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[bookmark: _Toc222760387]Abstract
Employee job satisfaction has consistently been acknowledged as a key determinant of organisational success, particularly in service-oriented sectors such as hospitality. Front desk employees hold a crucial position in influencing guest experiences, brand image, and daily operational effectiveness, making their satisfaction and performance highly important. This second research project examines the connection between job satisfaction and employee performance through a case study of front desk staff at Ibis Hotel Canning Town.
The main purpose of this study is to identify the principal factors affecting job satisfaction among front desk employees and to assess how these elements influence both individual effectiveness and overall organisational outcomes. The research explores aspects including working conditions, managerial support, training and development opportunities, recognition, workload management, internal communication, and career advancement. Due to the fast-moving and customer-focused nature of front desk roles, the study investigates how varying levels of satisfaction impact motivation, service standards, productivity, and staff retention.
A case study methodology was selected to enable a detailed investigation within a specific organisational setting. This approach allowed for a focused examination of front desk operations at Ibis Hotel Canning Town, a budget hotel operating within London’s competitive hospitality market. Primary data was collected using structured research methods designed to capture employees’ views regarding their duties, responsibilities, and workplace environment. The data was systematically analysed to identify trends, issues, and potential areas for improvement linked to satisfaction and performance indicators.
The findings reveal that job satisfaction among front desk employees is largely shaped by leadership style, communication quality, workload balance, and access to professional growth opportunities. Staff members who reported higher satisfaction levels demonstrated greater engagement, enhanced service delivery, and a stronger commitment to exceeding their assigned responsibilities. In contrast, lower satisfaction levels were associated with workplace stress, diminished motivation, and inconsistent performance, factors that may negatively influence guest experiences and organisational reputation. 
The study further emphasises the significance of supportive management and employee recognition in cultivating positive workplace attitudes. Employees who felt appreciated and encouraged by supervisors were more inclined to display loyalty, teamwork, and effective problem-solving skills. Moreover, structured training programmes and clearly defined career pathways were identified as important motivators contributing to sustained performance and long-term commitment.
Based on these findings, the research recommends that Ibis Hotel Canning Town implement practical strategies to improve employee satisfaction. Suggested measures include strengthening communication systems, offering comprehensive training initiatives, ensuring fair allocation of duties, and establishing formal recognition programmes. Such improvements are expected to enhance staff morale, raise service quality standards, and strengthen overall organisational performance.
In summary, this study confirms that job satisfaction is a vital factor influencing employee performance within the hospitality industry. By actively supporting employee well-being and engagement, hotels can achieve consistent service excellence and maintain a competitive position in an increasingly demanding market environment.
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[bookmark: _Toc222760389]Introduction
The hospitality sector is defined by continuous customer engagement, high service demands, and intense market competition, making employee performance a central factor in organisational achievement. In this environment, job satisfaction has become widely recognised as a significant influence on employee attitudes, motivation, service delivery, and overall effectiveness. Front desk employees serve as the primary contact between a hotel and its guests, positioning them at the core of the customer experience. Therefore, examining the connection between job satisfaction and employee performance is vital for hospitality organisations aiming to strengthen service quality and operational productivity. 
This second research project investigates job satisfaction and its effect on employee performance through a case study of front desk staff at Ibis Hotel Canning Town. 
Ibis Hotels canning Town is a globally recognised budget hotel brand operating under the Accor group, distinguished for its standardised services and cost-efficient operations. The Canning Town property functions within London’s highly competitive hospitality market, where maintaining guest satisfaction, staff retention, and consistent service standards presents ongoing operational challenges.
The aim of this study is to examine the factors shaping job satisfaction among front desk employees and to evaluate how differing satisfaction levels influence performance outcomes. The research seeks to identify both favourable and unfavourable elements within the working environment and to assess their impact on employee engagement, efficiency, and quality of service delivery. By concentrating on front desk personnel, the study addresses a crucial operational department that directly influences guest perceptions, brand image, and customer loyalty.
The primary objectives of this research are:
• To identify the main determinants of job satisfaction among front desk employees at Ibis Hotel Canning Town
• To examine the relationship between job satisfaction and employee performance
• To evaluate the impact of job satisfaction on service standards and organisational effectiveness
• To provide practical recommendations designed to enhance employee satisfaction and performance.
The justification for selecting this topic arises from the growing challenges within the hospitality industry, including high staff turnover rates, workplace stress, and increasing customer expectations. Front desk employees frequently operate in demanding conditions characterised by shift patterns, heavy workloads, and emotional labour, all of which can affect both satisfaction and productivity. Addressing these issues is essential to sustaining service consistency and promoting employee well-being.
A case study methodology was employed to gain comprehensive insight into job satisfaction within a specific organisational context. The placement at Ibis Hotel Canning Town provided direct experience of front desk procedures, managerial approaches, and staff perspectives, enabling the research to integrate academic theory with practical application. The outcomes of this study aim to contribute to scholarly understanding while also offering actionable insights for management within the hotel.
In conclusion, this research emphasises that job satisfaction should be viewed not only as an employee-related matter but as a strategic organisational priority with clear implications for performance and service excellence. By analysing job satisfaction within the front desk function at Ibis Hotel Canning Town, the study highlights how hospitality organisations can develop supportive workplace environments that enhance both employee outcomes and overall business success.
[bookmark: _Toc222760390]Literature Review
This chapter critically examines contemporary academic literature concerning job satisfaction and its influence on employee performance, with particular focus on the hospitality industry and front desk operations. 
Given the labour-intensive and service-driven characteristics of hotels, employee attitudes and behaviours are widely regarded as fundamental to organisational effectiveness and long-term success (Heskett, 1994). However, while the theoretical relationship between satisfaction and performance is well documented, its practical application within standardised budget hotel environments remains underexplored.
