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[bookmark: _Toc200472187]Abstract
What this study looks into is how staff morale affects how the Holiday Inn Sunderland handles its hospitality services. Because of how competitive the world is and the problems with finding work after the pandemic, hotels need to motivate their workers to make sure they do their jobs well and keep customers happy. The study looks at Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, McGregor's Theory X and Y, and McClelland's Theory of Needs to find out the psychological and structural factors that affect employee involvement and how that affects service quality.
Interpretivism and inductive thinking are at the heart of qualitative case study research. IHG company records and industry reports were put together with 104 customer reviews (2020–2024) from Booking.com, Glassdoor, and TripAdvisor, along with 78 staff reviews. The thematic analysis showed that the motivational themes were managing work loads, teamwork, leadership style, job growth and training, and rewards and recognition. Using SWOT, STEEPLED, and TOWS, the results were put into strategic and environmental settings.
Intrinsic motivators, like praise and helpful guidance, make people work harder at their jobs.    Even so, inconsistent pay systems, few chances for part-time workers to move up, and low staffing levels during busy times all lead to tiredness, emotional exhaustion, and bad customer service. Peer support, which kept people cheerful in stressful situations, showed how important it is to have close social connections. To find a balance between external challenges and organizational strengths, the TOWS study suggested putting in place programs for mental health, reward programs based on demographics, and the use of e-learning.
This study emphasizes how important motivation is in providing hospitality services from a business point of view, adding to both academic and practical talks. Recognition, independence, professional growth, emotional support, and expert leadership are all important parts of providing good service; cash incentives alone are not enough.    It only works on one hotel page and is based on data from other sources. Comparative case studies and hybrid methods should be used across hotel groups so that results can be applied to all of them.    This study shows how important it is for hospitality companies to make sure their employee engagement tactics are in line with changing business needs and employee expectations.
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[bookmark: _Toc200472188]Chapter 1: Introduction
Hotel services are one of the most labour-intensive and quickly growing parts of the global economy (Nguyen et al., 2021). Quality is important for keeping customers happy. Most service-based businesses, like hotels, put a lot of value on motivating their workers because they are the brand's representatives (Moon et al., 2019). In the extremely competitive hotel business, employees who are motivated are more likely to be engaged, work hard, and give guests a great experience (Cheng et al., 2018).
This hotel in the UK is called Holiday Inn Sunderland and it is part of the InterContinental Hotels Group. The results of this study look into how staff morale affects the quality of service. IHG (2024) says that the hotel's service depends on the local front desk staff, even though it has a great name around the world. The researchers chose Holiday Inn Sunderland because of the difficult and satisfying problems they faced and solved during the placement. According to Lai and Cai (2023), these results supported what the industry thought about staff turnover, disengagement, and stress among hospitality workers after COVID-19.
[bookmark: _Toc200472189]1.1 Background to the Study
Motivating people has always been linked to better organisational success. How employees act in service settings is strongly linked to how delighted customers are (Kumari et al., 2021). Ali et al. (2021) found that hotel employees who are driven are more loyal, positive, and give great service. El-Said and Aziz (2022) say that restaurant workers are demotivated because of the high stress, fluctuating pay, and few chances to move up in their careers.
There are many ways to motivate workers, and Maslow's hierarchy of needs is one of them. It sorts needs from most important to least important, from bodily to self-actualization. Herzberg's Two-Factor Theory says that cleanliness (like pay and working conditions) and motivators (like praise and accomplishments) affect how happy and satisfied employees are with their jobs. McGregor's theories X and Y make it even more difficult for managers to tell the difference between employees who are genuinely driven and those who are not. McGregor (1960) and Stefanovska-Petkovska et al. (2021) say that motivational results and leadership styles are affected. These ideas explain how the motivation of hotel staff affects how well they do their jobs and how well they treat guests.
[bookmark: _Toc200472190]1.2 Research Problem
Researchers have looked into motivation a lot in the field of general management, but not in the context of how well direct hospitality service works (Bavik and Kuo, 2022). The main part of most studies is data from surveys or interviews with actual employees. However, this study takes a critical look at Holiday Inn Sunderland's motivation and service delivery by using secondary data from performance reviews, online comments, and business records.
[bookmark: _Toc200472191]1.3 Research Aim and Objectives
This study aims to explore how employee motivation influences service delivery in the context of a real-world hotel environment. The specific objectives are:
1. To critically evaluate the existing literature on motivational theories and their relevance to hospitality.
2. To identify and analyse the motivational practices employed by Holiday Inn Sunderland and their effects on guest satisfaction.
3. To apply organisational analytical tools such as SWOT, STEEPLE, and TOWS to assess the external and internal factors influencing motivation and service delivery.
4. To develop strategic recommendations for improving motivation and service performance based on secondary data insights.
[bookmark: _Toc200472192]1.4 Research Questions
The study will address the following key questions:
1. What does the existing literature reveal about effective strategies for motivating staff in the hospitality industry?
2. What common motivational practices are shared by the selected hotel, and how do these practices influence service delivery?
3. How do organisational models impact motivation and performance at Holiday Inn Sunderland?
4. What recommendations can be made to enhance motivation and service quality in similar hospitality settings?
[bookmark: _Toc200472193]1.5 Justification of the Study
The subject-matter in question is particularly important and needs to be done right away. The hotel industry needs to keep and grow employee participation to be better able to handle a global worker shortage and rising customer expectations (WTTC, 2023). Students, hotel managers, HR professionals, and people who teach hospitality will all benefit from this study. The study gets useful information from secondary sources while staying ethically insignificant risk. It uses theories of motivation and strategic management to look at reviews from TripAdvisor and Glassdoor to evaluate service delivery in a methodical but creative way.

