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1. Introduction

In the field of Hospitality Management, the Front Office department is seen to be critical in terms
of organisational performance and employee satisfaction. In the dynamic environment of Malta’s
well-known 5-star hotel sector, Front Office employees play a crucial role in coordinating seamless
guest experiences while overcoming a variety of challenges that arise throughout the daily work
operations. With millions of tourists visiting the Island each year due to its stunning scenery, rich
historical legacy, and Mediterranean charm, Malta’s tourism industry is unquestionably alluring. In
this context, the front office employees have a great deal of influence since they embody their
specific business culture and act as the face of Hospitality.

In the constantly changing and hectic Hospitality Industry, Motivation is seen to be a crucial aspect
for success. Highly motivated employees are more likely to go above and beyond to deliver
exceptional customer service. These employees usually take great delight in giving visitors
experiences that they won’t forget and are enthusiastic about the work being done. With motivated
employees, higher guest satisfaction rates, repeat business and great reviews will follow. Since
the Hospitality industry is seen to have a high employee turnover rate, motivation helps employees
remain at their place of work for a longer extended period of time. When employees feel

appreciated, it will help boost their loyalty and job satisfaction. (Cristina, 2023)

Although there is extensive academic literature written about motivational theories across various
industries, the Hospitality Industry offers a broader perspective due to its distinct mix of dynamics
centred around service. That is why a deeper understanding of motivation, specifically found within
Front Office employees within Malta’s Five-star hotels, is needed. Good employee motivation has

been crucial yet challenging responsibilities of management (Angelo & Mel, 2012).

Its success has grown more critical than ever, primarily due to the local and international
competition. Since motivation is one of the factors that affect employee performance, managers
should be more aware and cater to the individual needs of each employee, this will help motivate
and satisfy the employee base. When employees are involved in strategically contributing in a
way that effectively progresses the hotel's goals, they typically feel inspired and motivated.
Therefore, motivated employees will inevitably impact positively the hotel's ability to accomplish

its goals efficiently. (Sabri, et al., 2019)



1.1 Research Aim, Objectives, and Question

Main Research Question:

What are the factors that maintain and
increase motivational levels of Front Office

employees found in 5-star hotels?

Sub Objectives: A)

Exploring the right working conditions

B) How motivation helps aid in career
development
C) Exploring Motivational Strategies used by

local Five Star hotels

The purpose of this research paper is to gain knowledge regarding Motivation and the factors
affecting employees. The main focus will be on front-office employees working in local 5-star
hotels. The main objective of this research paper is to find out what factors are affecting the
motivational levels of front-office employees to perform their jobs at high levels of standards.
During this research, other objectives will be revealed. An exploration of working conditions will
determine what conditions must be present in order to leave a positive effect on motivation. In this
research, a link between motivation and career development will also be explored. Motivational
strategies used by the management of local 5-star hotels will be revealed. In the case that a lack

of motivational strategies is seen, suggestions may be included as well. Motivation and how it

benefits the employee as an individual will also be explored.

At the end of this research:

Ultimately this will determine the factors affecting the motivational levels of Front Office Employees

in local Five-star hotels.

From the above literature, one can notice that employee motivation in the hospitality industry is

essential. That is why the main aim of this research paper will be based on gaining a better

2

A better understanding of what motivation is,

How motivational theories are applied in the workplace,

The effects of working conditions, how motivation aids in career development,
What strategies are being used by 5-star hotels will be gained.




understanding of Motivation and Motivating factors within the Front Office employees in local Five-
Star Hotels.
1.2 Methods, Materials, and Structure

This research is focused on a mixed methodology approach to investigate the motivational
dynamics among Front Office Employees in Malta’s 5-star hotels. The research includes two
primary data collection techniques. Semi-structured interviews with Front Office managers from
four renowned 5-star hotels located in Malta will be held. These interviews will cover important
aspects of motivation including what is being done to maintain and increase the motivational levels
of Front Office Employees. A total of four interviews were conducted to ensure a wide range and

depth of understanding.

Online surveys were distributed to Front Office Employees at the same hotels. These surveys
consist of a set of statements intended to evaluate the degree of motivation among employees,
see how supportive managers are perceived, and how successful current motivating strategies
are. For this survey, the approximate number of participants is between 55-75, providing a sizable
amount of data for analysis.

The analysis for this research is based on a wide variety of sources. Most of these resources come
from two primary sources being online literature already written before conducting the research
and first-hand personal experiences and testimonials from managers and employees in Malta’s
five-star hotel sector. This comprehensive strategy guarantees that different viewpoints are

included and helps deepen our understanding of motivation.

This thesis is organised in the form of a traditional format, with an abstract that summarises the
main findings and conclusions of the research. The research aims, methods, findings, and
consequences will be systematically examined in the chapters that follow. Regardless of the
reader’s level of experience on the topic researched, this methodical approach improves
accessibility and understanding, as well as encourages a wider discussion of the research

findings.

Ultimately, this rigorous methodology offers insights for information to both researchers and
professionals, furthering the understanding of motivation in the Hospitality Industry. This research
may establish the foundation for future research investigations and open up a conversation in the

domain of organisational psychology and management.
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2. Literature Review

In this Literature Review chapter, an analysis of what motivation is and the factors influencing
employee motivation can be seen. This is followed by the understanding of several traditional
themes and theories of motivation. These topics were chosen since they directly correlate to the
aims and objections of this research. These are further discussed in detail to identify the research
gaps found in employee motivation specifically related to the hotel industry.

