining spending capability but also the firm can focus on satisfaction of employees (Worldometers, 2024). IBIS Hotels can also drive increased demand for travel and hospitality services by enabling consumers to spend more on travel and leisure. 
The sociocultural aspects of the UK tend to bring massive opportunities for IBIS in terms of gaining employee engagement. For the hotel venture, the rise in population growth and literacy rate will lead to massive engagement of skilled and potential workforce. However, this venture can also fulfil the needs and requirements of customers by gaining active participation and contribution of employees. Leveraging the growth of literacy rate and population, IBIS can inculcate new changes in its services (The Global Economy, 2023). This also demonstrates the hiring of a skilled workforce who can demonstrate credible contribution to the growth and success of the hotel enterprise. Moreover, the hotel entity can gain access to information that will enable it to foster travel awareness and fuel demand for hospitality services. This trend is particularly pronounced in emerging markets, where IBIS has a strong presence. Hence, IBIS can adopt a demographic shift in increasing occupancy rates and revenue, expanding market share, gaining brand recognition and loyalty and driving business growth and profitability. 
Apart from this, in the technological aspect, IBIS acquires potential opportunities. This means since the UK demonstrates greater feasibility in gaining technological resilience, the hotel entity can leverage this to enhance the skills and competencies of employees. The rapid growth of technology significantly transforms IBIS Hotel operations and customer experience. For the venture, this will demonstrate enhancement in employee satisfaction as they will be able to gain opportunities to harness their skills and knowledge. In the wider sense, employees will utilise technological skills to meet and understand the requirements of customers, thereby fostering their experience and satisfaction (Government of UK, 2022). Moreover, the imperative use of technology can help IBIS to acquire a skilled and potential workforce who are able to contribute to the growth and productivity of the business. Therefore, the technological environment of the UK for IBIS Hotel pertains to bring ample opportunities concerning growth and success.  
[bookmark: _Toc179908796]Competitor Analysis (Price vs Quality)
Competitor identification is essential in order to develop effective marketing strategies pertaining to the growth and development of businesses. Moreover, this is essential to illustrate the position of firms within the area of specialisation (Hatzijordanou et al., 2019). In this context, the potential competitors of IBIS Hotel include, Travelodge, Premier Inn, Key Hotels, Lemon Tree Hotel and others (Owler, 2024).  In this context, there is a higher possibility for IBIS Hotel to witness competitive challenges and benefits in terms of gaining a credible market position within the hospitality domain. 
[image: ]
Figure 6: Competitor analysis
(Source: Self-Created)
From the above figure competitor analysis for IBIS Hotel can be determined in terms of quality and price. In this aspect, the major competitor of the hotel chain determines to be Lemon Tree Hotel in relevance to low price and quality. The hotel chain witnesses a significant competitive edge Lemon Tree Hotel in the segment of offering affordable and budget hotel services. Besides, in the case of IBIS Hotel, the company has pertained to major competition in the hospitality sector of the UK. Moreover, this elaborates on the competition position that hotel chains is able to maintain in terms of seeking feasible growth and development. On the other hand, IBIS Hotels faces competition from Premier Inn and Travelodge, in the economy to mid-scale hotel segment. In terms of pricing, IBIS is average, comparable to Travelodge. However, Premier Inn positions itself as a premium option posing a massive threat in the competencies of the IBIS Hotel chain (Globla Data, 2024). Therefore, the competitive strategy of IBIS Hotel demonstrates to focus on the enhancement of quality to match the requirements of customers. For the firm, this elaborates investment in staff training to boost guest satisfaction and experience. Therefore, for IBIS Hotel is essential to seek improvements in its services by inculcating new changes and developments, thereby seeking active participation of the workforce. 
[bookmark: _Toc179908797]Theme Exploration
[bookmark: _Toc179908798]Customer Behaviour on the services of Ibis Hotel
According to the report presented by Ibis Group in last year’s company gadget the Ibis Hotel of Stratford London has shown a stupendous possession of brand profile in the UK-based hospitality market. It has depicted brand awareness in the region as rising to almost 79% which is undoubtedly a robust portrayal of the increasing popularity of the services offered by Ibis to its guests (statista.com, 2024). It has also made a clear display of the maintained level of popularity for luxury customers in the UK as an estimated 22% of the current market base. It has been seen as mostly a result of the retention of customer satisfaction in recent years.