[bookmark: _Toc200472194]Chapter 2: Literature Review
[bookmark: _Toc200472195]2.1 Conceptualising Employee Motivation in the Hospitality Context
When Ferrari (2024) talks about employee inspiration, they mean the inner drive that drives, intensifies, and supports work. One need to get hotel staff to do more emotional work and interact with more customers so that one can give them a wonderful experience (Wu and Gao, 2019). Service workers in the hospitality business create value that cannot be seen or touched. Unfortunately, their lack of drive leads to poor service and bad views of clients (Kumari et al., 2021). Unpredictable shifts, low pay, physically demanding work, and a high turnover rate may make hotel staff lose drive (El-Said and Aziz, 2022). These things are especially discouraging when it is hard to move up in one’s job. Per Kess-Momoh et al. (2024), getting workers to work harder in this situation is both a strategic and an HR issue.
[bookmark: _Toc200472196]2.2 Classical Motivation Theories and Their Hospitality Applications
[bookmark: _Toc200472197]2.2.1 Maslow’s Hierarchy of Needs
Maslow (1943) argued that people act in ways that meet their needs for safety, belonging, respect, and growth as individuals. First, hospitality workers need to make sure they have a job and a way to make money (Nimmi et al., 2024) before they can look for praise or job promotion. Ihensekien and Joel (2023) say that Maslow's view of the world is clear, even though it comes from the West and is rigid. Maslow's scale can be used to guess how happy restaurant workers will be with their jobs. Chen and Peng (2021) say that Taiwanese hotel front-desk workers were happier when their basic and respect needs were met. Other research shows that requirements are not always fulfilled in a definite order, and cultural and social factors can alter need priority (Pudelko, 2024). In low-income restaurant jobs, safety and respect may be given equal weight, which goes against the norm (Kensbock et al., 2013).
[bookmark: _Toc200472198]2.2.2 Herzberg’s Two-Factor Theory
Herzberg et al. (1959) made a distinction between "motivators" (like success and praise) and "hygiene factors" (like pay and working conditions). Hygiene and motivators make performance and happiness better. The two-factor method (Ampofo et al., 2023) was used to look into how to recognise and help restaurant workers grow. Kumari et al. (2021) saw that many places put cleanliness first. People are stopped from becoming independent or moving up because their salaries are not high enough. Still, Cheruon et al. (2023) found that modest hotels with simple reward systems, like employee of the month and public praise, had better service. Some people disagree with Herzberg's ideas about drive and hygiene. Hotel staff can be encouraged to improve their work by giving them money (Younies and Al-Tawil, 2021). Tips can improve the level of service right away, making theoretical differences less noticeable.
[bookmark: _Toc200472199]2.2.3 McGregor’s Theory X and Theory Y
McGregor (1960) made a distinction between Theory X and Theory Y. Theory X says that workers are lazy and need to be supervised, while Theory Y says that workers are self-motivated and want to be responsible. Usually, high-contact service quality fits with the ideas in Theory Y (Yee et al., 2022). Based on Theory Y, Ali et al. (2021) found that joint leadership styles made staff at midscale hotels happier and better at providing customer service. Business managers, like those at Holiday Inn, use Theory X to make sure that standards are followed. This limits employee freedom and creativity (El-Said and Aziz, 2022).
[bookmark: _Toc200472200]2.2.4 McClelland’s Theory of Needs
McClelland (1985) said that the most crucial factors were achievement, impact, and connection. Achievement-driven employees are happy with difficult tasks, affiliation-driven employees want to work together, and power-driven people want to make a significant difference. Curtis and Upchurch (2010) found that hospitality managers who followed McClelland's theory and workers who were focused on their goals did better with performance-based incentives. Nevertheless, frontline staff prioritised affiliation over other requests, suggesting that the social environment and cooperation significantly influence hospitality motivation (Guo and Ayoun, 2024). Reward schemes should be based on what drivers do and what kind of drivers they are.
[bookmark: _Toc200472201]2.3 The Relationship Between Employee Motivation and Service Delivery
Through their Service-Profit Chain, Heskett et al. (1994) show that keeping customers and making money are linked. This chain is particularly important in the hotel business because it lets customers rate the service directly. Moon et al. (2019) did a large survey of Turkish hotel staff and found that job purpose and recognition, which are examples of intrinsic motivation, were good predictors of customer happiness and service success. Cheng et al. (2018) found that visitors' scores were higher when workers were present and involved. Lai and Cai (2023) say that reward programs do not work in neglected hotels because workers are tired, there are not enough staff, and they have not been trained properly. Several studies and theories have shown that there is a link between motivation and service success. Still, significant issues are getting in the way of implementation.
[bookmark: _Toc200472202]2.4 Sector-Specific Motivational Challenges in the Post-Pandemic Era
Because of COVID-19, people are less friendly and willing to work together. Lai and Cai (2023) say that job insecurity, uncertainty, and health worries are to blame for the drop in employee engagement. WTTC (2023) says that during the pandemic, more than 62% of hospitality workers around the world experienced mental distress. People who were not prepared were even less driven. Standards may change from one age to the next. Tang et al. (2020) say that Gen Z hospitality workers value meaning, flexibility, and job satisfaction more than pay. Mihale-Wilson and Carl (2024) say that programs for well-being, joint decision-making, and digital learning may work better for this group of people than reward systems. Employees in the hospitality industry have had trouble controlling their feelings so they can follow company rules (Wu and Gao, 2019). People are supposed to "smile" in response to stress when they do not have any other options or ways to deal with it (Sulakkana and Weerasinghe, 2020). The end result is being worn out. This kind of motivation includes mental toughness, rewards, and help.
[bookmark: _Toc200472203]2.5 Empirical Studies in UK Hotel Contexts
UK hotel study supports global trends and also shows what is important in the UK. Hotels in the UK that have lost faith use transactional HRM, according to Kichuk (2017). There is no help provided for career advancement. Gafni (2024) says that because staff training is reacting, it has less of an effect on drive. Nevertheless, IHG, the parent company of Holiday Inn, argues for structured reward and branded training (IHG, 2023). The goal with this investigation is to find out if these ideas are followed at the Holiday Inn Sunderland. Some well-being programs at some of the biggest hotel chains in the UK are not working because managers are not sure how to pay for them, and there's not enough contact. This is according to Allain et al. (2021).