2.1 What is Motivation?

The term motivation has been defined by numerous authors throughout the years. According to
definitions given by Buford, Bedeian, Lindner (1995), Kreitner (1995), Higgins (1994), and others,
Motivation is the psychological process that provides behavior direction and purpose. It is also
characterized as an internal desire to meet an unmet need and the will to succeed (Bedeian,
1993). It has also been defined as the innate urge that propels people to achieve their individual

and group objectives. (Linder, June 1998)

2.2 Why is Motivation Needed?

A big question many individuals have is why we need motivated employees. Smith in 1994
provided us with a simple answer: to survive. With today's constantly changing business
environments, having a motivated employee base is needed. Employee motivation tends to
increase productivity. A good practice for the management team is to understand what drives
employees in the context of the job they hold to be effective. Motivating employees might be one
of the hardest tasks the management faces, for the simple reason that employee motivation
continuously fluctuates (Bowen & Radhakrishna, 1991). For instance, through research, we see
that when the salary is raised for employees, money loses its motivational power (Kovach, 1987).
Also, the older the employees get, the more they consider an engaging job as a great motivator
to keep working. (Linder, June 1998)

2.3 Elements of Motivation

From research already done one can conclude that the elements that affect employee motivation
and productivity are supervision, the team, job content, wages, and opportunities for career
development (Vroom, 1964). Herzberg et al., (1959) also stated that the best motivator for an

individual to improve job productivity increases when the management or supervisor provides a
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sense of growth, especially in responsibilities. When a supervisor is looking after a team, the

focus should be on what the employees need and how they feel about their job. Sometimes

when someone, especially a superior, shows that they are willing to hear out an employee, they

feel motivated to work better and improve themselves on a daily basis.

2.4 Maslow’s Hierarchy of needs by Abraham Maslow

Abraham Maslow published a theory on human motivation in 1943, outlining a framework that

included a pyramid or hierarchy of needs that drives human motivation. The foundation of

Maslow's work is in psychology and human behavior. He proposed a hierarchy between

psychological requirements and growing needs, all of which led to self-actualization.

In his initial publication, he explored the first
four levels, known as physiological needs,
which emphasize that all living creatures
require food, sleep, warmth, and oxygen to
survive. Safety requirements are defined as the
desire for people to feel in control of their lives,
including their housing, finances, health, and
well-being.  Love/Belonginess refers to
interpersonal relationships with friends, family,

and romantic partners. Finally, Esteem Needs

supports the fact that people need to feel
respected and valued by their peers to feel good

Self-fulfillment
needs

Psychological
needs

// Belongingness & love needs \
/ intimate relationships, friends

y Safety needs

security, safety

Figure 1: Maslow’s Hierarchy of Needs

about themselves. If these four criteria are satisfied, then, in accordance with his hierarchy, a

person can pursue self-actualization, which Maslow defines as the capacity for an individual to

realize their full potential and engage in activities for which they are most suited.

These four requirements were referred to as the "deficiency needs" by Maslow because when one

of them is not met, behavior to fill the void is motivated. When each of these four needs has been

met, self-actualization is possible. In contrast to necessities, self-actualization is thought to be

motivated by a person's desire to become more fully themselves. It is called the "being need" for

this reason. This crucial part of becoming the best version of yourself solely differs from person to

person.



2.5 The Theory of X and Y by Douglas McGregor

In 1960, Douglas McGregor published a book called The Human Side of Enterprise, where in this
book he outlined his two sets of underlying presuppositions relating to how management must
adhere to manage and inspire those who report to them effectively and efficiently. These two
hypotheses became known as McGregor's Theory X and Theory Y. The Evolution of Theory X
and Theory Y was developed based on McGregor's view of management. He believed that
management is more than just making employees follow orders and pressuring them to
work. According to McGregor (Bobic and Davis), there must be an equal balance between an
organization's needs and those of its employees. In fact, Koppelman et al. contend that by
challenging these presumptions McGregor developed a new role for management; that rather than
pressuring and controlling the employees under them, managers should instead 'help them' to
realize their potential. McGregor saw this as a means of assisting an organization in achieving its
objectives. These two theories X and Y refer to human work management and motivation theories
and directly refer to employee behavior. Theory Y is a positive theory that focuses on rewards and
recognition whilst Theory X represents a negative theory that emphasizes supervision. These two
theories are used by managers in various industries to inspire workers to perform better. (Singh,
2019)

In the first Theory, being Theory X, managers are seen to use an authoritative style to inspire their
workforce. It entails adopting a gloomy viewpoint toward the team members and by generally
implementing a traditional carrot-and-stick approach. With this strategy, it has been said that the
employees will be motivated to finish their work by either rewarding them or punishing them if they
don't follow through with their work. Managers, according to the notion, think that employees are
unmotivated and detest their jobs. Therefore, management must take aggressive action to
guarantee that the employees carry out their duties. In other words, managers must instruct

subordinates and monitor their efforts while motivating them. (Wall Street Mojo Team, n.d.)