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Figure 7: Ibis Hotel Brand Profile
(Source: statista.com, 2024)
This finding from the official report of Ibis Group has provided a deeper insight into the value of maintaining the satisfaction level of loyal customers or guests in a hotel. It also projects the influence of customer satisfaction on the basic contributions of positive customer behaviour in a hotel chain. For example, the implementation of taking feedback from customers on services can be observed as a pivotal strategic step to get a view of improvement criteria in service offerings (Susanto et al., 2022). This feedback also provides valuable insights into the changing preferences of customers while purchasing hospitality service packages or tourism packages from hotels.  
On the other hand, the application of employee motivation and loyalty also impacts the circulation of positive customer behaviour in favour of a hotel or resort. In the case of Ibis, the circulation of its popularity in providing debonair services is just a fruit of its relentless striving towards making guests circulate the benefits of its services to others spontaneously. This has worked as a catalytic element in the paradigm of the promotion of services and products through word-of-mouth mode (Tran et al., 2020). This fact has been justified by the piece of evidence provided in the graph containing the figurative imposition of a 22% popularity index (fig 8) in the UK, even though there is a presence of heightened competition among hotel chains. 
Apart from this, the detection of customer behaviour plays an essential part in management activities triggered to increase the organisational outputs of business organisations (Tuti and Sulistia, 2022). In this case, the utilisation of reviewing customer suggestions plays a great role in the detection of upcoming trends. For example, in 2022, the post-pandemic period made the hotel company change its CSR to include thorough checking of the biological history of guests as well as employees such as the vaccination certificates and measurement of body temperature while entering the hotel compound in London (Ishraq and Zakaria, 2023). 
[bookmark: _Toc179908799]Influences on Customer Services by Ibis Hotel
The chosen hotel chain, Ibis Group can be seen as making steady progress in the UK in expanding its customer base. The annual report of the company in the 2023 fiscal year has projected that the company has gained almost 2.67 billion GBP as its revenue from sole collection in the UK’s hospitality market (ibisworld.com, 2024). The same report has also shown how the company’s profitability got massively dented sharply in 2020 and 21 due to the prevailing COVID-19 pandemic and that dent has been estimated as amounting to almost 1.6 billion less than the revenue collected in 2023. The projection has provided a fluctuating change scenario in its services from 2011 to 2023 which is a depiction of some remaining improvement areas in its services. 
[image: ]
Figure 8: Ibis Hotel Revenue Growth
(Source: ibisworld.com, 2024)
The depiction of this figure is essential in the projection of the popularity of its customer services. The company has been seen as providing a personalised experience in its online booking site and that also provides next-gen end-to-end encryption for local and foreign guests’ booking information (ibisword.com, 2024). It is a projection of the better implementation of automated customer guidance which reduces the formation or the occurrences of human errors by employees in booking suites or packages. However, it has shown a decline of 2.6% in the employability of the brand. Therefore, it is a formative attribute of the service provisions in pre-purchase parameters through digital assistance. Its viability is only usable for online purchasers of its services. 
However, Ibis’s media report states that the company has a robust attribution of personalisation suites that are also delivered within a short span of work time after the order is placed (ibisworld.com, 2024). It is also a process of maintaining the satisfaction level of customers. The rationale behind this consideration by the company is rooted in its mission statement which says that it is committed to providing the most affordable debonair dining for guests. Personalisation of suites provides a luxury touch in mid-budget packages and that has contributed to the soaring customer popularity of the Ibis’s service lines. 
Apart from this, the application of Ibis’s flexible online checking services for accommodations has also met with a provision for the projection of vacant suites in each category. This depiction is provided to online bookers when they are opening their booking portal through mobiles or other IoT devices. This type of pre-purchase suggestion for services is generally used by employees to implore customers to get a look into the affordable yet useful services as special facilities being provided to them by a business organisation (Ali et al., 2021). As a result, it influences the behavioural pattern of a general customer to get interested in experiencing those suggested services. In this criteria, post-purchase services provide the required loyalty from the end customers. Assistance even after the conclusion of services and seeking suggestive feedback makes customers believe that they are valued by the company (Bi et al., 2020). Their active incorporation helps that company to increase its profitability.    
