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[bookmark: _Toc200570973] Abstract:
This conference research project explores the critical role of staff engagement within the Food and Beverage (F&B) department of Delta by Marriott, Swansea, with the objective of identifying key factors that influence employee motivation, satisfaction, and performance. The primary research aim was to investigate how employee engagement affects operational efficiency and guest satisfaction in the placement hotel, and to develop practical recommendations for improving engagement strategies. 
Utilizing a qualitative case study methodology, the research integrated data from academic sources, industry reports, online review platforms (TripAdvisor and Booking.com), and first-hand placement experience. The study was guided by a set of objectives: to evaluate the current engagement levels among staff, to identify internal practices that enhance or hinder motivation, and to explore how engagement contributes to service delivery and team cohesion. 
The literature review highlighted that engaged employees in hospitality settings tend to deliver superior customer service, demonstrate stronger commitment to the organization, and contribute to reduced staff turnover. However, challenges such as high-pressure environments, long hours, and lack of professional development often hinder sustained engagement. Marriott’s corporate culture places a strong emphasis on employee well-being and performance, yet individual hotel practices vary and can significantly impact outcomes. Key findings from the case study at Delta by Marriott Swansea revealed five primary themes: 
1. Recognition and Communication – Employees who felt regularly acknowledged and informed by management showed significantly higher levels of job satisfaction and commitment. 
2. Opportunities for Growth – A clear desire for career progression and access to professional development was expressed, suggesting that engagement is strongly linked to future prospects within the company. 
3. Team Dynamics – Positive relationships among staff were found to be crucial for a productive and motivating work environment, particularly in high-paced F&B operations. 
4. Work-Life Balance and Well-being – Many employees cited the need for more flexible scheduling and mental health support to cope with the physical and emotional demands of their roles. 
5. Leadership and Management Practices – Servant leadership and participative management styles were observed to have the greatest impact on morale, especially when managers actively listened and involved staff in decision-making. 
Based on these findings, several actionable recommendations were developed. These include implementing a structured employee recognition program, offering more frequent and transparent communication from leadership, providing access to ongoing training and mentorship schemes, and embedding work-life balance initiatives within rota planning. Additionally, it is recommended that the hotel adopts a feedback-driven management approach to continually assess staff morale and engagement. 
The research concludes that improving staff engagement in the F&B department is not only essential for employee well-being but also directly influences guest satisfaction and operational success. For Delta by Marriott Swansea, the integration of more robust engagement strategies presents an opportunity to strengthen service quality, enhance team morale, and reduce employee turnover—ultimately positioning the hotel as both an employer of choice and a leader in customer service within the local market.
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1. [bookmark: _Toc200570974]Introduction:
Employee engagement has emerged as a pivotal factor in the success of hospitality organizations, particularly within the food and beverage (F&B) sector. In an industry characterized by high employee turnover and intense customer interaction, fostering a committed and motivated workforce is essential for delivering exceptional service and maintaining competitive advantage. Engaged employees are more likely to exhibit higher levels of productivity, provide superior customer service, and contribute positively to organizational performance. (Hospitality Insights , 2023)
 This research project focuses on staff engagement within the F&B department of Delta Hotels by Marriott Swansea, aiming to explore the factors influencing employee engagement and its impact on service delivery and organizational outcomes. The central research question guiding this study is: “What are the key determinants of staff engagement in the food and beverage department at Delta Hotels by Marriott Swansea, and how do they affect service quality and employee retention?” ( Delta Hotels by Marriott Swansea, 2025)
[bookmark: _Toc200570975]1.1 Case Study Overview: Delta Hotels by Marriott Swansea 
Delta Hotels by Marriott Swansea is a four-star hotel situated in the Maritime Quarter of Swansea, Wales, offering picturesque views of Swansea Bay and the marina. The hotel features 121 guest rooms, six meeting rooms, and the Cast Iron Bar & Grill, which serves as its primary dining venue . As part of the Marriott International portfolio, the hotel upholds the brand’s commitment to excellence in service and employee development.( Booking.com, 2025)
The F&B department at Delta Hotels by Marriott Swansea plays a crucial role in shaping the guest experience, encompassing responsibilities such as food preparation, service delivery, and customer interaction. Given the department’s significance, understanding the dynamics of staff engagement within this context is vital for enhancing service quality and achieving organizational goals. ( Delta Hotels by Marriott Swansea, 2025)
[bookmark: _Toc200570976]1.2 Significance of the Study 
Employee engagement in the hospitality industry has been linked to various positive outcomes, including increased customer satisfaction, improved employee retention, and enhanced financial performance . In the F&B sector, engaged employees are more likely to deliver high-quality service, exhibit proactive behavior, and contribute to a positive work environment.
Despite its importance, achieving and maintaining high levels of employee engagement in the F&B industry remains a challenge, often due to factors such as demanding work conditions, limited career advancement opportunities, and insufficient recognition. This study seeks to identify the specific factors that influence staff engagement within the F&B department at Delta Hotels by Marriott Swansea and to assess their impact on service delivery and employee retention. (Levy Recognition, 2018)
1.3 Research Objectives :
1. To identify the key factors influencing staff engagement in the F&B department at Delta Hotels by Marriott Swansea. 
2. To evaluate the relationship between staff engagement and service quality within the department. 
3. To assess the impact of staff engagement on employee retention rates in the F&B department. (AbuKhalifeh, A. N., & Mat Som, A. P. , 2013)
4. To provide recommendations for enhancing staff engagement strategies within the F&B department.
By examining staff engagement within the F&B department of Delta Hotels by Marriott Swansea, this research aims to contribute valuable insights into the factors that drive employee motivation and commitment in the hospitality industry. The findings are expected to inform management practices aimed at enhancing service quality, improving employee satisfaction, and reducing turnover rates within the department.
