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1. [bookmark: _Toc202964486]Introduction

Motivation in the cleaning sector plays a crucial role in shaping workplace relationships and service delivery outcomes. As frontline employees interact directly with both clients and colleagues, their engagement has a direct impact on team dynamics and organisational success. Despite this, cleaning staff often face limited recognition, high physical demands, and restricted growth opportunities, which can affect long term performance and retention.
This research proposal explores how motivation among Mitie cleaning employees influences relationship management and overall workplace benefits. It considers factors such as pay equity, occupational safety, career progression, and emotional wellbeing as drivers of sustained motivation. By understanding how these variables affect communication, trust, and client satisfaction, the study aims to uncover practical strategies to enhance service quality and employee experience.



















[bookmark: _Toc202964487]1. Aims and Objectives

This research proposal aims to evaluate how the motivation of Mitie cleaning employees influences relationship management and general benefits in the workplace. Understanding employee motivation is vital to improving labour relations and improving results. High motivation levels can lead to better communication between team members, which is crucial in the management of customer relationships effectively (Dafda and Deo, 2018). 

The objectives include exploring the factors that promote motivation in this sector and identifying how these factors affect the quality of the service provided by employees. It is essential to consider that the well-being of employees, including occupational safety and health management, must be prioritised for sustainable motivation (Landstad et al., 2022). This is aligned with the recent findings that highlight the links between a motivated workforce, a decrease in rotation rates and the provision of improved services (Bergfeld et al., 2022).

In addition, investigating how motivation can differentiate Mitie Services offers in a competitive market can provide information on brand strategic management (Quader and Sohel, 2018). Finally, guaranteeing a fair and worthy salary is important to maintain a compromised workforce, as HEERY, HANN and NASH (2023) point out, suggesting that financial incentives are necessary to maintain the motivation of employees and labour benefits.












2. [bookmark: _Toc202964488]Literature Review

Employee motivation is essential for efficient service delivery and relationship management in facilities management. As noted by the CIPD, motivated employees are more inclined to exert discretionary effort, which improves both internal teamwork and customer satisfaction. This is especially significant in cleaning services, where frontline personnel directly affect client perceptions.
In the cleaning industry, motivation is influenced by both external and internal factors. Deubell (2024) uses Herzberg’s Two Factor Theory to emphasise that although hygiene factors like equitable compensation and secure working environments avoid dissatisfaction, genuine motivation arises from acknowledgement, responsibility, and chances for advancement. This combined approach is crucial in physically challenging jobs such as cleaning, where enhancing the job experience can affect morale and performance.
Occupational safety and health (OSH) play a vital role in sustaining motivation. The Institution of Occupational Safety and Health (IOSH, 2024) contends that organisations aiming for social sustainability must regard employees as valuable assets, investing in their wellbeing to promote prolonged engagement and productivity. This perspective is supported by findings from OSHA, which highlight that incorporating OSH into sustainability initiatives not only safeguards workers but also strengthens organisational resilience.
An enthusiastic workforce also leads to lower turnover rates and enhanced service quality. The CIPD highlights that employees who are engaged are more inclined to stay with their employers and provide consistent, high quality results. Job rotation and opportunities for development help to alleviate monotony and cultivate a sense of purpose (Goretsky, 2024).
From a strategic viewpoint, motivation can set a brand apart in a competitive landscape. Mitie’s recent strategic review (2023) emphasises that employee engagement is a vital component of its “Science of Service” framework, which combines innovation, sustainability, and a focus on customers. This indicates that motivation goes beyond just a human resources issue and serves as a crucial factor in enhancing brand value and market position.
Just and clear compensation continues to be a key motivator. As stated by Bajada (2024), fair pay practices are vital for keeping talent and fostering trust. The CIPD also backs this idea, highlighting that thoughtfully crafted bonus and incentive programs can encourage desirable behaviours and align the objectives of employees with the goals of the organisation.




3. [bookmark: _Toc202964489]Research and Methodology

This study employs a mixed methods strategy to investigate the impact of motivation on relationship management and workplace results among Mitie cleaning staff. Utilising both quantitative surveys and qualitative interviews allows for a comprehensive understanding of employee experiences and organisational dynamics (Creswell and Creswell, 2018). This method is especially beneficial for workplace research, as it captures both quantifiable trends and personal insights that inform organisational understanding (Saunders et al., 2019).
The use of mixed methods is particularly useful in workplace research, as it captures both statistical patterns and personal stories, reflecting the complexity of human behaviour (Dawadi, Shrestha and Giri, 2021).
The reasoning behind this methodology is based on pragmatism, which emphasises practical solutions and recognises that no single approach can completely tackle complex research questions (Creswell and Plano Clark, 2018). By integrating surveys and interviews, the research gains from triangulation, improving both the reliability and relevance of the results (Bryman, 2006). This is particularly important in organisational contexts, where the relationship between motivation, well-being, and performance is influenced by both quantifiable elements and individual experiences.
The approach is crafted to guarantee that the research is both academically sound and applicable. As Dahler-Larsen (2023) points out, using mixed methods in workplace evaluations results in greater utility, especially when the results are meant to guide action and enhance performance. This is in line with the study’s goal of producing insights that can aid strategic decision-making at Mitie and contribute to wider conversations about employee engagement in the facilities management sector.