[bookmark: _Toc179908800]Issues Detected in the Services of Ibis Hotel in London 
The selected hotel brand has been seen as facing probably the toughest competition in the UK-based hospitality market due to the strong presence of business rivals. According to a relevant survey report, Ibis has been positioned as 13th in the competition index based on the responses taken from local customers in the UK (statista.com, 2024). Premier Inn has been projected as having the highest approval rate from customers as estimated amounting to almost 78%. Its strongest rivals have been projected as Marriott, Hilton Group, Premier Inn and Holiday Inn in the UK. All of these hotel groups have a robust existence in London which is making the competition very difficult to tackle by Ibis Group.
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Figure 9: Most Popular Hotels in the UK for 2024 Q2
(Source: statista.com, 2024)
The reason behind this challenging competition is mainly established on the already existing popularity of the business rivals in the current market base of the UK. It is a depiction of the marketing scenario of London in the hospitality industry that is showing a close inclination towards market saturation. Market saturation is always detrimental to the products’ purchasable of new companies in a market and that is evident in the hospitality market in the UK (Dastane, 2020). In this context, the utilisation of practical attributes has also been seen as promoting services using innovative ways and it effectively impacts the visibility of a brand. 
As per the official report of Ibis Group, the company is still focused on promoting its services through Well-circulated TV channels in the UK’s urban centres and some esteemed news dailies such as the London Times (Ibisworld.com, 2024). Print media has a very limited viewer base as the broadcasting of news is generally seen as live in news channels available for TVs. Thus, it is evident that the printed advertisements of the services offered by Ibis Hotels get visibility to only the news readers of London and other parts. A sheer ignorance to frequently post promotional content on its pages on social platforms is denting the opportunity for its visibility. Poor or backdated CSR initiatives also affect the volatility of employee engagement and that reflects in promotional attributes.
Another challenge that is being faced by Ibis and some other hotel groups in the UK is seen in the increased price rise of their services. The Brexit protocols have issued extended tariffs for materials being collected from foreign suppliers (Breinlich et al., 2022). As a result, the increased cost of acquiring these raw materials is making it impossible for hotels to maintain stable pricing for their services and products. On the other hand, changing purchase intentions in customers are also affecting the popularity level of Ibis as many customers like modified suiting facilities rather than the traditional ones. This change in customer satisfaction is moving towards better technological assistance and that is why it is challenging for hospitality providers (Dash et al., 2021). Its mitigation is rooted in the implementation of AI integration in customer services.         
[bookmark: _Toc179908801]Effective Ways to Curb Problematic Issues and Improving Services 
The press release of Ibis Group has mentioned the risk score of its UK-based hotels as having an average of 5.9 in the risk index currently (ibisworld.com, 2024). It means that its London-based hotel has a moderate risk level in the competitive scenario in the UK-based market of hospitality services and recreation. It is showing a greater level of anomalies in the maintainability of quality of services, especially in the criteria of accommodation for guests. This is one of the most critical causes that is resulting in the declining satisfaction level of its employees despite having a strong brand profile. 
To mitigate this issue, the brand should focus more on the utilisation of modern safety modules in the providence of suits as accommodation elements for local and international guests as well as its employees. The rationale behind this suggestion is deeply rooted in the context of making an improved safety incorporation in suits (Anichiti et al., 2021). For example, the offering of secondary drawers to keep personal things during a stay should meet with a technological code-locking system in all rooms. It can be helpful in meeting the security arrangements based on the use of modern technical support for improved privacy by employees. It can improve the satisfaction level of its guests by providing a required level of personal protection. Employees should be trained in meeting these safety protocols.
At the same time, the pricing policy for the service lines and products of Ibis should be checked and revised to meet the affordability criterion present in the hospitality market of the UK. The increased pricing for a service without improving the quality of that is particularly a negative attraction for customers as most customers are focused on getting justified quality while paying a lumpsum amount of money per purchase (Ivanov et al., 2020). A modification of the pricing index for each dining and accommodation service of the hotel may be an effective step to implore more customers to purchase its suits and holiday packages. In this case, issuing festive discounts in the pricing of services can also be an effective step towards the mending of this challenge. 