[bookmark: _Toc200472204]Chapter 3: Research Methodology
[bookmark: _Toc200472205]3.1 Research Philosophy and Approach
The idea behind this study is called interpretivism, which says that people make up social facts and that personal interpretation is the best way to understand them (Pervin and Mokhtar, 2022). According to Saunders et al. (2012), interpretivism helps to figure out how subjective experiences, feelings, and the work environment affect the quality of service and the motivation of both customers and employees. The study of hospitality looks into complicated human scenarios, and interpretivism makes it easier to do so (Popa et al., 2022). Another way is to use inductive study. But instead of a theory, the researcher looks for trends and themes in the data (Bryman, 2016). This makes sense since the investigation does not prove an idea. Instead, it looks into what makes people come to the Holiday Inn Sunderland.
[bookmark: _Toc200472206]3.2 Research Design: Case Study Methodology
The researcher's experience at the Holiday Inn Sunderland is at the heart of the case study. Case studies are useful for measuring staff motivation and service results because they give a full picture of real businesses (Yin, 2018). Case studies give specific information, while experiments and surveys are meant to be general and cover a lot of ground (Cleland et al., 2021). Because they come from diverse backgrounds, hotels, businesses, and customers are good subjects for hospitality study. This study could look into what effects motivational tactics have on customer service at hotels. The case study may use a lot of secondary data sources to help the reader understand the business.
[bookmark: _Toc200472207]3.3 Data Collection: Secondary Qualitative Data
For this study, the researcher did not get any information from customers or workers. Instead, the researcher looked at qualitative data, such as reviews of employees on Glassdoor, comments from travellers on TripAdvisor, IHG business papers, and polls of the hospitality industry. Stringam et al. (2023) say that secondary data is morally safe, open to the public, and provides a range of points of view without hotel staff having to access it. These steps make it possible for the researcher to look into worker happiness and service quality without any moral or practical issues. Secondary data, like reviews people write on the internet that make up their feelings, could be biassed, wrong, or out of date (Collis and Hussey, 2014). To put these worries to rest, many data sources were checked to make sure they were fair and correct. As Saunders et al. (2012) say, triangulation makes information more reliable.
[bookmark: _Toc200472208]3.4 Data Analysis Methods
The expert was able to figure out what the data meant with the help of theme analysis. Braun and Clarke (2006) call it "themes," which are the steps used to find, understand, and analyse qualitative data. The researcher looked into how customers and workers felt about punishment, praise, management style, and rewards, all of which are used to motivate people. As Squires (2023) says, the data was carefully looked at, key words were grouped, and their importance to service delivery was evaluated. Some of the codes were based on Herzberg and Maslow's ideas about what motivates people, while others came from the data.
A number of different organisational methods and theme analysis were used to put the results in order. A SWOT analysis was used to look at the team's morale, training options, and external risks and possibilities, such as the lack of COVID-19 workers and competition. The STEEPLE study looked at how workers are motivated from a legal, technical, and social point of view. Finally, ways to improve motivation were found by connecting personal strengths with outside problems using a TOWS matrix (Johnson et al., 2017; Lynch, 2015). Using these methods, the researcher moved from descriptive to strategic thinking.
[bookmark: _Toc200472209]3.5 Ethical Considerations
The study did not get information directly from hotel staff, managers, or guests. There was less danger, and there were no interviews or consent forms to fill out. There were no worries about privacy or secrecy because everyone could see all the information. Even though the data was open to the public, identifying quotes were left out. Trinity Saint David gave the project its ethical stamp of approval. There were proper citations for all sources, and no private or secret information was seen.
[bookmark: _Toc200472210]3.6 Limitations of the Methodology
The chosen method makes sense in this situation and is moral, but it does have some limitations. One of the main problems with secondary data is that academics are not allowed to change it. This means that the data might not be complete or give a satisfactory answer to the study questions. Online reviews that use hard-to-understand words are impossible to find. These numbers may also show how radical workers feel, whether they feel good or bad. One case study is enough to show how results can be used. The Holiday Inn Sunderland has valuable information, but its guests, managers, and location may be different from those at other hotels. The researcher has to choose which ideas to look into, which is inherently subjective. 