In contrast to Theory X, Theory Y proposes that managers should inspire their teams through
participative management. The management in this situation has a positive outlook on the
employees. They believe that a decentralized approach that fosters better team dynamics,
collaboration, and trust can address employee demotivation. McGregor used Maslow's hierarchy
of needs in his management ideas in an effort to strike a balance between the demands of the

person and the needs of the business. In contrast to the X theory, this idea contends that for
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managers to inspire their teams, self-actualization, self-esteem, and social needs must be met. It
is based on the supposition that employees who report to them value responsibility and like their
work. They can also be independent and imaginative. The Y Theory-following managers
encourage their staff members to engage in a variety of activities. They think that team members

can manage greater duties on their own.

The foundation of this idea is regular rewards and transparent communication because managers
adhere to the notion that collaboration is preferable to command and control. The fundamental
premise of Theory Y is that people actively seek employment and that the physical and mental
effort required for work is natural. It also presupposes that strict supervision, and the threat of
punishment are not the only or even the most effective ways to get workers to put out exceptional
effort. Instead, if they had the opportunity, employees would demonstrate self-motivation to make
the sacrifices needed to meet the organization’s objectives. Therefore, avoiding responsibility is
not a trait shared by all people but if the employees are given the correct circumstances, many
actually seek it out. In the 1950s, McGregor did not think it was possible to build an entirely Theory
Y-type organization, but he did think that Theory Y presumptions would result in more efficient

administration.

Thus, from this theory, one can conclude that whilst both of these hypotheses by Douglas
McGregor will ultimately work, theory Y will give employees the motivation to work and actually
give their utmost naturally. This allows employees to freely go about their daily work roles. This is
sometimes just what employees in the Hospitality Industry need, when they feel valued and trusted
for the work they are doing, they will naturally begin to perform better and be more engaged in the

workplace.

2.6 The Expectancy Theory

A big question many people have is what motivates a person to work and go the extra mile.
Through research, it has been observed that in the hotel industry, it is more difficult to answer this
guestion because of the high rates of employee turnover. Most likely, it is the conviction that the
efforts taken by the individual will be rewarded. It is also believed that the level of performance

and reward will increase the harder you work. (Chiang & Jang, June 2008)

The Expectancy theory, originally developed by Victor Vroom (1964) is built on a straightforward

perception of cause and effect. According to this theory, an individual's motivation reflects their
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expectations. The potency of three main expectations influences the level of motivation individuals
have to perform in a particular way. This means the more effort is being put in, the better the
performance. Superior levels of performance will be rewarded. Finally, the result of performance

will ultimately bring an alluring reward. (Mind Tools Content Team, 2023)

One can say that motivation depends on valence, instrumentality, and expectancy. Hotel
employees need to be intelligent, have excellent job knowledge and abilities, and be good at
managing their time, but they also need incentives to progress in their careers (Wong et al., 1999).
From previous research conducted by several researchers, it can be concluded that these
expectations can either be intrinsic or extrinsic factors. And therefore, the more effort is being
placed on their work, the more motivated one would become. Other factors such as recognition,
feelings of accomplishment, developing self-esteem, and responsibility have been identified as
important for hotel employees. (Chiang & Jang, June 2008)

Both the employees and management agree that employee motivation is important, and both
would gain from having a greater grasp of the different types of motivation. Hotel staff members
will be encouraged to work hard and enjoy their careers in the ways they choose. Effective
employee motivation will be more easily implemented by hotel management, and it will either

directly or indirectly affect employee performance and service quality. (Chiang & Jang, June 2008)

2.7 The Incentive Theory

Some psychologists believe that our interior desires and wishes would serve as our motivation for
action whilst others believe that our actions are driven by external rewards. This idea of our
behaviours being influenced by external factors is highly credited to the psychologist B.F. Skinner.
Skinner stated that individuals are not motivated to act by internal states, such as behaving
violently because they are furious, in his 1938 book Behaviour of Organisms. Instead, deprivation,
satiation, and unpleasant stimulation are the main contextual events that motivate or drive people

to perform.

Plenty of other psychologists have continued to develop this theory influenced by several other
drive theories. Such as during the 1940s Clark Hull argued that biological deprivation, which
results in motivation to act, drives behaviour. Frederick Herzberg further developed this philosophy
in the late 1950s by developing the two-factor incentive theory. His idea was based on research

Herzberg had conducted on employees as to see what enhanced or diminished their emotions
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relating to job satisfaction. As part of this study, employees were questioned about what they
enjoyed and disliked about their jobs. Based on the responses, Herzberg suggested that job
satisfaction was dependent on two elements based on their responses. These were Motivators
such as the desire for adulation, success or promotion, and Hygiene which covers everything from

company rules, pay, and the working environment. (Kendra Cherry, 2023)

The incentive theory contends that external incentives drive us to act, as opposed to other views
that contend, that we are motivated by internal or intrinsic impulses. More specifically, people are
driven away from behaviours that result in unfavourable outcomes and are drawn towards those

that lead to external benefits. (Kendra Cherry, 2023)

In the hospitality industry, where we see retention issues and job burnout, it is crucial for the
management team of hotels or any other company to invest in their employee base. This needs
to be done by way more than a pay check. As found in research, these incentives offer employees
to be more dedicated and satisfied with their jobs. Starting with Atmosphere, when an employee
feels happy at their place of work it makes the work more smoothly. A supportive, trusting
environment that feels like a family is facilitated by hiring individuals who get along well with one
another or are seen to fit with the hiring team. This encourages a collaborative environment that

gives workers a voice in the business. (Tafelsky, 2021)