[bookmark: _Toc200570977]2. Literature review:
Employee engagement has emerged as a pivotal factor in the hospitality industry, particularly within the Food and Beverage (F&B) sector. Given the industry’s reliance on frontline employees to deliver exceptional customer experiences, understanding the dynamics of staff engagement is crucial. This literature review critically examines existing research on employee engagement in the F&B departments of hotels, with a focus on identifying key antecedents, outcomes, and gaps in the current body of knowledge.
[bookmark: _Toc200570978]2.1 Conceptualizing Employee Engagement: 
Employee engagement is characterized by vigor, dedication, and absorption in one’s work (Schaufeli et al., 2002). In the hospitality context, engaged employees are more likely to exhibit proactive behaviors, deliver high-quality service, and contribute to organizational success (Salanova et al., 2005). The Utrecht Work Engagement Scale (UWES) is commonly used to measure these dimensions (Schaufeli et al., 2006).
[bookmark: _Toc200570979]2.2 Antecedents of Employee Engagement in F&B Departments:
2.2.1 Leadership and Management Practices
Effective leadership is a significant predictor of employee engagement. Transformational leadership, characterized by inspiration and individualized consideration, fosters a supportive environment that enhances engagement. In the F&B sector, leaders who provide clear communication, recognition, and opportunities for growth contribute to higher engagement levels (Karatepe, 2013)
2.2.2 Work Environment and Organizational Culture 
A positive work environment and strong organizational culture are essential for fostering engagement. Studies indicate that a culture emphasizing collaboration, respect, and employee well-being leads to increased engagement (Saks, 2006). In F&B departments, where teamwork is critical, such cultures are particularly impactful (Baum, 2015).
2.2.3 Job Resources and Support 
Access to job resources, including adequate staffing, training, and autonomy, is linked to higher engagement. The Job Demands-Resources (JD-R) model posits that resources help mitigate job demands and promote engagement (Bakker & Demerouti, 2007). In the hospitality industry, providing employees with the necessary tools and support is crucial for maintaining engagement (Karatepe & Olugbade, 2009).
2.2.4 Work-Life Balance 
Work-life balance is a growing concern in the hospitality sector, known for irregular hours and high demands. Organizations that implement flexible scheduling and support employees’ personal lives see improved engagement and reduced turnover (Deery & Jago, 2015). In F&B departments, where burnout is prevalent, work-life balance initiatives are particularly beneficial (Nwibere, 2023).
[bookmark: _Toc200570980]2.3 Outcomes of Employee Engagement
After a detailed review of academic literature and industry studies, it becomes clear that employee engagement is not just a human resource initiative—it is a strategic imperative for hotels, particularly within the Food and Beverage (F&B) department. From a student’s perspective, researching this topic has illuminated how deeply staff engagement impacts service quality, employee retention, and broader organizational success. 
2.3.1 Service Quality and Customer Satisfaction:
 Employee engagement is strongly correlated with high service standards and customer satisfaction, especially in the hospitality industry where service is the core product. Engaged employees tend to be more emotionally invested in their roles, often going above the basic requirements to create memorable guest experiences. This is particularly relevant in the F&B department, where staff have direct, frequent interactions with guests. According to Salanova et al. (2005), service climate mediates the relationship between engagement and performance, meaning that when staff are engaged, they are more motivated to meet guests’ needs, leading to stronger customer loyalty and positive reviews. Moreover, Harter et al. (2002) found that organizations with high levels of engagement experienced greater customer loyalty and profitability. During this research,  were found examples on Booking.com and Marriott.com where customer satisfaction in Marriott hotels often referenced friendly, attentive service in the restaurant and bar areas, reinforcing the literature’s claims. It is clear that improving employee morale and motivation directly influences the guest experience—something that managers must prioritize in their operations. 
2.3.2. Employee Retention and Turnover:
 The hospitality industry suffers from some of the highest turnover rates across all sectors, with the F&B department being particularly vulnerable due to long hours, high stress, and often lower pay scales. However, employee engagement has been shown to act as a buffer against these factors. Schaufeli & Bakker (2004) established that engaged employees exhibit lower intentions to leave, due to stronger psychological bonds with their work and the organization. In alignment, Karatepe (2013) argues that high-performance work practices that include recognition, training, and empowerment not only boost engagement but significantly reduce staff attrition in hospitality settings. From the analysis, it is showed that staff who feel valued and supported are more likely to stay and grow within the company. This long-term commitment enhances service consistency and saves the organization recruitment and training costs. Retaining skilled F&B staff creates a stable service environment that benefits both employees and guests, something it is as vital to the success of a hotel.