Front desk employees occupy a uniquely exposed position within hotel operations. They function simultaneously as service providers, problem solvers, and brand representatives. Consequently, fluctuations in their job satisfaction may have disproportionate implications for service consistency and customer perceptions. This literature review therefore evaluates conceptual definitions of job satisfaction, examines dominant theoretical frameworks, analyses empirical evidence linking satisfaction to performance, and identifies gaps that justify this focused case study of front desk staff at Ibis Hotel Canning Town. Rather than merely describing established theories, this review evaluates competing perspectives, analyses methodological limitations, and synthesises debates relevant to service-based organisations.
[bookmark: _Toc222760391]Concept and Dimensions of Job Satisfaction
Job satisfaction has been conceptualised as both an emotional response and a cognitive evaluation of one’s job experience
(Judge, 2020). While this definition appears straightforward, scholarly debate persists regarding whether satisfaction should be treated as a singular global construct or as a multidimensional phenomenon. (Spector, 2022), argues that job satisfaction consists of both intrinsic elements (achievement, recognition, personal growth) and extrinsic components (salary, supervision, working conditions). This multidimensional perspective is particularly relevant in hospitality settings, where emotional labour and interpersonal interaction intensify the importance of non-financial rewards.
However, the emphasis on intrinsic satisfaction may risk underestimating structural constraints within hospitality environments. For example, front desk employees often experience irregular shifts, high workloads, and emotional strain (Zopiatis, 2021). (Grandey, 2000) highlights that emotional labour — the regulation of feelings to meet organisational expectations — can create emotional dissonance, which may reduce satisfaction even when extrinsic rewards are present. This suggests that job satisfaction in hospitality cannot be fully understood without considering psychological costs associated with service work.
Furthermore, recent research indicates that non-monetary factors such as supportive supervision and work–life balance frequently exert greater influence on satisfaction than financial incentives alone (Deery, 2023). While this challenges traditional economic assumptions of motivation, it may also reflect generational shifts in workforce expectations. Nevertheless, such findings are often derived from cross-sectional surveys, limiting causal interpretation. As such, while the literature recognises job satisfaction as multifaceted, the relative weight of each dimension may vary depending on organisational structure, management style, and market positioning — particularly within budget hotel brands
[bookmark: _Toc222760392]Theoretical Perspectives on Job Satisfaction
Self-Determination Theory proposes that satisfaction and motivation stem from fulfilment of autonomy, competence, and relatedness needs (Ryan, 2020).
Within front desk roles, autonomy may involve discretion in handling guest complaints, competence relates to skill utilisation, and relatedness concerns team cohesion. Empirical hospitality research generally supports the relevance of psychological need fulfilment to engagement and performance. However, the applicability of Self-Determination Theory may be constrained within highly standardised budget hotel environments. In brands prioritising operational consistency, employee discretion may be limited, potentially restricting autonomy satisfaction. Therefore, while the theory provides valuable explanatory insight, its practical effectiveness may depend on managerial flexibility within corporate frameworks.
Social Exchange Theory offers a complementary explanation by suggesting that employee attitudes are shaped by perceived reciprocity and fairness (Cropanzano, 2017). When employees perceive organisational support, they are more likely to reciprocate through positive work behaviours. (Karatepe, 2023) demonstrates that perceived organisational support significantly predicts satisfaction and service performance in hospitality contexts. However, Social Exchange Theory assumes rational reciprocity, potentially overlooking emotional exhaustion and burnout effects common in-service roles.
The Job Demands–Resources (JD-R) model provides a more contextualised explanation by distinguishing between job demands and job resources (Bakker, 2019). Within hospitality, high emotional and operational demands may trigger burnout unless offset by adequate resources such as managerial support or training. This framework is particularly relevant to front desk employees, who experience simultaneous cognitive, emotional, and operational pressures.
Nevertheless, scholars argue that JD-R models often oversimplify complex human responses by framing demands and resources as linear predictors (Kong, 2022). Personal resilience, organisational culture, and leadership style may moderate these relationships. Therefore, while each theoretical framework contributes valuable insight, none independently captures the full complexity of satisfaction-performance dynamics within budget hotels.
[bookmark: _Toc222760393]Employee Performance in the Hospitality Industry
Employee performance in hospitality differs from manufacturing contexts due to its intangible and interactive nature (Campbell, 2019). Performance encompasses both task performance (accuracy, efficiency) and contextual performance (teamwork, customer engagement) (Kim, 2021).
In front desk roles, contextual performance may be particularly influential, as emotional intelligence and service orientation directly shape guest satisfaction.
Research consistently links dissatisfaction to absenteeism, turnover intentions, and service inconsistency (O’Neill, 2021). However, the causal direction between satisfaction and performance remains debated. While Judge (Judge, 2020) identifies a positive association, some studies suggest that high performance may itself enhance satisfaction through recognition and achievement. This reciprocal relationship complicates managerial interventions, as improving performance metrics alone may not necessarily increase satisfaction if underlying working conditions remain problematic.
Moreover, hospitality performance is often assessed through guest feedback and service ratings rather than objective output measures. This introduces measurement challenges and potential bias. Therefore, while evidence supports a satisfaction-performance relationship, its strength and direction may vary depending on evaluation methods and organisational culture.
[bookmark: _Toc222760394]Relationship Between Job Satisfaction and Employee Performance
Contemporary meta-analyses generally support a positive association between job satisfaction and performance (Judge, 2020).
Within hospitality settings, higher satisfaction correlates with improved service quality and organisational effectiveness (Guchait, 2022). However, correlation does not establish causation, and several moderating variables may influence this relationship
(Chiang, 2021) (Kong, 2020) (Karatepe, 2021) demonstrate that leadership style and organisational support indirectly influence performance through satisfaction. This indicates that satisfaction may function as a mediating variable rather than a direct determinant.
Nevertheless, in highly standardised environments such as budget hotels, discretion is limited (Kong, 2022), potentially weakening the translation of positive attitudes into behavioural outcomes.
This suggests that job satisfaction alone is insufficient to guarantee enhanced performance. It must be reinforced by performance management systems, structured training, and clear operational guidelines. Without these mechanisms, positive attitudes may not convert into measurable service improvements.