Career and Personal Development has also been seen to be a good incentive that motivates
employees to give it their all during their jobs. Studies show that most millennials look for jobs
where they can better themselves and grow. Maintaining employee engagement and career
investment will make them feel like their work actually matters. This also makes the employees
work harder. Psychological studies also show that recognition helps employees feel appreciated
and in turn motivated to work harder. This is because when an employee gets recognised for the
work, they are doing effectively improves not only their productivity but also their engagement,

trust, and retention. (Tafelsky, 2021)

Managers have to be careful and avoid micromanaging their employees. Studies demonstrate
what is known as the "Hawthorne effect," which indicates that individuals frequently perform worse
when they feel watched and monitored. That is why giving employees a little space to accomplish
their daily tasks is important (Tafelsky, 2021). One non-monetary incentive that works at the
workplace is job stability. For instance, gaining tenure or finishing a trial term might increase

someone's sense of security and drive to contribute to the business or organisation (Indeed,2023).
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2.8 Motivational Model: Intrinsic VS Extrinsic Motivation

Plenty of Psychologists such as Skinner and Thorndike have been creating models and
researching models of motivational learning since the early 20" century. Intrinsic motivation
relates directly to the enjoyment gained from a particular task in the process of conducting. Whilst

Extrinsic motivation relates to the benefits gained from participating in a specific task.
2.8.1 Intrinsic Motivation:

Intrinsic motivation refers to engaging in an activity for the satisfaction it brings rather than for any
clear external benefit. (Oudeyer and Kaplan, 2009). In other words, the challenge, enjoyment, and
satisfaction of completing the activity are the rewards if we are intrinsically motivated. This
phenomenon was first recognised by experimentation studies implemented on animal behaviour
where it was concluded that species engage in fun, exploratory, curiosity-driven behaviours even
in the absence of reinforcement or reward (White, 1959). This innate drive for motivation is
essential to cognitive, social, and physical development because it is by pursuing one's interests
that one enhances their knowledge and abilities.

Numerous types of intrinsic motivation have been identified by researchers. One of the most

unforgettable is the 4C’s framework. This speaks about challenges, curiosity, control, and context.

Challenge:
White (1959) introduced the concept of reflectance or mastery motives, which dictates that people

seek out challenges and new skills for the only reason of the pleasure of accomplishment. An
example of this is seen in children where when they are learning to walk, they do not need extrinsic
reinforcement. Ultimately achievement-based motivations target to achieve goals for personal

development.

Curiosity:
In 1960, Berlyn described the term curiosity as a form of motivation involving learning as a process
for people to get to know their world. Competence motivation which is also called learning

motivation is driven by curiosity and willingness to develop new skills.
Control:

In 1961, Hunt was the first person to formally use the phrase intrinsic motivation. Hunt focused his

research on the benefits associated with feeling in control. Throughout his research, Hunt
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emphasized that people find having control over the environment leaves them feeling very

motivated.

Context:

Within the discipline of educational psychology, Bruner (1961) discussed the significance of
contextualising learning — demonstrating to pupils the applicability and usefulness of abilities
acquired in the classroom that can be used for resolving issues or achieving fundamental

objectives outside of the classroom.
2.8.2 Extrinsic Motivation:

Extrinsic motivation unlike Intrinsic motivation, is a concept that applies to every activity carried
out with the sole purpose of achieving a distinct goal. Thus, intrinsic motivation stands in contrast
to extrinsic motivation and refers to engaging in an activity just for its own sake, independent of
any potential benefits (Ryan and Deci 2000). The primary distinction between the two types of
motivation is that intrinsic motivation originates from inside whilst extrinsic motivation originates
from external sources. The two, however, are not exclusive meaning that both types of motivation
can be found within an individual. For example, a person working at the reception of a Five-star
hotel may be intrinsically motivated to complete their daily work tasks because they enjoy it and
want to create high-quality work, but on the other side they may be extrinsically motivated to finish

in order to meet a teammate’s deadline. (Sennet,2021)

Extrinsic motivation can be further split into three main sections being reward-based motivation,

power-based motivation, and fear-based motivation.

Reward-based motivation relates to motivation that is gained through the use of external rewards.
For example, a front office employee may be motivated to upsell rooms and food and beverage

services because of the monetary incentives included.

Power-based motivation relates to a form of extrinsic motivation which depends on the need to
have control over people. For example, a manager can get motivation to lead and inspire other

employees in order to overcome challenges.

The last section of extrinsic motivation is fear-based motivation. This motivation tactic relates to
the desire an individual has to prevent an externally undesirable outcome. For example, a

manager can threaten to impose fines on employees who arrive late to work. Or an employee
11



might give their utmost during each guest interaction out of concern that they might be assessed

by a mystery guest.

In addition to conveying information about skills, extrinsic rewards have the power to improve
people's judgements of competence. Accordingly, a person's intrinsic drive may rise when their
perceived ability does (Sansone, 1986). Extrinsic incentives can also reveal details about an
individual's degree of autonomy or personal control. Extrinsic rewards have the potential to reduce
feelings of autonomy and, in turn, intrinsic drive. Consequently, when people do not anticipate
material or interpersonal extrinsic benefits, they can be less inclined to participate in such tasks

(Sansone and Harackiewicz, 2000).