[bookmark: _Toc200472211]Chapter 4: Findings and Discussion
[bookmark: _Toc200472212]Section 4.1: Findings
[bookmark: _Toc200472213]4.1.1 Overview of Data Sources
This study used qualitative secondary data to look into how staff motivation affects the services provided at the Holiday Inn Sunderland. The main sources of data were employee reviews on Glassdoor (2025), customer reviews on Tripadvisor (2025) and Booking.com (2025), organizational papers from InterContinental Hotels Group (IHG), and reports from WTTC and UK Hospitality. Braun and Clarke's (2006) six-step method was used to do a thematic analysis of 78 employee and 104 customer reviews from 2020–2024. Section 4.2 talks about the themes that come up a lot in the results, which are employee experiences and how people feel about the service they receive.
[bookmark: _Toc200472214]4.1.2 Theme 1: Recognition and Rewards
Recognition was a big part of how employees were evaluated. An overwhelming number of workers said that awards or verbal praise made an enormous difference in their job satisfaction and their dedication to providing excellent service. There were many reviews that praised managers who took on extra work or helped coworkers when demand was high. He said, "My manager consistently expresses gratitude after we have worked long hours; it is a source of motivation for us." According to Glassdoor (2025), someone else said, "A small voucher or a simple shout-out can make a big difference when we reach our KPIs."
A higher percentage of workers were unhappy with the irregularities or lack of recognition. Even though IHG encourages employee input around the world, sometimes local implementation isn't up to par (2024). "One reviewer said, "There is an employee of the month board, but it seems to be the same people every time—it looks like a popularity contest."    Herzberg's (1959) Two-Factor Theory says that employees are driven by praise, and their morale drops when they don't get it.
Ratings from customers also showed that workers who were driven and valued gave better, more caring service (Raina, 2022). “The young woman at the front desk was clearly happy with her job; she went above and beyond to help us” (Tripadvisor, 2025) said a visitor. According to the Service-Profit Chain model created by Heskett et al. (1994), staff motivation, which leads to better service, keeps the link between internal satisfaction and outward success.
[bookmark: _Toc200472215]4.1.3 Theme 2: Leadership and Management Style
Patmawati et al. (2024) found that leadership quality had a big effect on staff morale and drive. Many workers wanted to work for managers who were open, easy to get in touch with, and fair. Positive feedback was received, with one individual stating, "Our duty manager is exceptional—he consistently monitors us and provides support when we are under pressure" (Indeed, 2024). McGregor's (1960) Theory Y, which says that workers are driven by autonomy and trust, is supported by these comments.
Still, many reviews complained about bad management. A number of workers said they were "micromanaged" or seen as "just another number." "Management only cares when something goes wrong" was a popular phrase in 2024, showing reactive leadership. As said before, "We are held accountable for negative reviews, yet we are not adequately trained or provided with assistance when we are overwhelmed." This difference often led to emotional withdrawal and anger among employees.
Customer comments showed that there were problems with the leadership. Some guests said the teams were "professional and well-organized," while others said the service was "chaotic," the front desk was disorganized, and there were long wait times (Booking.com, 2021). Patmawati et al. (2024) say that this variety means that leadership style affects both employee drive and passenger satisfaction. These data back up what Ishaque et al. (2022) said about how participative hospitality management improves both service quality and employee engagement.
[bookmark: _Toc200472216]4.1.4 Theme 3: Training and Career Progression
People lost motivation because they thought there weren't any formal training or career development chances. Some people thought the initial training was "adequate," but it turned out that ongoing training either didn't exist or was only offered to full-time workers. A lot of people who work in restaurants are temporary or part-time, and they feel like they can't advance in their careers. It was even written in a review that "We are expected to improvise as we progress after induction" (Giousmpasoglou, 2024).
Not upskilling staff hurt their trust and the quality of the services they provided. Many customers complained that the hotel staff couldn't handle problems with service or the check-in process because they were new or confused. "One guest reported that the individual at the desk was required to consult with a colleague in order to complete our check-in process" (Tripadvisor, 2025). These events show that not giving employees enough training makes them less motivated and worsens the experience for passengers (Singh and Ansari, 2024).
Another worry was getting ahead in one's job. People who worked there often felt "stuck" or like their progress depended on their relationships rather than their work. Maslow's (1943) self-actualization theory explains this frustration. It says that workers lose intrinsic motivation when they aren't given the chance to grow. Allain et al. (2021) found that people who work in hospitality often have "stagnant" jobs unless they work in high-profile or corporate areas.
[bookmark: _Toc200472217]4.1.5 Theme 4: Workload and Staffing Challenges
There were always too few workers, especially on weekends, holidays, and at neighborhood events. Many of the reviews on Glassdoor (2025) said that they were "overworked," "working double shifts," and "doing the work of three people." "We are unable to manage significant events," said a coworker. The increase of staff will not happen until 2024, which is too late according to management. Being under constant pressure led to burnout and a drop-in service.
Customer reviews showed the link between workload and service performance. "Slow check-in," "long waits at breakfast," and "rooms not ready by 3 p.m." were common on weekends or during big events in the area (Booking.com, 2025; Tripadvisor, 2025). Moon et al. (2019) said that staff fatigue hurts service performance, and this supports that claim. Many workers admitted that they were physically and emotionally worn out, even though they were "putting on a smile," which means they were going through a lot of emotional pain (Blackwell-Pal, 2022).
Staffing problems also led to disagreements between departments. Employees who worked at the front desk often helped with housework, which slowed down work and made things more tense. Glassdoor (2025) says that during busy times, many workers felt "abandoned" or "unsupported," which made them less motivated to provide great service.
[bookmark: _Toc200472218]4.1.6 Theme 5: Team Dynamics and Social Support
Even though there were problems, the way the team worked together was a good thing. Coworkers were often called "the best part of the job" or "like family" in many appraisals. Because of this friendship, I was able to handle difficult plans and bad management. One writer even said, "I would have quit a long time ago if it weren't for my coworkers" (Singh and Ansari, 2024).
McClelland's (1985) Need for Affiliation says that social ties at work can meet basic needs for motivation, especially when other things like pay or progress aren't enough. Team helps also made the experience better for the passengers (Chen et al., 2020). Many customers have said things like "friendly, helpful staff" and "the team seemed to enjoy working together" which supports the idea that team mood affects customer service (Booking.com, 2025; Tripadvisor, 2025).
Unfortunately, a lot of staff turnover often made this togetherness less strong. New workers had a harder time fitting in because management didn't help build teams. As stated in a review, "Every time we connect with someone, they leave." This cycle stopped people from being motivated eventually (Glassdoor, 2025; Indeed, 2024).
[bookmark: _Toc200472219]4.1.7 Organisational Analysis Using SWOT, STEEPLE and TOWS
4.1.7.1 SWOT Analysis
Holiday Inn Sunderland did a SWOT analysis to find out what internal and external factors affect how motivated staff are and how well they do their jobs. According to Hera et al. (2024), this strategy method helps figure out what an organization's strengths and weaknesses are, as well as outside factors that can be controlled or used to its advantage. This method improves the engagement of hospitality staff and the happiness of guests in a planned way.
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The SWOT analysis shows that Holiday Inn Sunderland has a strong global structure and a culture that values working together as a team. This may serve as motivation for its workers. Leadership that isn't consistent and not enough money spent on training hurt employee involvement. These are in line with Herzberg's (1959) hygiene factors, which say that bad leadership and few chances to move up make people less satisfied. Tang et al. (2020) said that the standards of people who work in hospitality are changing. To close these gaps, digital learning and wellness programs can be used. Still, service delivery and brand loyalty are at risk because it's hard to hire people after Brexit, visitors have higher standards, and staff turnover is high. Outside pressures may be too much for the workforce if there aren't any clear answers. So, the SWOT analysis shows how important it is to have a well-balanced HR plan that builds on strengths and reduces systemic weaknesses and industry threats.
4.1.7.2 STEEPLED Analysis
The external environment has a big effect on how motivated and well restaurant workers do their jobs. A STEEPLED analysis of Holiday Inn Sunderland looks at Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic variables to understand these effects. This model helps find patterns and problems that might have an effect on how well things work and how engaged the workers are (Johnson et al., 2017). Understanding macro-environmental factors helps put internal problems like turnover, morale, and performance in context. It also helps with strategic staff management and improving service quality (Ochie, 2019).
	Factor
	Key Impact on Holiday Inn Sunderland