The next issue can be seen as being connected to the utilisation of the local supply chain and prioritising it over the foreign supplier chain (de Bastos, 2023). The rationale behind this consideration is seen as resting in the scope of acquiring affordable raw materials for its food items and other dining services. As a result of this, the pricing of commodities will be checked and this retention of pricing can prove to be effective in managing the satisfaction level of its guests. In this way, the proposed suggestion can curb the challenge faced by Ibis in gaining the desired profitability in the UK. 
The implementation of AI integration in customer services provides employees a higher level of accuracy in managing a massive customer base. It basically helps in responding to the queries and grievances as posted by customers. Ibis should look into this suggestion to improve its customer service line. Social platforms have perhaps the largest viewer base which can be applied to promote and circulate the advertisements of services (Infante and Mardikaningsih, 2022). Thus, it is an effective way to promote Ibis’s special hospitality services to a larger mass.               
[bookmark: _Toc179908802]Conclusion and Recommendations
[bookmark: _Toc179908803]Conclusion
The research report is entitled Analysing the Impact of Employee Satisfaction Level Towards the negative aspects on customer experiences for consumers 18-35 Years. The research has illustrated over IBIS hotel in the Stratford-London location, which has been analysed as a poor working environment, job security issues and improper management approaches lead to increased dissatisfaction levels among the employees. The IBIS hotel has achieved a number of negative feedback which has been provided by the consumers which has optimised due to the not motivated workforce while making mistakes in providing services (Sannindra et al., 2022). The research has also been authorised with effective theoretical framework representation where the research has used the social exchange theory and Herzberg motivational theory in order to motivate the employee for better performances. The research also defines SWOT and PESTLE analysis for understanding the internal and external factors within the company. The research also focuses on the inclusion of the case study analysis which helps in the cultivation of the different information accessed in IBIS hotels which requires for understanding of the internal working culture included which makes the hotel more affordable and budget friendly. 
[bookmark: _Toc179908804]Limitations
The research paper has failed to authorise the primary qualitative and quantitative data collection methods which are essential for gathering in-depth knowledge about the rising employee dissatisfaction within the workplace. The primary data collection presents authentic sources through the application of surveys, experiments, interviews and questionnaires (Taherdoost, 2021). The paper also fails to provide an efficient statistical representation of the internal gap which has been evaluated from the poor working environment, improper management and rising job security. 
[bookmark: _Toc179908805]Recommendations
· In order to reduce the poor working environment in the company, it is essential for the management to introduce a recognition and reward programme which motivates the employees. Intrinsic rewards directly influence the motivation levels of the employees, the evaluation of the employee motivation measures better performance throughout the years which helps in improving the satisfaction levels (Manzoor et al., 2021). 
· Embracing technological support measures is one of the main activities in order to improve the working environment. The role of incorporation of new innovative technologies helps in improving competitiveness and efficiency towards the working performances (Na et al., 2022). The UK has been considered as one of the worst work-life balance optimised by companies (statista.com, 2022). It directs that lack of working support increases the concern of rising poor working environment. Hence, the company necessary to employ the support of different innovative technologies which include AI, BigData and many more help support the employees and establish better work performances among the staff. 
· An increase in job security among the employees of IBIS hotels increases dissatisfaction towards work. Hence, it is essential for the management to support the employees by providing effective learning and training activities which help in upskilling. The training programme indicates learning new skills from online resources, creation of interactive exercises, online tests and many more (Morandini et al., 2023). The necessity of upskilling the employees helps in achieving personal and professional growth and can able to concentrate towards work while providing efficient performances on providing services to the consumers. 
[bookmark: _Toc179908806]Reflective Account
Description: 
During my placement, I have learnt that the motivational criteria for employees in business organisations are also influenced by the level of satisfaction provided to employees. An increased level of physical and financial safety is one of the most effective influential factors that provide boosts to the working spirit of employees (Franzoni et al., 2021). In Ibis Hotel, a certain lack of modern safety protocols for bottom-line workers has made a dent in the retention of skills and talents in the hotel. In the same context, it has been seen that a stagnant salary provision is also detrimental to employee motivation as it does not meet the requirement criterion of living in a society which is facing inflation issues. 