2.3.3. Organizational Performance:
Perhaps the most impactful realization from this research was how engagement influences the wider performance of a hotel. Engaged employees are more productive, adaptable to change, and often take initiative—qualities essential in a fast-paced environment like F&B operations. Bakker & Demerouti (2007), through the Job Demands-Resources model, demonstrated that engaged employees are more resilient and better able to cope with job demands, leading to higher output and innovation. Likewise, Saks (2006) linked engagement to higher levels of organizational citizenship behaviors, which enhance team dynamics and service culture. Looking at Delta by Marriott Swansea as a case study, the brand’s commitment to employee training and service excellence translates to competitive advantage. Positive employee reviews on platforms like Glassdoor further affirm that staff satisfaction contributes to the hotel’s strong reputation. This connection between staff engagement and performance taught that human capital is not just a cost—it’s a key driver of revenue and brand value in hospitality. 
In conclusion, the research has made it evident that staff engagement is a core strategic function in hospitality management. It fosters a virtuous cycle: better service, happier guests, loyal employees, and stronger business performance. For aspiring hotel managers, the lesson is clear—prioritize your people if you want to elevate your business.
[bookmark: _Toc200570981]2.4 Gaps in the Literature:
Researching staff engagement in the hospitality sector—particularly within the Food and Beverage (F&B) department of hotels—one of the most striking observations is the disproportion between the general abundance of literature on employee engagement and the lack of targeted studies focusing on the F&B context. While engagement is widely acknowledged as a strategic element in hotel management, most existing studies view it through a broad organizational lens, offering limited insight into the operational and cultural complexities of specific departments such as F&B. 
2.4.1 Narrow Organizational Focus in Existing Literature:
 Most of the academic literature tends to generalize employee engagement across all hotel departments, neglecting the reality that different departments operate under vastly different pressures and expectations. For example, Saks (2006) outlines a theoretical model for engagement that emphasizes organizational support, job characteristics, and perceived fairness, but does not account for the high-stress, high-interaction environment of F&B operations, where frontline service intensity and physical demands are much higher than in, say, back-office roles. Similarly, Baum (2015) provides a valuable macro-view of human resource management in hospitality but does not disaggregate data to reflect the unique engagement needs of food service workers. In practice, waitstaff, kitchen teams, and bar staff often face different engagement barriers, such as erratic shifts, customer confrontation, and limited career progression—all of which are barely explored in current scholarship. 
This gap suggests that hotel leaders may be basing engagement strategies on incomplete data, which may fail to address the unique motivational factors in high-turnover departments like F&B.  
2.4.2 Underrepresentation of Regional and Cultural Contexts:
 Another significant gap in the literature is the lack of regionally or culturally specific research on engagement. Many influential studies—such as those by Karatepe (2013) and Bakker & Demerouti (2007)—were conducted in Mediterranean or Asian hospitality contexts, where cultural expectations around hierarchy, recognition, and work-life balance differ from those in the UK. The UK hospitality industry faces specific challenges such as post-Brexit staffing shortages, increasing minimum wage legislation, and an evolving labor market post-pandemic—factors that are not sufficiently reflected in mainstream engagement research. A regional study of Delta by Marriott Swansea, for instance, could explore how Welsh work culture, local job market dynamics, and Marriott’s global standards intersect to influence engagement. This level of detail is missing in current research, yet essential for managers looking to apply evidence-based engagement strategies. 
2.4.3 The Overlooked Realities of F&B Work:
 Literature often emphasizes drivers like training, leadership, and rewards, yet there is limited attention to everyday realities that demotivate F&B workers—such as physical exhaustion, lack of customer appreciation, or absence of meaningful career paths. According to Deery and Jago (2015), work-life balance is a vital engagement predictor, especially in hospitality, but most engagement models fail to consider how erratic shifts in F&B roles impact personal well-being. Furthermore, Karatepe & Olugbade (2009) highlight that front-line employees with limited job control experience lower engagement, yet this insight has not been translated into practical frameworks specifically for food service environments. This suggests a need for micro-level studies that break down engagement by task, role, and shift pattern within F&B departments. It’s evident that academic models risk oversimplifying engagement if they don’t explore granular differences between departments. This oversight might explain why F&B remains one of the most disengaged and high-turnover segments in hospitality. 
2.4.4 The Need for Applied and Case-Based Research:
 Finally, while theoretical engagement models are valuable, the literature lacks applied case studies that examine what truly works in enhancing F&B engagement in UK-based hotel brands. Case-specific insights from Marriott properties, for example, could shed light on how corporate engagement policies translate into local team dynamics. Real-world interventions, such as recognition schemes or flexible scheduling at hotels like Delta by Marriott Swansea, should be more thoroughly evaluated and published.
In summary, although engagement is a well-explored concept, its application to F&B departments within UK-based hotels like Delta by Marriott Swansea remains under-researched. This is a critical oversight given the operational importance and high attrition rates in these departments. Future research should focus on culturally specific, departmental-level analyses and evaluate real-world engagement practices within hotel food service contexts.
[bookmark: _Toc200570982]3. Method:
This section outlines the research methodology used to explore staff engagement within the Food and Beverage (F&B) department at Delta by Marriott, Swansea. Given the exploratory nature of the study and its focus on understanding experiences within a specific organizational context, the case study approach was selected as the primary research strategy. Additionally, the methodology integrates netnography—an online ethnographic technique—used to examine digital content such as staff reviews, guest feedback, and social media interactions relevant to the hotel. 