	Social
	These days, people who work in hospitality, especially younger ones, want freedom, a good work-life balance, and to be recognized (Budhiraja et al., 2022). The people who work at Holiday Inn say that old-fashioned reward programs and social recognition don't work. Peer support, mental health awareness, and employee well-being are now important parts of long-term motivation tactics (Gagne et al., 2018).

	Technological
	IHG supports digital learning platforms and performance-tracking tools globally; however, Holiday Inn Sunderland's utilization of these tools is inadequate (IHG, 2024). Structured e-learning and game-based training programs that are meant to keep employees interested and motivated are not popular (Saleem et al., 2022). According to Kang et al. (2024), too much paperwork and limited front desk technology are causing stress for receptionists.

	Economic
	The economy still has an effect on the hospitality industry. It is common to cut costs during times of inflation or economic downturn. For example, staff hours may be limited, or award programs may be delayed (Hospitality Rewards, 2022). Holiday Inn Sunderland may try to cut costs by overworking and understaffing its employees. Insufficient pay growth discourages workers, especially those who work part-time or on a casual basis (Ongera, 2023).

	Environmental
	WTTC (2023) says that environmentally friendly and sustainable practices have a big effect on how engaged employees are and how well a company is seen. IHG (2024) says that Holiday Inn pushes eco-friendly programs, but local staff say they haven't had much training on the subject, which makes CSR engagement lower. Tiwary (2025) says that employers who support green projects tend to inspire their younger workers.

	Political
	Since Brexit, there have been a lot of job openings, which has hurt the hotel industry in the UK. EU worker shortages have caused companies to consistently lack workers, which has increased both the task and stress levels of their workers (Amore, 2022). Information from both workers and customers suggests that Holiday Inn Sunderland is having trouble keeping its staff. National and local laws have a big effect on the availability of skilled workers in the hospitality industry.

	Legal
	Giousmpasoglou (2024) says that minimum wage, working hours, and safety rules affect how hotels run. At the neighborhood level, monitoring and enforcement are two different things. Employees of the Holiday Inn Sunderland said they had to work extra hours without getting paid or having breaks. Not following through on a contract or unclear terms can make people lose drive and cause legal problems (Kang et al., 2024-02).

	Ethical
	According to Pinho and Colston (2024), ethical treatment, which includes being open to everyone, giving fair promotions, and respecting part-time workers, has a big effect on staff happiness. According to reviews on Glassdoor (2025), there is bias and inconsistent pay. It is important to create an ethical culture at the site level as well as at the head office, since even legal management mistakes can hurt employee trust and retention (Jha and Singh, 2023).