[bookmark: _Toc222760395]Job Satisfaction in Front Desk and Budget Hotel Contexts
Front desk employees face structural challenges including staffing shortages, unpredictable shifts, and performance monitoring (Baum, 2020). These demands increase burnout risk and reduce recovery time. (Goh, 2020) identifies inadequate managerial support as a primary dissatisfaction driver in front office departments.
 Budget hotels such as Ibis prioritise efficiency and cost control. While this supports brand consistency, it may restrict autonomy and personalised service delivery (Kong, 2022). (Deery, 2023) argues that in such contexts, recognition and communication become particularly critical compensatory mechanisms.
However, much existing hospitality research focuses on luxury or full-service hotels, where job design and autonomy differ significantly. This limits generalisability to budget hotel contexts operating in competitive urban markets such as London. Therefore, existing literature provides broad theoretical understanding but insufficient context-specific evidence.
[bookmark: _Toc222760396]Research Gaps and Chapter Summary
Although extensive research examines job satisfaction and performance, several gaps persist. First, front desk roles remain underexamined relative to broader hospitality samples. Second, limited case-specific research explores budget hotel environments. Third, existing studies often rely on cross-sectional surveys, limiting causal inference and contextual depth.
This study addresses these limitations by applying established theoretical frameworks within a specific organisational case — Ibis Hotel Canning Town. By integrating theory with practice, the research contributes both academically and managerially. Importantly, it recognises that job satisfaction is not universally transferable across hospitality contexts and must be analysed within structural and operational constraints.
[bookmark: _Toc222760397]Methods 
[bookmark: _Toc222760398]Research Approach and Design
This study adopts a case study research design to examine the relationship between job satisfaction and employee performance among front desk staff at Ibis Hotel Canning Town. A case study approach is particularly appropriate when investigating a contemporary phenomenon within its real-life organisational context (Yin, 2018). Case studies enable researchers to explore complex social processes in depth and generate contextualised understanding (Flyvbjerg, 2011). Since job satisfaction and performance are shaped by organisational culture, management practices, workload pressures and service expectations, studying them within their natural setting enables a holistic and contextually grounded analysis (Saunders, 2019) (Bryman, 2016).
Case study research is widely applied within hospitality and management disciplines due to its capacity to explore interpersonal dynamics and service-oriented environments (Baum, 2018). In hospitality settings, employee attitudes, emotional labour and service behaviours significantly influence organisational performance outcomes (Karatepe, 2015) (Kim, 2015). Front desk operations represent a critical point of guest interaction where employee engagement directly impacts service quality and customer satisfaction (Deery, 2015). Therefore, focusing on a single hotel allows in-depth exploration of employees’ perceptions, motivations and behaviours within a clearly defined organisational framework.
Despite its strengths, the case study method has recognised limitations. A single-case design may restrict statistical generalisability (Bryman, 2016). However, the aim of this research is analytical rather than statistical generalisation, whereby findings are interpreted in relation to established theoretical frameworks (Yin, 2018). Case studies can generate context-dependent knowledge that offers high practical relevance in organisational research (Flyvbjerg, 2011). 
[bookmark: _Toc222760399]Research Strategy and Methods
To enhance methodological rigour, a mixed-methods strategy was employed, combining quantitative and qualitative techniques. Mixed-methods research strengthens validity through triangulation and supports comprehensive analysis of organisational behaviour (Creswell, 2018) (Johnson, 2007). Given that job satisfaction encompasses both measurable attitudes and subjective workplace experiences (Spector, 1997), integrating numerical survey data with contextual observation improves interpretive depth and reliability.
Quantitative data (were) was collected through structured questionnaires administered to front desk employees. Questionnaires are widely used in management research due to their efficiency and ability to generate comparable data across participants (Saunders, 2019). The instrument consisted primarily of closed-ended Likert-scale items designed to measure levels of job satisfaction and self-reported performance. Likert scales are recognised as reliable tools for attitudinal measurement and statistical analysis in organisational studies (Field, 2018). Self-reported performance measures are frequently applied in HR research, although they may introduce common method bias (Podsakoff, 2012).
Qualitative insights were obtained through informal workplace observations and reflective field notes recorded during the researcher’s placement. Observational methods are particularly valuable in hospitality research, where service behaviour, teamwork and emotional regulation shape performance outcomes (Veal, 2018). Observational data complement survey findings and enhance interpretive accuracy through triangulation (Denzin, 2012). The integration of both methods strengthens internal validity and reduces reliance on a single data source (Creswell, 2018).
[bookmark: _Toc222760400]Sampling and Data Collection
A purposive sampling strategy was adopted, selecting participants based on their direct involvement in front office operations. Purposive sampling is appropriate when participants are selected for their relevance and expertise rather than through probability-based methods (Etikan, 2016). In case study research, emphasis is placed on depth of insight rather than representativeness (Saunders, 2019). Front desk staff were identified as information-rich participants due to their direct interaction with guests, service recovery situations and performance evaluation systems (Baum, 2018).
Data collection occurred during the researcher’s placement period, facilitating access and contextual familiarity. Insider research can enhance contextual understanding but may introduce bias; therefore, reflexivity was maintained throughout the research process (Bell, 2019). Participants were informed of the purpose of the study, and voluntary participation was emphasised. Confidentiality and anonymity were assured in line with ethical research standards (Bell, 2019).
[bookmark: _Toc222760401]Data Analysis
Quantitative data was analysed using descriptive statistical techniques, including frequencies, percentages and mean scores. Descriptive statistics are appropriate in small-scale organisational research for identifying patterns and trends (Field, 2018). Although inferential techniques such as regression analysis could offer stronger causal interpretation, the limited sample size constrained their application (Bryman, 2016).
Qualitative data was analysed using thematic analysis following the framework developed by (Braun, 2006). This involved systematic coding, identification of recurring patterns and development of themes linked to supervision, workload, recognition and working conditions. Thematic analysis is flexible and suitable for applied management research, enabling structured yet interpretive analysis of workplace experiences (Braun, 2006).