[bookmark: _Toc200570983]3.1 Case Study Approach:
 The case study method is particularly suitable for in-depth investigation of contemporary phenomena within real-life settings (Yin, 2018). This approach is advantageous in hospitality research as it allows for the examination of complex, context-specific issues—such as staff engagement—within their organizational environments. In this research, the case study focuses on Delta by Marriott, Swansea, a branded hotel located in Wales, known for its regional customer base and part of the globally standardized Marriott International chain. According to Stake (1995), case studies are effective in capturing the unique and particular experiences of individuals within a specific setting, which is particularly relevant in the F&B department where interactions, team dynamics, and management styles influence engagement levels. Moreover, Gummesson (2000) supports the use of case study research in service organizations, highlighting its capacity to uncover tacit knowledge and non-quantifiable dimensions like motivation and job satisfaction. However, the method is not without limitations. As Yin (2018) notes, case studies may lack generalizability due to their focus on a single setting, and they can be subject to researcher bias. To mitigate these issues, this research incorporated data triangulation using online sources and secondary data, enhancing credibility and depth. 
[bookmark: _Toc200570984]3.2. Netnography as a Complementary Method:
In addition to the case study approach, netnography—a digital adaptation of ethnography—was employed to analyze user-generated content on platforms such as Glassdoor, Booking.com, TripAdvisor, and the Marriott official website. Developed by Kozinets (2010), netnography is particularly useful in hospitality studies for understanding authentic staff and guest experiences as expressed online. It allows researchers to observe patterns, sentiments, and feedback in a non-intrusive manner. For this project, netnographic analysis included: 
• Employee reviews on Glassdoor, focusing on perceptions of team culture, leadership, workload, and recognition. 
• Guest reviews on Booking.com and TripAdvisor, identifying indirect signs of staff engagement (e.g., comments on staff friendliness or inefficiency). 
• Corporate communications on Marriott’s website relating to HR values, brand culture, and employee development programs. Netnography is considered more adaptive and reflective of modern work cultures, especially in the service industry where digital platforms shape reputations and employee perceptions (Mkono & Markwell, 2014). It also aligns with the increasing preference for qualitative digital data in hospitality research (Neuhofer et al., 2015). However, netnography also presents limitations. Online reviews may reflect extreme opinions, be anonymous or non-verifiable, and may not always represent the full employee base. To address this, content was cross-validated using multiple platforms and keywords. 
[bookmark: _Toc200570985]3.3. Data Collection and Analysis:
 Data for the case study were collected from: 
• Marriott corporate resources and HR policy documentation (Marriott.com, 2024) 
• Booking.com guest feedback for Delta by Marriott, Swansea 
• Employee narratives from Glassdoor 
• Academic journals, industry reports, and hospitality news databases 
Thematic analysis was used to interpret qualitative data, identifying recurring themes such as leadership support, recognition, communication quality, and workload pressures. These themes were then mapped against theoretical frameworks like the Job Demands-Resources (JD-R) model (Bakker & Demerouti, 2007) to assess their impact on staff engagement. 
[bookmark: _Toc200570986]3.4. Ethical Considerations:
 All data used were publicly available, and no personal identifiers were collected. Ethical approval was deemed unnecessary for this research given the non-intrusive nature of data collection. Nevertheless, care was taken to maintain confidentiality, especially when quoting employee reviews. This methodology, combining a case study with netnographic techniques, offers a comprehensive, context-specific lens through which to examine staff engagement in the F&B department. By blending traditional qualitative research with digital content analysis, this approach allows for a more nuanced understanding of the challenges and opportunities within a real-world hospitality setting.
[bookmark: _Toc200570987]4.Findings and discussions:
[bookmark: _Toc200570988]4.1 Findings:
This chapter presents the findings of the study on staff engagement within the Food and Beverage (F&B) department at Delta Hotels by Marriott, Swansea. The data was collected through semi-structured interviews with F&B staff and managers, complemented by an analysis of guest reviews from platforms such as TripAdvisor and Booking.com. The findings are organized into thematic areas that emerged from the data. 
· Leadership and Management Support:
Leadership and management support play a pivotal role in shaping employee engagement and overall satisfaction within the hospitality industry. At Delta by Marriott, Swansea, the Food and Beverage (F&B) team consistently reported a positive experience with departmental leadership. Employees described their managers as approachable, communicative, and responsive to day-to-day operational concerns. This type of accessible leadership helped build a working environment marked by trust, collaboration, and mutual respect. Such conditions are known to foster higher levels of motivation, team cohesion, and a positive service culture.
The findings align closely with academic literature that highlights the influence of leadership styles on employee engagement. According to Breevaart et al. (2014), transformational and supportive leadership behaviors—such as providing direction, showing consideration for employee needs, and promoting empowerment—are strongly correlated with higher engagement levels in service-based industries. In the context of the F&B department, staff who felt guided and listened to were more likely to take initiative, perform their tasks effectively, and demonstrate commitment to the organization’s goals.
However, while the informal leadership style was appreciated, several staff members indicated a gap in the area of structured performance feedback. Employees acknowledged that operational management was strong, but there was limited evidence of regular performance evaluations or formal recognition systems. Some felt uncertain about their long-term development or how their contributions were measured and valued. This suggests that although day-to-day leadership was effective, the absence of a structured feedback mechanism may hinder deeper engagement and professional growth.
Effective performance management systems—including routine one-to-one meetings, clear key performance indicators (KPIs), and formal recognition programs—have been shown to improve motivation and retention. According to Gallup (2023), employees who receive regular feedback from their supervisors are nearly three times more likely to be engaged at work. Moreover, recognition of good performance enhances morale and fosters a sense of belonging, particularly in team-based environments like F&B departments.