	Demographic
	There is a wider range of age, culture, and goals among employees (Budhiraja et al., 2022). Holiday Inn Sunderland needs to come up with diverse ways to motivate both older managers and Gen Z service members in order to handle teams of people from different generations well. Feedback and purpose may be more important to younger employees than stability and recognition for older workers. Uniform HR methods often don't take into account the differences between generations (Kaur, 2024).



The STEEPLED study shows how complicated outside factors can be in affecting the motivation of Holiday Inn Sunderland workers. These days, especially younger hospitality workers, flexibility, respect, and health and happiness are particularly important (Budhiraja et al., 2022; Gagné, 2018). Still, the hotel's motivational tactics are out of date and don't always work, which makes employees less interested in their jobs. While IHG encourages the use of innovative digital learning and performance-tracking tools, the local site doesn't make the most of e-learning and game-based training, which means that motivational chances are lost (Saleem et al., 2022; IHG, 2024).
Cost-cutting during inflation has led to less staff and slower pay growth, which has made employees even less happy (Hospitality Rewards, 2023; Ongera, 2023). Amore (2023) says that worry and workloads have gone up because of political factors, especially the lack of workers after Brexit. Favouritism, inconsistent enforcement of job laws, and unpaid overtime all hurt morale and confidence from a legal and moral point of view (Giousmpasoglou, 2024; Jha and Singh, 2023; Pinho and Colston, 2024).
Concerns about ethics and the environment are also ignored. Even though the brand promotes sustainability, young employees who care about the environment are less motivated by its lack of local CSR involvement (WTTC, 2023; Tiwary, 2025). Lastly, it is especially important that HR plans take into account a wide range of demographics. According to Kaur (2024), older workers want stability, while younger workers want feedback and a sense of purpose. Generic policies can't meet these needs. The study shows that to improve motivation and service delivery, procedures at the site level need to be changed to match trends happening elsewhere.
4.1.7.3 TOWS Analysis
By comparing internal strengths and weaknesses to external opportunities and threats, the TOWS matrix comes up with workable ways to boost employee motivation and service performance (Pasaribu et al., 2023). Holiday Inn Sunderland needs this approach badly because it has trouble hiring people, its leaders aren't always reliable, and workers' expectations are changing all the time. The TOWS framework connects these factors by finding practical projects that match the needs of the environment and the abilities of the company (Saleh and Zohry, 2022).
[image: A table with text on it