Nowadays, we see that individuals are either going for one motivation model or else a combination
of both. By having a combination of both a lot of employees are seen to benefit from both personal
development as well as receive rewards that they think they deserve for the work they are doing.
This motivation model can prove to be an essential way how management in hotels can better
motivate their employee base.

2.9 Exploring the right Working Conditions:

Hospitality managers are usually faced with the difficult task of getting the most out of their
employee base. Conflicts between employees and management may arise from this method,
which incentivizes managers and supervisors to secure labour at a low cost. This emphasis on
achieving exceptional service delivery might lead to exploiting and unhappy employees. In this
industry, unfortunately, since it is based around service delivery, managers are sometimes more

concerned about meeting the targeted profits rather than ensuring employee satisfaction.

Numerous variables, including the manager’'s style, employee personalities, and the unique
pressures of each workplace, affect employee satisfaction. These characteristics are all indicators
of the working conditions experienced by employees. Therefore, getting input from workers
regarding their workplaces is crucial to determine how satisfied they are and how likely they are
to stick around. In this article written by Jill M. Poulston, the nature of hospitality workplaces is
shown using employee experiences relating to unfair, unethical, and illegal practices in

workplaces.
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The work of Herzberg’s (1959) two-factor theory is used to explain employee behaviour and what
they need in order to be motivated and satisfied in their workplace. This served as a great
inspiration for this article relating to working conditions in the hospitality industry. Herzberg
explains that employee motivation and satisfaction directly align with the presence of intrinsic
satisfiers such as career prospects or development opportunities and are moderated by extrinsic

hygiene factors such as the amount of pay, working conditions, and supervision. (Poulston, 2009)

In this article, one can see how many hospitality employees experience poor wages, long working
hours, abusive managers, and stressful working conditions, which unfortunately lead to the demise
of their motivation and in turn, lead to high levels of employee turnover. That is why it is suggested
that hospitality managers focus on and address these characteristics that are making the lives of
the employees harder. Employees should be treated fairly and with respect, this will not only help
with improving employee morale and satisfaction within the workplace but will also raise a higher
level of employee retention and raise the quality of the service given to customers. (Poulston,
2009)

2.9.1 Employee Engagement:

This concept refers to how employees are involved, motivated, and committed they are to their
place of work and organisation. The first researcher to identify three aspects of employee
engagement in none other than Kahn in 1990. The three dimensions of employee engagement
relate to:

1. Physical engagement: relates to do with how much effort employees put into their work,
both mentally and physically. In his research, Kahn gave instances of employees who
reported feeling like they were “flying around” and had a high degree of personal
engagement at work. He further established a connection between elevated confidence

and the capacity to invest both mental and physical energy at work. (Sinclair, 2020)

2. Cognitive engagement: in order to be engaged at this level, employees must understand
their employer’s goals and plans as well as the performance standards they must meet in
order to contribute as much as possible. Kahn also highlighted the significance that
individuals placed on their profession, proposing that an increase in knowledge sparked

an increase in inventiveness and self-assurance in decision-making. (Sinclair, 2020)

3. Emotional engagement: the emotional bond that employees have with their employer

serves as the foundation for this. In order to foster a healthy relationship, the organisation
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must figure out how to provide employees with a feeling of community at work. This will
motivate them to believe in and support the company’s goals and principles. In his theory,
Kahn listed a number of behaviours that would help people feel safe and trustworthy,
including constructive interpersonal interactions, group dynamics, and managerial

techniques. (Sinclair, 2020)

Physical component

"I exert a lot of energy performing

Engagement

Cognitive
component
"Performing my job is so

mv iob" absorbing that [ forget
Y] about everything else"

Emotional
component
"I really put my heart into

Figure 2: Engagement Components

Various other researchers have proposed different definitions and dimensions of employee
engagement, such as work engagement, multidimensional engagement, self-engagement, and
attitude-based engagement. Although Kahn’s work is dated, many researchers still use his work

as a basis to build on engagement, thus making his work viable even 30 years later.

Conclusively, employee engagement is a vital aspect that managers should focus highly on, the
concept of employee engagement has multiple dimensions and thus when employees engage
themselves at work, they bring their physical, emotional, and cognitive resources to use in their
daily job operations. An employee’s total level of personal involvement increases with their level
of engagement across all dimensions therefore when employees commit to all dimensions the

higher their overall personal engagement is. (Romford, 2022)
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2.10 Exploring motivational strategies used by management in 5-star hotels:

Numerous studies have explored motivation techniques and strategies employed within the hotel
sector. In particular, the African Journal of Hospitality, Tourism, and Leisure (Mhlanga, 2018)
provides valuable insights into strategies that drive employee engagement and performance.
Upon thorough review of the research, the primary strategies identified within this research

include:

1. Accountability and Recognition: Employee motivation is fostered when individuals perceive
that their contributions are valued and that they are held accountable for their actions.
Notably, respect and recognition are examples of non-monetary rewards that have a big
impact on employee motivation.

2. Teamwork: This has been noted as an important element in raising employee motivation.
This includes cooperation within the department and creating a feeling of community within
the team.

3. Social Opportunities: It is widely acknowledged that in order to preserve a healthy work-
life balance, social facilities are necessary in order to keep employees motivated. When
employees meet outside of their working environment, they can further build their
relationship which will help in enhancing team performance.

4. Training and Development: Investing in training and development programs is essential
for facilitating both professional and personal development, thereby enhancing motivation
among employees.