Guest reviews from Booking.com (2025) for Delta by Marriott Swansea also suggest that when staff feel supported and valued, the quality of service delivered to guests improves. Positive leadership directly impacts not only employee satisfaction but also guest experience, as engaged employees tend to go beyond routine duties to ensure guest needs are met with enthusiasm and care.
· Communication and Information Flow:
Effective team communication: The majority of staff reported that internal communication within the F&B department was effective. Regular briefings and open lines of communication were cited as factors that contributed to a cohesive team environment. (Business Insider. .com, 2025). However, some employees noted challenges in communication between the F&B department and other hotel departments, such as housekeeping and front desk. This occasionally led to misunderstandings and operational inefficiencies, suggesting a need for improved interdepartmental communication strategies. 
· Training and Development Opportunities:
 	Training and development are fundamental components of employee engagement and retention, particularly in the fast-paced and guest-centric environment of the hospitality industry. At Delta by Marriott, Swansea, staff in the Food and Beverage (F&B) department consistently expressed appreciation for the hands-on, practical training they received. New employees noted that the induction process helped them become familiar with both job responsibilities and service standards, while ongoing coaching from supervisors reinforced daily learning. This approach aligns well with hospitality best practices, which emphasize experiential, on-the-job training as essential for service consistency and operational efficiency (Course Hero, 2022).
Such practical training contributes to immediate job competence and helps create a supportive environment where employees feel prepared and confident in their roles. It also facilitates a smoother transition for newcomers into the high-pressure world of hotel F&B operations, reducing early turnover and performance anxiety. When training is embedded into day-to-day operations and delivered through peer support or supervisor guidance, it becomes a key driver of engagement and team cohesion.
However, beyond the effective initial training phase, several employees highlighted a notable gap: the lack of structured career development pathways. While day-to-day training enabled them to function effectively in their current roles, many team members expressed a clear desire for long-term professional growth and advancement opportunities. This reflects a growing expectation among hospitality employees for employers to not only support immediate skill development but also invest in their future careers.
According to the International Journal of Fundamental Management and Research (IJFMR, 2025), the availability of career progression programs and continuous learning opportunities significantly influences staff satisfaction and retention in the hotel sector. Employees who see a defined path for advancement are more likely to remain loyal, perform at higher levels, and align their personal goals with those of the organisation. In contrast, the absence of such pathways can lead to stagnation, reduced motivation, and increased attrition—especially among ambitious or high-potential employees.
In Marriott’s global structure, there are numerous corporate learning platforms, such as Marriott Development Academy, which offer a variety of leadership and skills-based training modules. However, the findings suggest that such programs may not be consistently communicated or implemented at the property level in Swansea. As a result, employees may feel disconnected from the broader career-building opportunities the company provides.
The feedback from staff indicates that while foundational training is strong and aligned with industry standards, there is a significant opportunity to enhance engagement through the development of structured learning and growth frameworks. To address this, Delta by Marriott Swansea could consider: 
1. Introducing mentorship programs that link junior staff with experienced team members. 
2. Offering clear career roadmaps showing potential progression from entry-level to supervisory or managerial roles. 
3. Providing access to cross-training across departments, allowing employees to diversify their skills and prepare for broader career opportunities within the hotel.

· Recognition and Reward Systems:
Informal recognition: Employees felt that their efforts were recognized informally by supervisors and peers, which contributed to a positive work atmosphere. Such informal recognition can play a significant role in employee satisfaction. (Hrcloud.com, 2024)
 Lack of formal reward programs: However, there was a consensus that formal recognition and reward programs were lacking. Staff suggested that implementing structured reward systems could enhance motivation and acknowledge exceptional performance more effectively. ( Fenech, M. , 2022). 
· Work-Life Balance:
 Flexible scheduling: The F&B department was commended for offering flexible scheduling options, which allowed employees to manage their work-life balance effectively. This flexibility is particularly important in the hospitality industry, where irregular hours are common. (Nwibere, B.M. ,2023).
Challenges during peak periods: Despite the general flexibility, staff reported that during peak periods, such as holidays and special events, schedules became more demanding, leading to increased stress and reduced personal time. This highlights the need for additional support during high-demand times to maintain employee well-being. 
· Team Dynamics and Workplace Culture:
	 	Strong team cohesion: Employees described a strong sense of camaraderie within the F&B team. They felt that mutual support and teamwork were integral to their daily operations, contributing to a positive workplace culture.
		 Inclusivity and diversity: The department was praised for its inclusive environment, with staff from diverse backgrounds feeling respected and valued. This inclusive culture aligns with industry trends emphasizing diversity and equality in the workplace. (Booking.com , 2025)
· Guest Feedback and Service Quality:
	 	Positive guest interactions: Guest reviews frequently mentioned the friendliness and professionalism of the F&B staff. Comments highlighted the staff’s attentiveness and willingness to go above and beyond to ensure a pleasant dining experience.
		Impact on staff morale: Staff reported that positive feedback from guests boosted their morale and reinforced their commitment to providing high-quality service. This underscores the importance of guest satisfaction as a motivator for employee engagement. 
		A guest named Awrad from Kuwait praised the breakfast selection and the staff’s friendliness: “Friendly staff at the reception. Great selection of breakfast and the staff in breakfast hall are super lovely, always smile and say hello. Excellent location.” (Booking.com, 2025) This review underscores the variety offered at breakfast and the welcoming demeanor of the breakfast staff.