[bookmark: _Toc222760402]Ethical Considerations
Ethical principles were adhered to throughout the research process. Informed consent was obtained from all participants prior to data collection. Confidentiality was maintained, and no identifying information was disclosed. Ethical integrity is essential in organisational research to protect participants and uphold academic standards (Bell, 2019). Data were securely stored and used exclusively for academic purposes.
[bookmark: _Toc222760403]Methodological Limitations
Several limitations must be acknowledged. The focus on a single hotel limits the generalisability of findings beyond the specific organisational context. Additionally, reliance on self-reported performance measures may introduce social desirability bias and common method variance (Podsakoff, 2012). The researcher’s insider position may also have influenced responses. Nevertheless, the mixed-methods approach enhances credibility and provides a nuanced understanding of how job satisfaction influences employee performance within the selected hospitality context.
[bookmark: _Toc222760404]Findings and Critical Analysis 
This chapter presents and critically evaluates the empirical findings derived from the case study conducted among front desk employees at Ibis Hotel Canning Town. The analysis is structured around the primary research objectives: (1) to assess overall levels of job satisfaction, (2) to identify intrinsic and extrinsic determinants influencing satisfaction, and (3) to examine the relationship between job satisfaction and employee performance within a budget hotel setting. Data for this second research project were collected through a comprehensive review of secondary sources, including academic books, peer-reviewed journal articles, and credible industry reports. This approach enabled the integration and triangulation of existing quantitative and qualitative findings within the field. The findings are interpreted in relation to contemporary hospitality literature and established organisational behaviour theories to ensure analytical depth, theoretical grounding, and contextual relevance.
[bookmark: _Toc222760405]Overall Levels of Job Satisfaction
The findings reveal moderate job satisfaction among front desk staff. Most respondents reported neutral to moderately positive attitudes rather than extreme satisfaction or dissatisfaction. This pattern aligns with evidence suggesting that frontline hotel employees frequently experience conditional or situational satisfaction shaped by operational pressures and supervisory practices (Kim, 2020) (Cheng, 2022). Similar trends have been observed in service-intensive environments where job satisfaction fluctuates in response to daily service demands (Lu, 2023) (Alola, 2022).
Employees expressed appreciation for employment stability, consistent income, and supportive colleague relationships. Peer camaraderie emerged as a protective factor mitigating workplace stress. This supports findings that social support significantly enhances employee wellbeing and buffers against emotional exhaustion (CIPD, 2023) (Breevaart, 2021). Observational data reinforced these perceptions, as staff maintained professional composure and collaborative behaviours during peak occupancy.
However, workload intensity and irregular scheduling were identified as destabilising influences. Emotional fatigue associated with frequent guest interactions were also reported. These findings are consistent with hospitality research highlighting emotional labour as a structural characteristic of customer-facing roles (Hur, 2020) (Chen, 2021). This, satisfaction levels appear balanced yet vulnerable to operational stressors. 
[bookmark: _Toc222760406]Intrinsic and Extrinsic Determinants of Satisfaction
[bookmark: _Toc222760407]Intrinsic Factors
Intrinsic dimensions — including recognition, perceived competence, autonomy, and sense of accomplishment — were strongly associated with positive job attitudes. Employees who felt trusted to independently resolve minor guest complaints reported greater engagement and motivation. This observation aligns with Self-Determination Theory, which identifies autonomy and competence as core psychological needs influencing intrinsic motivation (Deci, 2020). Empirical hospitality research confirms that empowerment strengthens job engagement and discretionary effort (Lee, 2022).
Nevertheless, restricted promotion opportunities reduced long-term intrinsic satisfaction. Participants described limited upward mobility within the flat organisational hierarchy typical of budget hotels, where managerial layers are minimal and advancement pathways are structurally constrained. This finding aligns with (Baum, 2020), who argue that limited internal labour markets within hospitality organisations weaken motivational sustainability over time. Similarly, (Solnet, 2022), suggest that when employees perceive career stagnation, their psychological attachment to the organisation declines, even if short-term job satisfaction remains stable. Evidence reported in (DerGipark, 2023) further indicates that perceived career immobility significantly increases turnover intention, particularly among younger hospitality workers seeking developmental progression.
Critically, while empowerment initiatives may enhance immediate engagement and task-related motivation, they do not substitute for structured career development frameworks. In the absence of transparent progression pathways, intrinsic motivation risks becoming situational rather than enduring, potentially undermining long-term organisational commitment and retention stability.
[bookmark: _Toc222760408]Extrinsic Factors 
Extrinsic determinants — including pay structures, shift scheduling, and workload distribution — were more frequently associated with dissatisfaction than intrinsic factors. Participants highlighted pressure linked to evening and weekend shifts, indicating that scheduling demands strongly influence perceptions of fairness and wellbeing. (Goh, 2020) argue that unpredictable rostering practices disrupt routine and limit recovery time, thereby undermining psychological stability. Similarly, (Karatepe, 2021) show that unstable shift patterns increase emotional exhaustion and reduce job satisfaction among frontline hospitality employees.
Work–life conflict also emerged as a significant contributor to dissatisfaction. (Greenhaus, 2019) describe work–life imbalance as tension between competing role demands that can produce sustained stress when organisational flexibility is limited. Supporting this, (Liu, 2023) find that prolonged interference between work and personal life increases burnout and turnover intentions. These findings suggest that dissatisfaction is structurally embedded within scheduling systems rather than solely dependent on individual coping capacity.
Despite these pressures, employees acknowledged basic organisational benefits, including staff discounts and training opportunities within the Accor network. This aligns with Herzberg’s Two-Factor Theory, which proposes that hygiene factors prevent dissatisfaction but do not create lasting motivation (Alshmemri, 2021) . However, the model has been criticised for methodological limitations and oversimplifying motivational processes (Alola, 2022). Overall, hygiene factors appear necessary but insufficient in high-demand service environments.