5. Fair compensation and Job Security: Competitive salaries and having a stable job are
fundamental elements that directly contribute to employee motivation.
(Mhlanga, 2018)

Based on the information obtained from the cited journal article and similar research, a clear
conclusion can be made about the critical elements that employees in the hotel industry consider
to be motivating. It is clear that factors such as job security, fair compensation, social opportunities,
teamwork training, and development are important aspects of creating an environment where

people are motivated to work.

Finding a connection between these important elements and popular motivational theories also
helps us better comprehend the psychological processes at work. These theories clarify how
important things like acknowledgment are in meeting our fundamental wants for respect and

belonging, and they also help explain how things like having a stable employment and a living

15



income are in line with basic motivational theories like Maslow’s Hierarchy of needs and

Herzberg's two-way theory.

Therefore, a thorough grasp of the motivating landscape in the hotel industry is obtained through
a synthesised appreciation of empirical data and theoretical frameworks. These revelations not
only provide light on the factors that influence employee motivation, but they also provide
organisational stakeholders with a theoretical framework for developing strategic interventions

aimed at creating a work environment that fosters long-term motivation and peak performance.

2.11 Conclusion

In conclusion, the topic explored relates to motivating factors found within Malta’s front office
employees in 5-star hotels, which highlights the complex nature of motivation and its critical role
in the success of organisations. According to a number of academics, motivation is the
psychological processes that give behaviour direction and significance while highlighting an
individual’s inner ambitions and will to succeed. Understanding motivation is crucial due to its
direct correlation with productivity and employee engagement, both of which are critical for
manoeuvring through the ever-changing hospitality sector.

The following factors, which were previously mentioned in the above texts, are important in
determining employee motivation. These being pay, benefits, job content, teamwork, opportunity
for growth, and meeting both internal and external needs. An understanding of the intricate
interactions between individual wants, managerial strategies, and organisational outcomes can
be gained by integrating motivation theories like Maslow’s Hierarchy of Needs, McGregor’s Theory

X and Theory Y, Expectancy theory, and the Incentive theory.

Maslow’s Hierarchy of Needs describes the sequence of events from physiological needs to self-
actualisation and highlights the significance of meeting both being and deficient needs in order to
achieve motivation that is holistic. McGregor’s Theory X and Theory Y present opposing views on
management approaches while emphasising the role that intrinsic motivation and participatory
management play in promoting employee engagement. Expectancy theory highlights the
connection between performance, effort, and rewards while emphasising how expectation affects
motivation. The incentive theory recommends a balance between inner and extrinsic motivation

which similarly clarifies the influence of extrinsic incentives on behaviour.
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Additionally, the analysis of the working environment, employee engagement, and motivational
strategies used in hotels highlights how crucial it is to have a welcoming and helpful work
environment. Enhancing employee motivation and performance requires a variety of strategies,
some of which include accountability, recognition, teamwork, training, growth, fair compensation,
and job security.

Ultimately, a thorough understanding of the strategies used by Front Office employees to motivate
themselves requires the fusion of theoretical frameworks together with empirical evidence.
Hospitality managers can establish a culture of motivation, engagement, and excellence by
integrating organisational methods with motivational theories and attending to the various
requirements of staff members. This will help them succeed long-term in Malta’s competitive

hospitality market.
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3. Methodology

In this research, this chapter will be based on the main methodological techniques used in order
to enhance a general understanding of the motivating factors which influence front office
employees, specifically those who work in Malta’s 5-star hotels. When it comes to collecting data,
the mixed methodology approach has been chosen. This is due to the fact that the two techniques
chosen can be either and are known as both quantitative and qualitative approaches. The
qualitative method will be shown through a series of interviews with Front Office Managers in some
of Malta’s 5-star hotels, complimented by an online survey which will be passed over to the
employees of the managers interviewed. Whilst the quantitative method will be shown through

statistics and graphs gained through both of these techniques.

Since the Hypothesis for this research is based on the question of what motivates people to work
specifically in the luxurious hotel industry, these two methodology techniques were chosen due to
the fact that out of all the techniques, implementing a direct interview with Front Office Managers
as well as having employees answer similar questions to the ones being asked to the managers,
will help establish what motivating factors are being used in hotels by the management team as
well as how the employees actually feel about their motivation at their place of work. This will help
make sure that the purpose of the research has been met and explained whilst also reflecting on
the aims and objectives of this research. Ultimately, these two techniques were seen to be the

best methods to ensure a successful methodology approach compared to other types of methods.

3.1 Methodological Approach 1: Interviews with Malta’s Front Office Managers in 5-

star hotels.

The initial methodology technique implemented relates to a number of face-to-face interviews with
Front Office managers located in a few of the best Five-star hotels found in Malta. Front office
managers were chosen in order to gain a general understanding of what the direct management
is doing in terms of motivation and motivational techniques for their employees. These managers
will be asked a number of questions related to the topic of motivation, specifically touching on the
points of recognition and reward, feedback and performance, employee feedback, career
development, work environment, team building, work-life balance, communication, and even in

the cases of challenging times.

These types of questions were chosen as they align directly with what has been stated in the

above literature review chapter. As human beings we are all entitled to be driven by something
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specific to us that is why with the help of the above chapter, a thorough understanding of
motivation and its factors specifically those that impact employee drive has been gained and used
in order to create these 14 questions. These questions have been created with one main aim: to
answer whether the management knows about motivation and its implications together with what
they are actually doing to maintain and increase the motivational levels of their front office

employees.