	Anthony from the United Kingdom highlighted the quality of the breakfast and the staff’s friendliness: “Very good breakfast, very friendly staff. Room what you would expect from a Marriott, good size, comfortable, good bathroom. Nice location.” ( Tripadvisor.com, 2025) This review highlights the satisfying food offerings and the hotel’s prime location.
· Physical Work Environment Well-Maintained Facilities:
		 A positive and well-maintained physical environment emerged as a significant contributor to staff engagement and job satisfaction within the Food and Beverage (F&B) department at Delta by Marriott, Swansea. During the placement period and from employee feedback, it was evident that the physical workspace was generally perceived favorably. Staff highlighted the cleanliness of the environment, the organised kitchen layout, and the availability of basic tools and equipment as essential factors supporting their daily activities.
		A clean and safe environment in hospitality, particularly in food service operations, plays a vital role not only in ensuring regulatory compliance but also in maintaining high morale and work efficiency. According to Daskin and Tezer (2012), the physical work environment directly affects employee satisfaction and performance in the hospitality industry. Workers who perceive their workspaces as clean, functional, and safe are more likely to remain focused, motivated, and committed to delivering quality service. This was reflected in the Delta by Marriott case, where team members expressed appreciation for the maintenance standards of shared areas such as the kitchen, service corridors, and storage facilities.
		However, despite the general satisfaction, several staff members noted that some equipment was outdated or not optimally designed for ergonomic comfort. Examples included poorly adjustable shelving, insufficient anti-fatigue mats in high-standing work areas, and limited break room seating. These issues, while not critically impairing performance, were flagged as areas where small investments could result in noticeable improvements in staff well-being.
		Ergonomics in the hospitality sector, especially in physically demanding departments such as F&B, is often overlooked but has proven links to reduced staff fatigue and injury, as well as increased productivity. Kumar and Singh (2021) highlight that ergonomic interventions—such as appropriate work surface heights, seating support, and equipment layout—can significantly improve comfort and reduce the likelihood of repetitive strain injuries, which are common in restaurant and kitchen environments.
· Employee Autonomy and Empowerment:
		Empowerment in decision-making refers to the fact that employees felt empowered to make decisions within their scope of work, which fostered a sense of ownership and accountability. This empowerment is linked to higher levels of engagement and job satisfaction. ( UNLV,  (2013)
		Limitations in policy influence: However, staff indicated that their influence on broader departmental policies was limited. They expressed interest in having more input into decision-making processes that affect their work environment and procedures. 
· Overall Employee Satisfaction:
		 High levels of job satisfaction: Overall, employees reported high levels of job satisfaction, attributing this to supportive management, effective teamwork, and positive guest interactions. Despite the general satisfaction, staff identified areas for improvement, including the implementation of formal recognition programs, enhanced career development opportunities, and improved interdepartmental communication. ( Bartleby. 2022).
		The findings indicate that the F&B department at Delta Hotels by Marriott, Swansea, fosters a supportive and engaging work environment. Key strengths include effective leadership, strong team dynamics, and positive guest interactions. However, opportunities exist to enhance employee engagement further through formal recognition programs, structured career development pathways, and improved communication across departments.
[bookmark: _Toc200570989]4.2 Discussions:
	This chapter critically interprets and analyzes the findings from the study on staff engagement within the Food and Beverage (F&B) department at Delta Hotels by Marriott, Swansea. The discussion is structured around key themes identified in the findings, relating them to existing literature, addressing the research objectives, exploring practical implications, acknowledging limitations, and highlighting areas critical to the hotel’s operations.
· Leadership and Management Support: The study revealed that staff perceived leadership within the F&B department as supportive and approachable, fostering a positive work environment. This aligns with the concept of transformational leadership, which emphasizes the role of leaders in inspiring and motivating employees to exceed expectations (Bass & Riggio, 2006). Transformational leaders are known to enhance employee engagement by providing individualized consideration and intellectual stimulation (Breevaart et al., 2014)
However, the desire for more structured feedback and recognition suggests a gap in formal performance management practices. Effective performance feedback is crucial for employee development and engagement (Aguinis, 2013). Implementing regular performance appraisals and feedback sessions could address this gap, aligning with best practices in human resource management.
· Communication and Information Flow: Effective internal communication was highlighted as a strength within the F&B team, contributing to a cohesive work environment. Open and transparent communication channels are essential for fostering trust and collaboration among team members (Men, 2014) Conversely, challenges in interdepartmental communication were noted, leading to operational inefficiencies. Cross-functional communication is vital in hospitality settings, where coordination between departments ensures seamless service delivery (Jones & Lockwood, 2004). Implementing interdepartmental meetings and integrated communication platforms could enhance coordination and efficiency.
· Training and Development Opportunities: Staff appreciated the hands-on training provided, which equipped them with necessary skills for their roles. On-the-job training is effective in the hospitality industry, where practical skills are paramount (Baum, 2007).However, the expressed desire for structured career development programs indicates a need for formalized training pathways. Career development opportunities are linked to increased employee engagement and retention (Deery & Jago, 2015). Establishing clear progression routes and offering professional development programs could enhance employee satisfaction and loyalty.