[bookmark: _Toc222760409]Job Satisfaction and Employee Performance
A key finding of the study is the positive relationship between job satisfaction and performance-related behaviours. Employees reporting higher satisfaction levels demonstrated proactive service recovery, personalised guest interaction, and collaborative teamwork. Observational evidence further showed stronger emotional control and attentiveness among more satisfied staff members.
This relationship is supported by (Lu, 2023), who identify a direct link between job satisfaction and improved service performance in hospitality settings. (Alola, 2022) similarly report that satisfied employees are more likely to display organisational citizenship behaviours that extend beyond formal role requirements. (Cropanzano, 2017) explain this dynamic through Social Exchange Theory, arguing that employees reciprocate supportive and fair organisational treatment with constructive attitudes and behaviours. When fairness, recognition, and managerial support are perceived, employees tend to respond with greater commitment and discretionary effort.
However, performance outcomes were influenced by operational limitations. (Kong, 2020) argue that structural constraints such as staff shortages can weaken the positive effects of job satisfaction on performance. Similarly, (Bakker, 2017) demonstrate through the Job Demands–Resources model that excessive job demands, including high workload and time pressure, can diminish employee performance even when motivation and satisfaction are present. These findings indicate that while job satisfaction enhances performance, it cannot entirely offset systemic resource pressures.
[bookmark: _Toc222760410]Work–Life Balance and Psychological Wellbeing
Although not directly measured, work–life balance emerged as a prominent theme. Irregular scheduling disrupted personal routines and contributed to stress, thereby lowering satisfaction levels. (Greenhaus, 2019) identify work–life conflict as a significant predictor of dissatisfaction in service occupations. Similarly, (CIPD, 2023) reports that poor work–life balance negatively affects employee wellbeing and retention.
Psychological wellbeing also shaped observable service quality. Employees displaying resilience and emotional stability-maintained standards during busy periods. (Lu, 2023) suggest that wellbeing functions as a mediating variable between job conditions and performance outcomes. Evidence from (Jung, 2023) further supports the argument that employees’ psychological wellbeing positively influences service behaviours and effectiveness in hospitality workplaces. These findings imply that predictable scheduling and wellbeing initiatives may strengthen both satisfaction and operational performance.

[bookmark: _Toc222760411]Management Practices and Organisational Support
Supportive leadership was consistently linked to positive employee attitudes. Transparent communication, recognition, and visible managerial involvement during peak periods improved morale and coordination. (Qiu, 2020) highlight the importance of transformational leadership in enhancing employee engagement within hospitality contexts. (Breevaart, 2021) similarly emphasise that supportive supervision strengthens motivation and reduces stress.
Organisational culture also influenced perceptions of belonging and fairness. (Accor Group, 2023) emphasises the value of inclusive workplace practices in promoting employee engagement. (CIPD, 2023) further identifies strong peer support networks as protective factors against occupational stress. Together, these findings indicate that leadership and culture act as important mediating mechanisms between working conditions and employee performance.
[bookmark: _Toc222760412]Training and Capability Development
Training opportunities were generally evaluated positively, particularly in relation to procedural knowledge and operational competence. (Nadeem, 2022) argue that structured training and development initiatives not only enhance service quality but also strengthen employees’ job satisfaction by increasing perceived competence and professional confidence. This suggests that investment in continuous learning may contribute to both individual capability and overall service effectiveness within hospitality environments. (Lee, 2022) similarly demonstrate that skill development increases employee confidence and engagement.
However, some participants criticised the strong focus on technical instruction at the expense of soft skills development. (Kim, 2021) note that emotional intelligence training is essential in customer-facing roles characterised by high emotional labour. (WTTC, 2022) further suggests that resilience and interpersonal capability are increasingly critical competencies in hospitality. Expanding training to incorporate these elements may therefore improve both employee wellbeing and service delivery.
[bookmark: _Toc222760413]Emotional Labour and Operational Demands
The emotional requirements of front desk roles were substantial. Employees frequently engaged in surface acting when managing complaints or challenging guests. (Chen, 2021) link sustained emotional regulation to increased burnout risk in hospitality employees. (Hur, 2020) similarly find that emotional labour contributes to psychological fatigue and reduced job satisfaction.
Importantly, social and managerial support appeared to buffer these effects. (CIPD, 2023) identifies supportive work environments as reducing the negative consequences of occupational stress. (Breevaart, 2021) also demonstrate that leadership support mitigates emotional exhaustion. These findings reinforce the buffering hypothesis within organisational psychology.
[bookmark: _Toc222760414]Budget Hotel Context and Structural Constraints
The budget hotel model prioritises operational efficiency, cost management, and procedural standardisation. (Baum, 2020) argue that such structural efficiency may limit autonomy and reduce opportunities for meaningful engagement. (Solnet, 2022) further contend that rigid organisational systems can weaken long-term motivation if empowerment is restricted.
Nevertheless, limited discretion — such as authority to resolve minor service issues — was found to enhance satisfaction. This suggests that even within cost-conscious operational frameworks, modest empowerment initiatives can positively influence engagement and performance.
[bookmark: _Toc222760415]Retention Implications
Although not a primary research objective, responses indicated that job satisfaction influences career intentions. (DerGipark, 2023) reports a negative correlation between satisfaction levels and turnover intention within hospitality settings. (Karatepe, 2021) similarly demonstrate that dissatisfaction significantly increases employees’ intentions to leave. High turnover presents both financial and service continuity challenges, highlighting the strategic importance of satisfaction management within budget hotel operations.
The findings indicate that job satisfaction among front desk employees at Ibis Hotel Canning Town is moderate and context dependent. Intrinsic motivators, managerial support, and peer relationships enhance engagement, while workload intensity, emotional labour, and scheduling instability constrain satisfaction. A positive relationship between satisfaction and performance is evident, though moderated by operational pressures.
The analysis supports contemporary social exchange perspectives while highlighting contextual limitations within budget hospitality environments. Targeted improvements in work–life balance, soft-skills training, and career progression pathways may strengthen both employee wellbeing and service performance.