With the help of the interviewed managers perspectives and expertise, a proper understanding
and analysis of what factors maintain and increase motivation within Front Office departments in
Malta’s 5-star hotels will be gained. These interviews will also be useful in answering the main
research question, together with the aims and objectives specifically from a managerial point of
view relating to what factors maintain and increase motivation, motivational techniques, working

environment, and career development.
3.1.1 Description of Managers Interviewed

Throughout this research paper, the Hotels and participants mentioned will be referred to as Hotel
A, Hotel B, Hotel C, and Hotel D with Manager A, Manager B, Manager C, and Manager D, directly
correlating with the mentioned hotels. This is done as to keep the promise of anonymity for both
participants and the company worked for.

A total number of 4 interviews will be done as to gain as much knowledge as possible on the topic
of motivating factors within Front Office departments in Malta’s 5-star hotels, as well as to have a
more versatile discussion since this will provide useful answers from 4 different perspectives. The
Hotels contacted were chosen since they fall into the category of the required target group being
Five-star hotels. These hotels are located all around Malta in the central and northern areas of
Malta since there are no Five-Star hotels within the southern part of the island. The management
personnel focused on relates to Front Office Managers operating in the chosen Hotels. Front
Office Managers were chosen since they are the closest direct link to the Front Office Department
and its employees which will ultimately help gain a better understanding of what is being done in

terms of motivation and what impact it leaves in these places of work.

Hotel A: Manager A
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Has been Residing and Working in Malta since 2018. Before entering the industry of Hospitality,
he studied in the field of Information Technology. When he came to Malta, he decided to
experience a new industry and chose Hospitality. He has only worked in the hotel he is in today,
where he was able to work himself up from being a Receptionist and Night Auditor to becoming
the Front Office Manager in a matter of 4 years. The Interview took place on a Sunday afternoon
in a meeting room on hotel premises in the form of a one-on-one meeting. This was the first

interview done and took around 1 hour to conduct.

Hotel B: Manager B

Has been residing and working in Malta since April 2023. Although he did not study in the field
of Hospitality, he has gained years of experience from working in the kitchen of a restaurant to
moving to hotels. Manager B has been with his company for around 8 years and is another
example of a manager who has started from the bottom being a night auditor to moving to
Reception, Assistant Night manager, and Assistant Front Office Manager in other locations of the
same company. To finally being promoted to Front Office Manager in the location found in Malta.
The interview took place on a Monday afternoon on hotel premises specifically in the outside
lounge area in the form of a one-to-one meeting. This interview took around 45-50 minutes to
complete.

Hotel C: Manager C

Has been in the industry for multiple years’ operating within the same company for about 30
years. Manager C is one of those people who signifies what being welcoming and going through
exceptional ways in order to assure satisfaction from guests. He is also one of the few managers
who are local and can guarantee the Maltese hospitality ways. This manager also worked his way
up and practically rotated in all roles found in the Front Office Department. Other than studying in
this field, he also studied Archaeology which shows love and appreciation of our local heritage.
This Interview was done on a Monday afternoon on hotel premises in the main lounge area. It was

done in the form of a one-to-one interview and took around 50-60 minutes to complete.

Hotel D: Manager D

Has been a Front Office Manager since January 2023. This manager is another example of
starting from the bottom and worked up to being a manager. This manager had a very good
interpretation of motivation and explained how when he was a student, he had to do a project also

relating to motivation. Compared to the other managers, Manager D focuses on intrinsic aspects
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of motivation. The interview was done on a Tuesday afternoon on hotel premises and took around

40 minutes to complete.
3.1.2 Description of Interview and Interview Questions

Throughout this series of interviews, a total of 10 questions were asked per manager. These
interviews are open-ended and structured since they will be based on these specific 10 questions.
Being that all of the interviews will be based on the same structure, this will make it easier to

compare and reflect on the statements given by all managers.

As stated before, the questions are related to specific objectives to help gain an answer for the
main research questions as well as address the supporting aims and objectives of this research.
Below a table can be found which helps clarify why these specific questions were chosen and how

they can help answer and understand the purpose of this research.

Managers or Human resource
Managers in order to gain
knowledge regarding what
factors maintain and increase
motivation within the Front
Office departments of Malta’s

5-star hotels.

Question Purpose Connection to Aim and
Objectives
Introduction Interview with Front Office Aim: To answer the

research question
specifically from a
managerial point of
view, relating to what
factors that maintain
and increase motivation
within front office

employees.

1. What strategies does your
company have in place to motivate

your employees?

-To find out what motivational
strategies are being used on
front office employees in 5-star

hotels.

Exploring motivational
strategies used by local

5-star hotels.

1. Can you provide me with some
successful examples of how these

tactics have raised morale and

performance among employees?

-To find out how these
strategies impacted on the
morale and performance of the

employees.

Exploring motivational
strategies used by local

5-star hotels.
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2. How does the company
recognize and reward employee

achievements

-To find out how the company
rewards their employees for

achievements.

Recognising and
rewarding employee

achievements.

3. How often do employees receive

feedback on their performance?

-To find out if and how

employees receive feedback.

-Listening and providing
feedback to employees.
-Right Working
Conditions

3. How are these performance
reviews used as a tool for

motivating employees?