Feelings: 
I have felt that customer satisfaction level and employee satisfaction level have a parallel relationship in the context of hospitality services. The rationale behind this statement can be seen as deeply rooted in the context of the working spirit of employees which is boosted by the facilities being provided to them by their organisations (Kim, 2020). An increase in the level of motivation by providing financial benefits to employees can make a company improve the working spirit of its employee base to contribute to the productivity of the business. Thus, I have understood that rewards and motivation can motivate employees, which is necessary for fulfilling customer demands. Gathering insights on customer experience development through practical experiences has influenced my feelings of satisfaction with the placement.  
Analysis: 
The placement has provided me ample scope to analyse the causes behind the company’s poor competitive position in the hospitality market base in the UK. It has been projected that the utilisation of the maintainable aspects of employability in Ibis has shown a decline in employee retention. In this context, it can be seen that the growing competition in the market base of the UK is turning towards a saturation point of hospitality businesses and due to this, the application of the most abstract conceptualisation of competition management should meet with employees’ effective dealing with local suppliers of raw materials (Akbari et al., 2021).
On the contrary, a revised pricing policy is also applicable in the mitigation of price rise issues in services. The descriptions made in the report have shown how Brexit protocols are affecting the pricing of hospitality services and products being offered by most hotel chains in the UK (Gamble, 2021). Ibis has been projected as one of the victims of this challenging situation in the marketing procedure. As per the utilisation of this notorious financial reform in the UK, the prices of most articles are increasing due to its imposition of extended tariffs on internationally acquired items. Thus, there is a need to revise the pricing policy to satisfy customers and increase the scope of profitability. Moreover, the application of AI integration is also relevant in customer services as it can help in reducing human errors (De Andrade and Tumelero, 2022). It can also provide a certain amount of professional boost to the accuracy level of employees who are dealing with customers or guests. Thus, this consideration has also been implied in the case of Ibis. 
Evaluation:
I have experienced that my communication skills need a few improvements to cope with the rising demands of direct customer dealing at the placement hotel. Communication skills provide a level of scope to increase the effectiveness of the communication channel through which information can be shared among team members (Jawabreh et al., 2022). In hotels, verbal communication gets the first priority as it needs direct conversations with guests during the service provisioning executions for them (Ratasuk, 2020). An increase in these skills can provide s greater level of collaborative influence in solving a customer issue or demand without facing certain difficulties and this is the cause why it needs good teamwork effort.
Apart from this paradigm, I have also noticed an improvement scope in my research skills. Research skills basically help in detecting problematic issues in a work process. This is the reason why it is also incorporated with the possession of analytical skills. In the hospitality business, most issues are faced in the retention of quality in food items or accommodation providences (Tushar and Sooraksa, 2023). Thus, an active research ability can provide an opportunity to analyse the situational needs in the hospitality sector as presented by customer feedback and comments. In this way, it can help in refining the decision-making ability to handle changing preferences in customer bases. 
Moreover, there is also a need to improve my ICT skills and knowledge in handling cases of technological analytics for responding to customer service operations. ICT skills provide a greater level of proficiency in handling software relevant to a particular business (Lee and Song, 2022). In Ibis Hotel, the recommended implementation of AI integration in the customer service criterion can enable the efforts to respond to customer queries and grievances, however, the review of analytical reports being generated by the assistive data solutions is generally done manually. ICT Knowledge can improve the utilisation of these analytical reports.  
Conclusion: 
It can be concluded from this reflection that there are requirements for improvements in ICT skills, communication skills and research skills. An action plan has also been provided below to incorporate the steps and time to be taken to improve these abilities. Their relevance in business operations has also been projected.
Action Plan: 
	Specific 
	Measurable
	Accessible 
	Relevant
	Timebound

	Communication skills
	It can be measured by its use in communicating with customers and employees
	Study materials should be perused
	It is important to project the usefulness of information-sharing practices
	6 months

	Research Skills
	It can be measured 
	Study materials should be perused
	Its relevance is rooted in detecting problematic issues
	1 year

	ICT Skills
	It is measured by its management in handling dynamic analytics
	Specific courses should be attended
	Its relevance is seen in its utilisation in improving the accuracy of analytics (Falck et al., 2021)
	6 months


Table 3: Action Plan
(Source: Self-developed)
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