[bookmark: _Toc222760416]Discussion 
This chapter critically analyses the relationship between job satisfaction and employee performance among front desk staff at Ibis Hotel Canning Town. Rather than reiterating empirical findings, this discussion interprets the results through contemporary organisational and hospitality management literature, evaluating their theoretical and practical implications. Emphasis is placed on the conditional nature of the satisfaction–performance relationship within a budget hotel environment characterised by operational standardisation, labour constraints and high emotional demand.
In recent years, hospitality scholarship has shifted from viewing job satisfaction as a static attitudinal variable towards understanding it as a dynamic psychological state shaped by structural, relational, and emotional factors (Taris, 2015). Similarly, research has emphasized that employees’ well-being and work attitudes are continuously influenced by organizational conditions and interpersonal dynamics (Karatepe, 2015).
Within service-intensive industries, employee attitudes directly influence customer perceptions, service consistency and brand value (Suhartanto, 2018). Consequently, understanding how satisfaction functions within the economy hotel segment carries both 
[bookmark: _Toc222760417]Overall, Job Satisfaction: A Contextual Interpretation
The findings reveal moderate levels of job satisfaction among front desk employees. This pattern reflects broader hospitality research indicating that frontline roles generate a paradoxical combination of engagement and strain (Lu, 2016). Employees often derive meaning from guest interaction while simultaneously experiencing stress linked to workload volatility and emotional regulation.
Recent studies suggest that job satisfaction in hospitality is highly sensitive to operational fluctuations rather than being solely determined by organisational commitment (Kim, 2016). The present findings corroborate this perspective. During peak occupancy periods, satisfaction diminished despite stable contractual conditions, indicating that daily demands exert stronger influence than structural job security.
Furthermore, hospitality research highlights that psychological climate significantly shapes employee perceptions (Dawson, 2011). In this case, collegial support partially mitigated stress, reinforcing the argument that social cohesion moderates negative job experiences. However, the persistence of moderate rather than high satisfaction suggests that supportive relationships cannot entirely compensate for structural workload intensity.
This nuance strengthens theoretical debates by demonstrating that satisfaction within budget hotels is contingent upon situational variables rather than brand affiliation alone.
[bookmark: _Toc222760418]Intrinsic and Extrinsic Drivers of Satisfaction
The findings confirm that both intrinsic and extrinsic dimensions shape employee attitudes. Intrinsic factors such as recognition, autonomy in guest problem resolution and interpersonal trust enhanced engagement levels. These outcomes align with the broaden-and-build theory of positive emotions, which posits that positive workplace experiences expand cognitive and behavioural resources (Fredrickson, 2013). When employees experienced appreciation, they demonstrated greater proactivity and psychological resilience.
Moreover, empowerment research within hospitality suggests that autonomy fosters ownership of service outcomes (Jha, 2011). The current findings support this claim: limited discretion in guest recovery situations increased confidence and service effectiveness.
However, perceived career stagnation emerged as a concern. Contemporary hospitality workforce research indicates that limited advancement opportunities undermine long-term engagement (Giousmpasoglou, 2020). Budget hotel structures often emphasise efficiency over development pathways, creating structural ceilings that constrain professional growth. The present study extends this argument by illustrating how career immobility tempers otherwise positive intrinsic motivators.
Extrinsic factors—particularly scheduling unpredictability and workload imbalance—exerted stronger negative effects than salary dissatisfaction. Studies by (Yavas, 2013)  demonstrate that workload stress directly reduces frontline service performance. Similarly, (Karatepe, 2015) identify shift irregularity as a significant predictor of emotional exhaustion in hotel staff. The findings confirm that operational pressure weakens morale more substantially than financial dissatisfaction, suggesting that resource allocation and staffing policies are central determinants of satisfaction within economy segment.
[bookmark: _Toc222760419]Re-examining the Satisfaction–Performance Relationship
A primary contribution of this research lies in refining the understanding of how satisfaction influences performance in a budget hotel context. Employees with higher satisfaction demonstrated stronger customer engagement and collaborative behaviour. This observation supports meta-analytic findings indicating a positive relationship between job attitudes and task performance. (Harrison, 2006) identified a significant positive association between job attitudes and individual performance outcomes. (Riketta, 2008) likewise found a consistent relationship between overall job attitudes and task performance across studies.
However, the relationship observed was not linear. During periods of intensified operational demand, performance quality declined despite relatively stable attitudinal measures. This pattern is consistent with the challenge–hindrance stressor framework. (LePine, 2005) distinguished between challenge stressors, which can enhance motivation and engagement, and hindrance stressors, which obstruct performance. While moderate challenges may stimulate engagement, excessive workload functions as a hindrance, undermining performance irrespective of satisfaction.
Additionally, service climate theory proposes that employee performance is shaped by shared perceptions of organisational commitment to service quality. (Hong, 2013) further indicated that service climate positively affects service performance through collective engagement processes.
In this context, a cooperative culture strengthened performance when staffing levels were sufficient. When structural capacity declined, however, the favourable climate alone was insufficient to sustain service quality. This aligns with the Job Demands–Resources model, which highlights that adequate organisational resources are essential to maintain performance under demanding conditions (Bakker, 2007).
Accordingly, the findings indicate that job satisfaction functions as a facilitating factor rather than a direct determinant of high performance. Organisational systems and appropriate resource allocation remain critical moderating influences. This perspective enhances theoretical clarity by moving beyond simplified assumptions of automatic reciprocity between attitudes and behaviours (Cropanzano, 2005).
[bookmark: _Toc222760420]Emotional Labour as a Critical Mediator
Emotional labour emerged as a defining component of front desk work. Employees frequently regulated emotions when responding to guest dissatisfaction. Contemporary research emphasises that surface acting depletes psychological resources, increasing burnout risk (Hülsheger, 2011).
The present findings demonstrate that emotional strain reduced satisfaction when managerial empathy was limited. Conversely, supportive supervision mitigated emotional fatigue. This observation aligns with findings by (Kim, 2014), who identify supervisory support as a protective factor against emotional exhaustion in hotels.