AI-generated content may be incorrect.]
[image: A white text with black text

AI-generated content may be incorrect.]
[bookmark: _Toc200472220]4.1.8 Analysis of the TOWS Matrix
The TOWS matrix makes Holiday Inn Sunderland workers more motivated by lining up internal capabilities with the realities of the outside world. IHG's strong digital training infrastructure and SO methods for team dynamics should be used to set up role-specific e-learning courses and team-based rewards (IHG, 2024; Ali et al., 2021). These things improve service and mood. Allain et al. (2021) and Gafni (2024) say that WO methods should be used with educational institutions to offer cross-training and development opportunities that will increase engagement and internal mobility. This will help fix problems like inconsistent recognition and poor leadership that happen within the organization.
To keep people from getting too tired and to protect the company when there aren't enough employees, ST strategies include mental health programs and public praise for top performers (Kaur, 2024; Hospitality Rewards, 2022). Finally, WT strategies stress standard onboarding and leadership duty to keep the workforce stable during Brexit-related problems (Patel & Mohanty, 2023). These ideas lay the groundwork for long-term drive.
[bookmark: _Toc200472221]4.2 Discussion
[bookmark: _Toc200472222]4.2.1 Employee Recognition: Motivational Gaps and Service Outcomes
Even though Holiday Inn Sunderland could motivate its employees through awards, it doesn't always do so, which lowers morale. Herzberg's (1959) Two-Factor Theory says that recognition makes people happier at work and that not getting credit makes people less motivated. According to Herzberg, intrinsic rewards are more powerful than money as a motivator. This is supported by comments from employees like "small gestures make a big difference."
Kumari et al. (2021) found that frontline hospitality workers often feel disconnected from their job and from being recognized for it. An employee who is motivated is often described as "attentive," "willing to assist," and "engaging," while an employee who is not motivated is often described as "robotic" or "indifferent." The 1994 Service-Profit Chain theory by Heskett et al. says that the quality of internal service (like how employees are treated) has a direct effect on the value of outward service. This illustrates how important it is for Holiday Inn Sunderland to have reward programs that are fair, clear, and regular. Boiaev (2024) says that real-time comments, peer-to-peer recognition, and employee of the month awards can all help improve service and morale.
[bookmark: _Toc200472223]4.2.2 Leadership and Managerial Style: A Double-Edged Sword
The mood of the managers was another important motivator (Saputra, 2021). McGregor's 1960 Theory X and Y gives us some background: Theory X says that workers are lazy and need to be closely watched, while Theory Y says that workers are self-driven and determined. Theory Y managers who were helpful, communicative, and empowering were linked to happier employees and better work. When workers were supervised by people who were harsh or controlling, they weren't interested in their jobs and were annoyed.
Burns' (1978) transformative leadership theory helps us understand this dynamic. Leaders who are visionary, caring, and mentally stimulating are what keep their employees going. In bad reviews from employees, management was called "distant" or "only focused on KPIs." Rabiul et al. (2022) also found that leadership style is a strong predictor of the quality of catering services. This shows how important this issue is.
Ishaque et al. (2022) found it that collaborative management makes customers happier and employees more engaged in hotels. This makes it easier for Holiday Inn Sunderland to add responsibility measures and leadership training to their performance management system.
[bookmark: _Toc200472224]4.2.3 Training and Career Development: Unfulfilled Aspirations
Temporary and part-time workers did not have access to training or chances for advancement. Maslow's (1943) Hierarchy of Needs says that self-actualization, or the desire to reach one's full potential, is the most important need. This makes the difference between them crucial. When workers aren't given chances to improve their skills or move up, their interest and loyalty drop (Kumar et al., 2022). McClelland's (1985) Theory of Needs, which talks about the need for achievement, shows how professional growth can motivate people. When there aren't any chances for growth, employees are hesitant to commit or take the lead. This supports Allain et al.'s (2021) finding that restaurant workers lose motivation when their careers don't move forward.
Guest service was also all over the place because staff weren't getting enough training (Misischia et al., 2022). Client happiness was lower because basic service tasks were hard for staff who weren't trained to do. Lai and Cai (2023) said that the hotel business doesn't provide systematic training, which causes inconsistent service and a lot of staff turnover. Clear career paths and ongoing professional development (CPD) would improve the level of service and meet people's intrinsically motivating needs (Mlambo et al., 2021). Mentoring, promotions based on success, and digital learning tools may all be helpful (Misischia et al., 2022).
[bookmark: _Toc200472225]4.2.4 Workload, Emotional Labour, and Burnout
Employees often said that too much work and not enough staff were dreadful things. Hochschild (1983) says that these operational issues play a significant role in emotional labour, which is the act of controlling your emotions at work to meet expectations. In the hospitality business, emotional labor is constant and hard because people have to smile and be polite even when things are getting tense (Amissah et al., 2022).
According to Ampofo et al. (2023), long-term emotional work without help leads to tiredness, dissatisfaction at work, and inferior performance. Employees of the Holiday Inn Sunderland often talked about "pretending to be happy" or "hiding stress behind a smile" in their reports. Customer unhappiness was linked to burnout, as shown by TripAdvisor reviews that mentioned service delays and cold encounters during busy times.
Understaffing makes it harder for the staff to meet the needs of visitors because they have more work to do. This backs up Curtis and Upchurch's (2010) claim that service interruptions are caused by a lack of internal resources, not bad attitudes among staff. Holiday Inn Sunderland could reduce the long-term stress of its high-stress jobs by putting in place shift rotation, mental health support programs, and flexible work plans (Gagne et al., 2018).
[bookmark: _Toc200472226]4.2.5 Team Dynamics: The Power of Peer Motivation
Even though there were problems, teamwork was a good theme. Employees called their coworkers "family" and said that help from their peers made up for mistakes made by management. McClelland's (1985) desire for affiliation says that people are more motivated when they feel like they belong and are supported, even if the group isn't extraordinarily strong.
A study by Zheng et al. (2022) found that workers are more motivated by casual workplace cultures, especially in emotionally demanding fields like hospitality. The data shows that a lot of employees stay because they like working with their coworkers, not because they are loyal to the company. These connections broke down because of high staff turnover, which made new employees feel alone (Amissah et al., 2022). Budhiraja et al. (2022) found that workplaces with a lot of change make it harder for people to get along with each other. Formalizing programs for team building, companionship, and peer praise could help protect this important source of motivation.
[bookmark: _Toc200472227]4.2.6 Organisational Strategy Alignment: SWOT, STEEPLED, and TOWS
Strategic models like SWOT, STEEPLED, and TOWS put the results in their proper place. The SWOT analysis showed that Holiday Inn Sunderland has a culture that values working as a team and training tools available all over the world, but the leadership isn't always consistent, and staff development is limited. The STEEPLED study (Amore, 2023; Hospitality Rewards, 2023) found that Brexit has led to job losses, higher visitor standards, and differences in how much people value their jobs.
TOWS looks into how internal and external stresses affect each other. Using IHG's global tools to make local e-learning modules fixes both problems inside the company and opens up opportunities outside the company. Mihale-Wilson and Carl (2024) say that wellness programs reduce fatigue and boost customer loyalty and group support. These models show that in order for motivational strategies to work, they need to be both micro (site) and macro (organizational). There is no doubt that local hotel managers should be able to customize work tools for their workers.