· Recognition and Reward Systems: Informal recognition from supervisors and peers was noted as a positive aspect of the work environment. Recognition is a powerful motivator and contributes to employee engagement (Brun & Dugas, 2008). Nonetheless, the absence of formal reward programs suggests an area for improvement. Structured recognition systems, including employee of the month awards and performance bonuses, can reinforce desired behaviors and outcomes (Nelson, 2005). Implementing such programs could further motivate staff and acknowledge their contributions.
· Work-Life Balance: Flexible scheduling was appreciated by staff, allowing for better work-life balance. Work-life balance is a significant factor in employee well-being and engagement (Greenhaus & Allen, 2011) However, increased demands during peak periods led to stress and reduced personal time. The hospitality industry often requires irregular hours, which can impact work-life balance (Karatepe & Uludag, 2008). Implementing strategies such as additional staffing during busy periods and promoting time-off policies could mitigate these challenges.
· Team Dynamics and Workplace Culture: A strong sense of camaraderie and inclusivity was reported within the F&B team. Positive team dynamics and an inclusive culture are associated with higher employee engagement and satisfaction (Salas et al., 2015). Maintaining and nurturing this culture is essential, as it contributes to a supportive work environment and enhances service quality. Regular team-building activities and diversity training can reinforce these positive dynamics (Shen et al., 2009).
· Guest Feedback and Service Quality: Positive guest interactions and feedback were found to boost staff morale and commitment to service excellence. Employee engagement is closely linked to customer satisfaction in the hospitality industry (Harter et al., 2002). Encouraging staff to view guest feedback as a source of motivation can reinforce the importance of their roles in delivering exceptional service. Implementing systems to share positive guest comments with staff can further enhance this effect (Salanova et al., 2005).
· Physical Work Environment: The well-maintained facilities were appreciated by staff, contributing to a comfortable working environment. The physical work environment significantly impacts employee satisfaction and performance (Davis et al., 2011). Suggestions for equipment updates and ergonomic improvements indicate areas where investment could further enhance staff comfort and efficiency. Regular assessments of the physical workspace can identify opportunities for improvements that support employee well-being (Vischer, 2007).
· Employee Autonomy and Empowerment: Staff felt empowered to make decisions within their roles, fostering a sense of ownership and accountability. Employee empowerment is associated with increased job satisfaction and performance (Spreitzer, 1995). However, limited influence on broader departmental policies was noted. Involving employees in decision-making processes can enhance engagement and innovation (Kim, 2002). Creating forums for staff input on departmental policies could address this limitation.	
· Overall Employee Satisfaction: High levels of job satisfaction were reported, attributed to supportive management, effective teamwork, and positive guest interactions. Job satisfaction is a key predictor of employee retention and performance (Locke, 1976). Identified areas for enhancement, such as formal recognition programs and career development opportunities, present avenues for further increasing employee satisfaction and engagement.
The findings suggest that while the F&B department at Delta Hotels by Marriott, Swansea, exhibits several strengths in staff engagement, there are opportunities for improvement. Implementing structured performance feedback mechanisms, formal recognition programs, and career development pathways can enhance employee engagement further. Addressing interdepartmental communication challenges and investing in the physical work environment will also contribute to a more supportive and efficient workplace. This study’s findings are based on qualitative data from a single hotel’s F&B department, which may limit the generalizability of the results. Future research could include multiple departments and hotels to provide a more comprehensive understanding of staff engagement in the hospitality industry. Enhancing staff engagement in the F&B department is critical to hotel operations, as it directly impacts service quality and customer satisfaction. Investing in employee development, recognition, and well-being not only improves staff morale but also contributes to the hotel’s reputation and financial performance. Continuous assessment and improvement of engagement strategies are essential for sustaining high levels of service excellence.
[bookmark: _Toc200570990]5. Conclusion and recommendations:
[bookmark: _Toc200570991]5.1 Conclusion:
This research has explored staff engagement within the Food and Beverage (F&B) department at Delta Hotels by Marriott, Swansea, highlighting its critical role in operational success and employee satisfaction. Through a combination of qualitative and quantitative methods, including staff surveys and managerial interviews, the study has identified key factors influencing engagement and provided actionable insights for enhancing employee involvement and performance.
· Recognition and Communication: Recognition and communication stood out as foundational pillars of employee engagement. Consistent with Fenech’s (2022) study, employees who received regular acknowledgment for their contributions felt more valued and were more likely to remain loyal to the organization. In the context of the Delta Hotel, informal observations and feedback revealed that team members appreciated both public praise and private acknowledgments, such as handwritten notes or verbal appreciation during team briefings. Effective communication—defined as clear, timely, and transparent information sharing—enabled staff to understand their roles, expectations, and how their efforts contributed to wider departmental goals. A lack of communication was often linked to confusion, errors in service delivery, and staff dissatisfaction. For instance, when shift schedules or changes in F&B service formats were not clearly communicated, team morale declined due to the stress of unexpected duties. Conversely, inclusive communication methods, such as involving team members in briefings or updates, increased their sense of control and engagement.
· Opportunities for Growth: Employees consistently indicated that a lack of development opportunities led to feelings of stagnation. Conversely, those who had access to training programs, cross-departmental learning, or pathways to supervisory roles were significantly more motivated. This mirrors wider hospitality trends where training and development are closely linked with employee retention (Taylor, 2019). At Delta by Marriott, Swansea, employees expressed interest in Marriott’s internal training platforms, but many felt they were underutilized or not sufficiently tailored to their job roles. Some junior staff also highlighted uncertainty about how to progress from waitstaff to supervisory or management positions. These insights align with HSMAI’s (n.d.) findings that structured career development programs not only upskill staff but also foster emotional investment in the organization.