Furthermore, the integration of affective commitment and emotional labour literature suggests that when employees internalise service values, deep acting reduces psychological dissonance (Kammeyer-Mueller, 2013). The data indicate variability in coping strategies, highlighting the need for targeted emotional resilience training within front desk operations.
This insight is practically significant. Emotional wellbeing directly influences guest perception of service authenticity, thereby linking employee psychology to brand credibility.
[bookmark: _Toc222760421] Leadership Influence and Organisational Dynamics
Leadership behaviours substantially shaped employee attitudes. Employees reporting transparent communication and constructive feedback displayed higher engagement. Transformational leadership research consistently demonstrates its positive impact on service quality within hospitality (Wang, 2014).
In addition, authentic leadership literature argues that leader integrity enhances trust and psychological safety (Walumbwa, 2011). The findings suggest that when supervisors model fairness and approachability, employee satisfaction strengthens even under operational strain.
However, leadership effectiveness must be contextualised. Budget hotel environments operate within tight cost structures, limiting managerial flexibility. This, leadership quality alone cannot compensate for chronic understaffing. This reinforces contingency-based perspectives suggesting that leadership outcomes depend on structural alignment (Birasnav, 2011).
[bookmark: _Toc222760422]Training and Professional Development
Training positively influenced confidence and perceived competence. Service training literature demonstrates that structured development enhances role clarity and customer satisfaction (Chiang, 2012). The present findings affirm this relationship.
Nevertheless, employees highlighted a need for greater emphasis on interpersonal competence rather than procedural repetition. Contemporary workforce studies suggest that emotional intelligence development improves frontline service adaptability (Prentice, 2013). The findings therefore indicate an opportunity to recalibrate training frameworks towards behavioural and psychological skills.
Such recalibration is particularly important within economy hotel models where staffing levels are lean and employees must manage complex interactions independently.
[bookmark: _Toc222760423]Structural Realities of the Budget Hotel Model
The economy hotel context fundamentally shapes employee experience. Operational standardisation ensures consistency but limits role enrichment. Research indicates that repetitive tasks reduce intrinsic motivation unless balanced by empowerment mechanisms (Kim, 2011).
The findings suggest that limited discretionary authority in guest recovery could enhance satisfaction without undermining brand control. Moreover, broader labour market instability within hospitality intensifies operational stress (Baum, 2016). Recognising these macro-level constraints strengthens the realism of managerial recommendations derived from this study.
[bookmark: _Toc222760424]Implications for Practice
This study suggests four strategic priorities for Ibis Hotel Canning Town:
1. Enhance managerial communication and psychological support mechanisms.
2. Integrate emotional resilience and conflict management into training programmes.
3. Reassess staffing strategies during high-demand periods to prevent hindrance stress.
4. Introduce structured recognition systems to reinforce intrinsic motivation.
Collectively, these interventions align employee wellbeing with service sustainability.
[bookmark: _Toc222760425]Theoretical Contribution and Strategic Significance
This study makes a theoretical contribution by showing that job satisfaction in economy hotel settings functions as a contextual facilitator of performance rather than a direct determinant of productivity. Although traditional organisational behaviour research frequently frames satisfaction as a driver of enhanced outcomes, the findings indicate that workload pressure and staffing shortages shape this relationship. This reinforces the view that employee attitudes must be understood within wider organisational systems rather than treated as isolated psychological factors (Boon, 2019).
The study further develops strategic human resource management (SHRM) perspectives by underscoring the need for alignment between people management practices and operational priorities. While cost control is fundamental in budget hotels, excessive reductions in staffing can weaken service reliability and brand positioning. (Jiang, 2018) contend that high-performance work systems achieve sustainable results only when employee wellbeing is maintained alongside performance demands. In line with this argument, the findings suggest that satisfaction cannot compensate for ongoing resource constraints.
Overall, the research positions job satisfaction within a broader performance framework, where leadership effectiveness, resource availability and emotional capacity jointly influence frontline service delivery.
[bookmark: _Toc222760426]Conclusion and Recommendations
[bookmark: _Toc222760427]Conclusion
This study aimed to examine job satisfaction and its impact on employee performance through a case study of front desk staff at Ibis Hotel Canning Town. The research sought to explore employees’ perceptions of their roles, identify the principal factors influencing job satisfaction, and evaluate the extent to which satisfaction affects performance within a budget hotel environment. This concluding chapter synthesises the major findings of the research, revisits the research objectives, and outlines the contribution of the study to both academic understanding and hospitality management practice. No new data or arguments are introduced; instead, the discussion critically reflects on the results presented in earlier chapters.
The findings demonstrate that job satisfaction among front desk employees is shaped by a combination of intrinsic and extrinsic determinants. Participants reported moderate overall satisfaction, with positive experiences linked to teamwork, job security, and supportive peer relationships. These elements fostered a sense of belonging and organisational stability, which is especially significant in customer-facing hospitality roles that require consistent interpersonal interaction and emotional regulation.
Despite these positive aspects, the study also identified several factors contributing to dissatisfaction. High workload intensity, unpredictable shift patterns, limited opportunities for career progression, and the emotional strain associated with guest interactions emerged as recurring concerns. These challenges reflect broader structural characteristics of the hospitality industry, particularly within budget hotel operations where cost-efficiency and operational standardisation heavily influence working conditions. The findings confirm that job satisfaction within front desk roles is not static; rather, it is dynamic and shaped by contextual and organisational variables.
A central conclusion of the research is that job satisfaction meaningfully influences employee performance. Front desk employees who reported higher levels of satisfaction demonstrated stronger guest engagement, increased willingness to exceed minimum job expectations, and more positive attitudes toward service delivery. This relationship was particularly evident in competencies such as communication, teamwork, and problem-solving, all of which are critical to front office effectiveness and guest satisfaction.