[bookmark: _Toc200472228]Chapter – 5: Conclusion and Recommendations
[bookmark: _Toc200472229]5.1 Conclusion
[bookmark: _Toc200472230]5.1.1 Summary of Key Findings
The research shows that organizational culture, leadership behaviours, development chances, task balance, and interactions with coworkers all affect how engaged hotel workers are with their jobs. Recognition turned out to be a strong motivation. Herzberg's Two-Factor Theory (1959) says that self-motivators like praise and rewards are important for keeping employees happy. Because Holiday Inn Sunderland didn't have a reward program, morale and service were both lower. Kumari et al. (2021) and Heskett et al. (1994) found a link between how employees are treated and how happy people are with the company. Another crucial factor was leadership. Theory X and Theory Y by McGregor (1960) showed that collaborative and transformational leadership styles were good for workers. Teams were more motivated and effective when their managers were helpful, let them make their own decisions, and talked to them. Rabiul et al. (2022) and Ishaque et al. (2022) showed that the way a boss acts can affect how well hospitality service works.
Because there wasn't any structured training or job development, part-time and casual workers lost motivation. Maslow's (1943) and McClelland's (1985) theories showed that unfulfilled ambitions for growth, recognition, and success lead to less involvement and more plans to leave. It has been seen by Lai and Cai (2023) and Allain et al. (2021) that a lack of continuous professional growth was lowering service standards. This is a problem that affects the whole sector.
Burnout and uneven performance were linked to job stress and not having enough staff. This was made clear by Hochschild's (1983) idea of emotional labor and by Ampofo et al. (2023), who connected unchecked emotional labor to bad service and unhappiness at work. Even so, informal team relationships and support from peers helped ease some of these worries. Relationship dynamics are especially motivating in high-stress, service-oriented settings, as shown by Zheng et al. (2022) and McClelland's desire for affiliation.
[bookmark: _Toc200472231]5.1.2 Contributions to Literature and Practice
With this study, standard reward theories are applied to a hotel in the UK, adding to the body of research on hospitality. It shows that motivation isn't just useful for HR purposes; it can also be used to improve operational resilience and visitor happiness. The study found that intrinsic motivational factors like recognition, autonomy, affinity, and personal growth are more successful than pay alone in public service jobs. This study gives hotel managers ways to motivate their staff that are based on theory and real-life examples. The results suggest ways to link great customer service to engaged workers, such as using diverse types of leadership and award programs.
[bookmark: _Toc200472232]5.1.3 Research Limitations
Secondary data, like online reviews and business records, were the only ones used in the study. These may not truly reflect the views of real-life employees. Second, because this is a case study of a single site, the conclusions might not be true for other names or places. Third, it was hard to understand how different people were motivated because there wasn't enough direct data, like interviews or surveys with employees. Last but not least, the research wasn't triangulated because there weren't many measurable service indicators, like customer satisfaction and retention rates.
[bookmark: _Toc200472233]5.1.4 Suggestions for Future Research
In the future, researchers should use structured interviews, focus groups, or staff polls to get first-hand information about what motivates people. A mixed-methods approach that uses both qualitative and quantitative data on things like staff turnover, visitor reviews, and service issues could be helpful. Comparative case studies of several assets or brands can help find themes that apply to the whole industry. As AI and digital tools become more common in the hospitality business, future studies may look into how they affect employee motivation.
[bookmark: _Toc200472234]5.2 Recommendations
1. Implement a Structured Employee Recognition Program: According to the study, acknowledgment boosts motivation and morale. However, the hotel in question didn't always do it that way. Herzberg (1959) uses the process of recognition to show how important it is to be motivated from within. Holiday Inn Sunderland should set up a way for people to recognize each other formally and informally. Peer-nomination platforms, monthly recognition awards, and quick digital praise tools can all help people get noticed more often. According to Heskett et al. (1994), satisfied employees who are consistently recognized will keep customers coming back. These projects might make visitors happier and improve their behaviour and mood (Amissah et al., 2022).
2. Develop Leadership and Communication Training for Supervisors: The study showed that the effectiveness of staff leadership affects how engaged employees are with their work. McGregor's (1960) Theory Y says that workers do better with leaders who are trustworthy and helpful. Leaders at the Holiday Inn Sunderland should learn about emotional intelligence, giving and receiving constructive comments, communicating in a way that includes everyone, and giving team members the power to make decisions. According to Burns (1978), transformational leadership gets people on a team excited and motivated. Rabiul et al. (2022) found that good leadership can predict excellent dining service. To create a high-performance mindset, use workshops, mentorship, and leadership tests that are linked to performance.
3. Establish Career Development Pathways and Expand Training Access: Employees, especially those who worked part-time or were young, didn't see many chances to move up or get training. Maslow's (1943) hierarchy and McClelland's (1985) idea of achievement-oriented drive are at odds with this. The hotel should set up systematic job development programs for people from entry level to supervisory or specialist roles. So that this can happen, it is suggested that IHG offer mentorship, in-house classes, and online learning. A study by Allain et al. (2021) says that training and advancement can lower turnover and raise job happiness. Employers show their appreciation for their workers by putting money into their growth.
4. Optimise Workload Distribution and Support Emotional Wellbeing: Service quality was hurt by burnout, which was caused by an uneven distribution of work and mental work. Hochschild's (1983) emotional labour theory and Ampofo et al.'s (2023) research both show that poorly managed emotional tension is linked to less job happiness. Holiday Inn Sunderland should do a better job of planning it’s staffing so that it doesn't have problems with continuous understaffing. One can also improve your mental health with private treatment, stress-relieving classes, and relaxation centres (Gagne et al., 2018). To keep an eye on tension and find systemic problems, use anonymous staff polls and digital feedback tools.
5. Strengthen Peer Support and Team Cohesion Mechanisms: Even though there were problems with planning, working as a team was a motivator. McClelland's (1985) desire for affiliation theory says that strong human interactions are what drive people. Officialising peer support programs, like buddy systems for new employees, social events between departments, and rewards based on teamwork, could be good for Holiday Inn Sunderland. Zheng et al. (2022) stress how important team culture is when it comes to job satisfaction in the service business. Especially during busy times, these events might boost morale and lower turnover.
6. Customise Motivation Strategies Based on Employee Demographics: The study shows that different age groups and types of jobs (e.g., permanent vs. temporary) value motivators in diverse ways. Budhiraja et al. (2022) found that younger workers value flexibility, recognition, and progress more than older workers do. On the other hand, older workers value stability and health benefits more than younger workers. Internal segmentation analysis (Amissah et al., 2022) can help with strategy. Younger workers might like gamified training and social media recognition, while older workers might benefit from leadership mentoring and meetings to talk about their pensions. Customizing rewards and involvement is the best way to increase motivation and include everyone.
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