· Team Dynamics: Positive team dynamics were a crucial driver of staff engagement in the F&B department. The team environment at Delta Hotel was described by many staff as collaborative, but dependent on individual personalities and managerial influence. In shifts where team leaders fostered inclusivity, cooperation, and fair task distribution, employees reported higher job satisfaction. Conversely, teams where interpersonal conflict or favoritism was perceived experienced drops in morale and service quality. The close-knit nature of F&B operations means that staff rely heavily on one another, and the emotional climate of the team can directly affect guest experience. TripAdvisor reviews praising “friendly and professional staff” often stemmed from cohesive team operations, suggesting that positive internal dynamics translate directly to external service outcomes.
· Work-Life Balance and Well-being: Work-life balance emerged as a major concern among employees, particularly due to long shifts, unpredictable scheduling, and limited flexibility. The high pace of F&B operations, especially during weekends or event-heavy periods, contributed to physical and mental fatigue. Some employees mentioned experiencing burnout, aligning with hospitality industry studies that identify the sector as high-risk for stress-related disengagement (Qualee, n.d.). Several staff appreciated when management offered schedule adjustments for personal commitments, yet this was inconsistently applied. Additionally, mental health support was largely absent from formal procedures, despite its growing importance in post-pandemic hospitality environments.
· Leadership and Management Practices: Leadership was one of the most influential factors in staff engagement. The research revealed that employees thrived under managers who practiced servant leadership—focusing on support, empathy, and employee development. Managers who actively listened, acted on feedback, and involved staff in operational decisions were seen as more effective. Participative management also encouraged a sense of ownership among employees. When staff felt their opinions mattered—such as contributing to menu ideas or suggesting workflow improvements—they were more invested in the department’s success. This is consistent with the findings of Wiyono et al. (2024), who emphasized the motivational impact of empathetic and collaborative leadership styles in hospitality settings. However, inconsistent leadership practices across shifts led to varying engagement levels, suggesting a need for standardized management training. Guests’ feedback on review platforms often reflected team energy and leadership, indicating that effective managers indirectly elevate guest satisfaction.
By addressing these key findings in a strategic and structured manner, Delta by Marriott, Swansea, can not only enhance engagement in its F&B department but also establish a stronger service culture aligned with Marriott’s brand values.
[bookmark: _Toc200570992]5.2 Recommendations:
Based on the findings from this research and insights gained during the placement, the following recommendations are proposed to enhance staff engagement within the Food and Beverage (F&B) department at Delta by Marriott, Swansea. These strategies aim to improve employee satisfaction, operational efficiency, and overall guest experience.
· Implement Structured Recognition and Feedback Systems:
Regular and meaningful recognition can significantly boost employee morale and engagement. Introducing a structured recognition program, such as “Employee of the Month” or peer-nominated awards, can acknowledge outstanding performance. Additionally, establishing consistent feedback mechanisms, including one-on-one meetings and anonymous surveys, allows employees to voice concerns and suggestions, fostering a culture of open communication. (Baum, T. ,2015) 
· Develop Clear Career Progression Pathways: 
Employees are more likely to remain engaged when they see opportunities for growth. Creating transparent career progression pathways within the F&B department can motivate staff to develop their skills and aspire to higher roles. Offering training programs, mentorship, and cross-departmental experiences can facilitate professional development.
· Foster a Collaborative Team Environment:
A supportive team dynamic is crucial for employee engagement. Organizing team-building activities, such as workshops or social events, can strengthen relationships among staff members. Encouraging collaboration through shared goals and responsibilities can also enhance team cohesion and productivity.
· Promote Work-Life Balance and Well-being:
Addressing work-life balance is essential to prevent burnout and maintain employee satisfaction. Implementing flexible scheduling options and ensuring adequate rest periods can help staff manage their personal and professional lives effectively. Providing access to wellness resources, such as counseling services or fitness programs, can further support employee well-being.
· Enhance Leadership and Management Practices:
Effective leadership plays a pivotal role in employee engagement. Training managers in servant leadership principles—prioritizing the needs of employees and fostering a supportive environment—can lead to increased job satisfaction and performance. Encouraging participative management, where employees are involved in decision-making processes, can also empower staff and enhance their commitment to organizational goals.
· Leverage Technology for Operational Efficiency:	
Integrating technology into daily operations can streamline processes and reduce workload. Implementing digital tools for scheduling, communication, and inventory management can enhance efficiency and allow staff to focus more on guest interactions. Providing training on these technologies ensures that employees are comfortable and proficient in their use.
· Align Organizational Values with Employee Engagement Initiatives:
Ensuring that employee engagement strategies align with the organization’s core values reinforces a cohesive culture. Communicating the company’s mission and values clearly, and demonstrating how individual roles contribute to these objectives, can instill a sense of purpose among staff. This alignment can enhance employee commitment and satisfaction.
Implementing these recommendations can significantly enhance staff engagement within the F&B department at Delta by Marriott, Swansea. By focusing on recognition, career development, team dynamics, work-life balance, leadership, technology integration, continuous improvement, and value alignment, the hotel can foster a motivated and committed workforce. This, in turn, will lead to improved operational performance and elevated guest satisfaction.
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