3.1 [bookmark: _Toc202964490]Methods and Resources

Quantitative survey questionnaires using Likert scale items to evaluate factors such as motivation, including pay, recognition, and career advancement, workplace relationships, job satisfaction, and perceived service quality (CIPD, 2021). 
Qualitative semi structured interviews with both supervisors and staff to gain deeper insights into how motivation influences behaviour, engagement, and team communication (Bryman, 2016). 
This triangulation improves validity by capturing both the breadth and depth of the data (Creswell and Plano Clark, 2017).
Drawbacks involve the subjective nature of self reported information and restricted generalisability stemming from the emphasis on one organisation. Nevertheless, the integration of qualitative and quantitative approaches minimises bias and enhances reliability (Teddlie and Tashakkori, 2009).


3.2 [bookmark: _Toc202964491]Procedure

The research is guided by an interpretivist philosophy that aims to comprehend employees' individual experiences related to motivation and wellbeing in the workplace. Survey distribution will be digital, using platforms like Microsoft Forms or Qualtrics to facilitate accessibility and data integrity. Interviews will be conducted in quiet, private settings within the workplace or via secure video calls, depending on participant preference. All sessions will be audio-recorded with consent and transcribed for analysis. (Bell, Bryman and Harley, 2022). Employing an inductive approach, the study will develop theories based on the collected data instead of evaluating a set hypothesis, which is well suited for investigating intricate social settings such as cleaning services (Thomas, 2021).


3.3 [bookmark: _Toc202964492]Tools

Quantitative data will be analysed through descriptive statistics and Pearson correlation tests to examine the relationships between motivational factors and workplace outcomes (Pallant, 2020). To facilitate comprehensive data collection and analysis, the study will incorporate a mix of digital and analytical tools. Structured surveys, hosted on Qualtrics, will be used to gather quantitative data, benefiting from features like advanced logic branching and secure data storage (Bryman, 2016). The analysis, including descriptive statistics and Pearson correlation tests, will be conducted using IBM SPSS, a trusted platform for uncovering connections between motivational factors and workplace outcomes (Field, 2018).

For qualitative data, thematic analysis will be performed following the six step approach defined by Braun and Clarke (2021) to identify meaningful patterns related to wellbeing, communication, and service delivery. This qualitative data will be processed using NVivo, a specialised software designed for coding and thematic analysis of interview transcripts. NVivo's capabilities support pattern recognition and cross case comparisons, enhancing our understanding of employee experiences (Bazeley and Jackson, 2019). The thematic analysis will follow Braun and Clarke’s (2021) six phase framework, ensuring a systematic identification of themes pertaining to wellbeing, communication, and service delivery.


3.4 [bookmark: _Toc202964493]Sampling

The study employs purposive sampling to choose participants from different Mitie cleaning teams in Cardiff and Bristol. This approach guarantees relevance by concentrating on workers who are directly engaged in frontline service positions (Etikan, Musa, and Alkassim, 2016). Fifty respondents are expected to fill out the survey, and 5 to 8 participants will be interviewed to gain deeper insights.
Purposive sampling is particularly effective in organisational settings where specific roles or behaviours are under investigation, allowing researchers to focus on participants who can provide meaningful contributions (Palinkas et al., 2015). While this approach limits generalisability, it enhances the depth and applicability of findings within the studied context.


3.5 [bookmark: _Toc202964494]Ethical Consideration

Ethical clearance will be obtained from the ethics committee of the university. Participants will be provided with an information sheet detailing the study’s objectives, guaranteeing voluntary participation and confidentiality (BERA, 2018). Data will be anonymised, stored securely, and exclusively used for academic reasons in accordance with the UK General Data Protection Regulation (ICO, 2023).





3.6 [bookmark: _Toc202964495]Reliability

Reliability in research pertains to the consistency and trustworthiness of the measurement instruments and methods employed. In this investigation, reliability is enhanced by employing standardised survey tools and structured interview guidelines, which help maintain uniformity throughout the data collection process (Robson and McCartan, 2016). 

The Likert scale survey questions are specifically crafted to assess motivation, job satisfaction, and service quality in a way that can be replicated, thereby minimising the chances of measurement errors. Furthermore, the integration of mixed methods improves internal reliability by facilitating cross-validation between quantitative and qualitative results (Johnson and Onwuegbuzie, 2004). 

To further enhance reliability, a pilot study will be conducted to fine tune the questionnaire and interview framework, ensuring that interpretations are clear and consistent. Although self reported data might introduce a degree of subjectivity, the use of triangulation methods and careful sampling techniques helps to address this issue and strengthen the validity of the results.


[bookmark: _Toc202964496]4.7 Validity
Validity guarantees that the research effectively captures the phenomena it aims to explore. In this proposal, validity is examined through various dimensions. Content validity is attained by crafting survey questions that correspond to established motivational constructs pertinent to cleaning services, such as recognition, safety, and career advancement (Kumar, 2019). 

Construct validity is reinforced by connecting qualitative themes to theoretical frameworks like Herzberg’s Two Factor Theory and models of organisational behaviour. The study also achieves ecological validity since data is gathered directly from Mitie’s operational setting, making the results relevant to real world contexts (Silverman, 2021). Additionally, employing thematic analysis for qualitative data assures interpretive rigour, while statistical methods like Pearson’s correlation provide empirical support for quantitative relationships (Field, 2018). By integrating methodological transparency with theoretical coherence, the study sustains a significant level of validity despite the challenges associated with single organization research.
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