However, the study also emphasises that satisfaction alone does not automatically guarantee optimal performance. Operational pressures, including staff shortages, peak occupancy demands, and rigid procedural requirements, occasionally constrained employees’ ability to perform at their highest potential. Even when employees expressed positive attitudes toward their work, insufficient resources and high operational stress limited performance consistency. This finding reinforces the argument that satisfaction must be supported by adequate staffing, effective systems, and appropriate managerial frameworks to translate fully into sustained performance outcomes.
Management practices emerged as a decisive factor shaping both satisfaction and performance. Employees who perceived their supervisors as approachable, communicative, and fair reported higher levels of motivation and stronger commitment to service quality. Conversely, limited recognition and insufficient managerial engagement negatively affected morale. These findings highlight the importance of leadership behaviour within small operational teams such as hotel front desks, where daily interactions between supervisors and staff significantly influence workplace climate.
The research further revealed that informal peer support played a valuable role in enhancing job satisfaction. Collaboration and teamwork helped employees cope with demanding workloads and emotionally challenging guest encounters. Nevertheless, reliance solely on informal support mechanisms may not be sustainable over time without structured managerial involvement. A supportive organisational culture therefore requires both peer solidarity and consistent leadership engagement.
Training and professional development constituted another important theme. While employees appreciated initial onboarding and procedural training, many perceived limited opportunities for long-term development and advancement. The absence of clearly defined career pathways reduced motivation and shaped employees’ perceptions of their future within the organisation. This is particularly relevant within budget hotel settings, where hierarchical structures are relatively flat and promotional opportunities may be constrained.
Although training positively contributed to employee confidence and operational competence, it was primarily focused on technical and procedural aspects rather than broader interpersonal skills such as emotional intelligence or conflict resolution. As a result, its long-term impact on job satisfaction was somewhat restricted. Expanding training content to address emotional and developmental competencies could enhance both satisfaction and service performance.
Emotional labour was a recurring theme throughout the study. Front desk employees are required to regulate emotions and maintain professionalism during challenging guest interactions. This emotional demand contributes to stress and fatigue, particularly during busy periods. Employees who felt supported by supervisors and colleagues were better equipped to manage these pressures, highlighting the importance of organisational support structures. The findings suggest that emotional labour should be formally recognised within management strategies to prevent burnout and sustain performance.
Overall, this research contributes to existing knowledge by providing an organisation-specific case study within a budget hotel context, an area that remains comparatively underexplored in hospitality research. By focusing specifically on front desk employees, the study offers detailed insight into how job satisfaction and performance interact in a role central to guest experience. The findings bridge theoretical frameworks of job satisfaction with practical application in a real-world operational environment.
In conclusion, the research confirms that job satisfaction plays a significant role in influencing employee performance at Ibis Hotel Canning Town. Satisfaction is shaped by a complex interaction of intrinsic motivators, extrinsic conditions, managerial practices, emotional demands, and organisational constraints. While satisfied employees are more likely to demonstrate higher engagement and service quality, satisfaction alone is insufficient without appropriate operational and managerial support. The study reinforces the importance of treating employee satisfaction as a strategic priority within hospitality management, providing a strong foundation for the recommendations that follow.

[bookmark: _Toc222760428]Recommendations and Practical Strategies
Based on the research findings, several practical recommendations are proposed to enhance employee satisfaction, strengthen performance, and promote sustainable front desk management practices.
· First, management support should be strengthened through consistent leadership engagement. Supervisors should conduct regular one-to-one meetings to discuss workload, performance, and career aspirations. Structured recognition programmes, such as employee awards or peer-nominated acknowledgements, should be implemented to enhance morale. Leadership development training focusing on emotional intelligence, conflict management, and team coaching would further improve managerial effectiveness. Encouraging participative decision-making in areas such as scheduling and service improvement can also increase employee engagement and ownership.
· Second, work scheduling practices should be reviewed to promote fairness and work-life balance. Developing predictable shift systems and allowing limited flexibility, where operationally feasible, would reduce stress associated with irregular hours. Monitoring workload distribution during peak occupancy periods and adjusting staffing levels accordingly would help prevent burnout. Ensuring compliance with rest break policies is essential to maintain both employee wellbeing and service quality.
· Third, training and development opportunities should be expanded. Continuous professional development programmes that include customer service excellence, conflict resolution, and emotional resilience would enhance both competence and confidence. Cross-departmental training opportunities could broaden employees’ skillsets and improve internal mobility prospects. Clear communication regarding potential career pathways within the hotel or wider organisational network would further strengthen motivation and retention.
· Fourth, strategies addressing emotional labour and wellbeing should be prioritised. Stress management workshops, access to employee assistance programmes, and post-incident debriefing sessions would provide structured emotional support. Promoting a collaborative team culture where employees share responsibilities and challenges can reduce individual stress levels.
· Fifth, reward and incentive systems should balance financial and non-financial benefits. Performance-linked bonuses tied to guest satisfaction metrics, alongside non-monetary incentives such as flexible leave arrangements or staff discounts, can enhance satisfaction without excessive cost implications. Recognising team-based achievements as well as individual contributions will foster cooperation within the department.
· Sixth, communication and operational processes should be refined. Regular team briefings, transparent feedback channels, and the effective use of technology to streamline administrative tasks will enable employees to focus more on guest engagement. While standardised procedures are necessary, allowing a degree of autonomy in guest service situations can increase empowerment and job satisfaction.
· Finally, ongoing monitoring and evaluation are essential. Periodic employee satisfaction surveys, performance reviews, and benchmarking against comparable hotels should be conducted to assess progress. Engaging staff in continuous improvement initiatives will further reinforce commitment and shared responsibility.
In summary, the recommended strategies focus on strengthening leadership practices, improving scheduling fairness, expanding development opportunities, addressing emotional wellbeing, enhancing recognition systems, and refining communication processes. These measures are practical, cost-conscious, and aligned with the operational realities of a budget hotel environment. Their implementation is expected to improve employee satisfaction, elevate service performance, reduce turnover, and strengthen the hotel’s competitive position within the market.
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