-To find out how can feedback
help be used as a tool of

motivation.

Exploring motivational
strategies used by local
hotels.

4. In what ways does the company
assist its employees in
accomplishing their career

objectives inside the company?

-To find out how the company
helps employees in terms of

career development.

How motivation helps
aid in career

development.

5. How would you describe the
company’s work culture and its

impact on employee motivation?

-To find out how the
company’s work culture is and
the impact it leaves on the

employees

Exploring the work

culture and conditions.

5. Is there anything specific in
place to promote a positive and

motivating work environment?

-To find out how are work
environments being kept

positive.

Exploring the right work
environment and

conditions.

6. How does the company
encourage team building and
collaboration among employees?
Are there any specific activities or

programs for fostering teamwork?

-To find out different
techniques and strategies
being used to foster
collaboration among

employees

Exploring Motivational
strategies being used

by local hotels.

7. Do you collect feedback

regularly?

-To find out about the

collection feedback.

Exploring
communication
between management

and employees.

7. How has the company used
employee feedback to make
improvements in motivational

strategies?

-To find out how this feedback
is being used to better help

employees.

Exploring
communication and

motivational strategies
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between management

and employees.

8. How does the company support | -To find out how the company | Exploring the right
employees in achieving a healthy helps in achieving work-life working conditions and
work-life balance? balance a healthy work

environment.

9. How does the company -To find out about Exploring

encourage open and transparent communication strategies communication
communication and how does this strategies being used
contribute to employee motivation? by local hotels.

10. Are there any strategies or -To find out whether local Exploring Motivational
support mechanisms in place hotels are ready and what Strategies being used
during tough periods to maintain strategies they are using in by local hotels.

employee motivation and morale? | specific cases to maintain

morale.

Ultimately, these questions after being further explored, have been specifically designed to gain a
better understanding of what motivates these employees to work harder from a managerial
perspective as well as understand what Five-star hotels are doing to maintain and enhance their

employees’ motivational levels.

3.2 Methodological Approach 2: Online Surveys distributed to Front Office
Employees found in the 5-star hotels interviewed.

After the initial interview with Front Office Managers is done, the second methodology technique
will be distributed in the form of an online survey which is based specifically on employee
perception. This was distributed between February and April and remained available to complete
until the first week of May 2024.

The main aim of this technigue is to gain a general understanding of how employees perceive
motivation and the motivational strategies being used in their place of work. This survey is believed
to be a perfect example of connecting how employees feel to the explanation made by
management during the first methodological technique. The target group for this survey is made
up of 57 participants who are the direct front office employees of the interviewed Front Office

Managers located in 4 different 5-star hotels in Malta.
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The survey was created using Microsoft Forms and includes 8 different types of questions. Most
of the questions are seen to be closed-ended since they are more focused on choosing an answer
rather than providing one. The first 4 questions in the survey are asked in order to gain a better
understanding of the demographics of the employees, this will help gain insights on the target
audience especially when it comes to the number of years worked reflecting on their motivation

and job satisfaction.

Question 5 reflects on a matrix question where employees are asked to relate to the statements
and choose from a selection of Strongly Agree to Strongly Disagree. This question can also be
seen to relate to the structure of a Likert scale since it is based on gaining the answers based on
the same range of options. Question 6 is set up in a multiple-choice form and question 7 displays
a scale of answer options ranging from 1 to 5. The last question is the only one which is an open-

ended question, since it requires the participants to write an answer themselves.

By having this survey follow this structure, it will help provide clean data and will also make it easy
to compare the answers even with the responses from the other interviewed hotels. Below a table
can be found which explains why these questions were chosen and how they relate to the aims

and objectives of his research.
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Question Purpose Relation to Aims and
Objectives
Introduction To find out the reality | -Factors that maintain
of employee and increase
motivation and how motivation
employees are being | -Exploring working
treated by direct conditions
managers in local 5- | -Exploring
star hotels. motivational
strategies
-Exploring how
motivation aids in
career development
Gender Related to To better understand
-Male Demographics the type of people
-Female dealt with.

-Prefer not to say

How old are you?
-18-28

-29-39

-40-50

-50-60

-60+

Related to

Demographics

To better understand
the type of people
dealt with.

What is your occupation?
-Reception

-Guest Relations
-Concierge

-Porter

Related to
Demographics

To better understand
the type of people
dealt with and the
type of occupation
they have.

How long have you been working at your
company?

-0<6months

-1<4years

-5<10years

-10+years

Related to

Demographics

To better understand
how well they know
the company and a
clearer image of how
these employees are

being treated.




Employee Experience: In this section, you are
asked to rate the following statements from 1-
5, where 1 refers to Strongly Agree and 5
refers to Strongly Disagree

-1 feel driven to do my best each day

-My work gives me the opportunity to grow my
skills

-1 have a clear personal development plan
-Recognition received by direct management
motivates me to do my best

-My manager praises and celebrates my
successes

-1 feel that my work is seen and appreciated
by my team and company

-| feel that | am paid enough for the amount of
work | do

-1 am likely to recommend my organization as

a place of work.

To find out how
employees actually
feel at their place of
work. This will
include themes such
as motivation,
opportunity for
growth, personal
development,
appreciation, wages,
and
recommendations of

the place of work

-Explore factors that
maintain and increase
motivation

-Exploring career
development
-Exploring the
relationship between
manager and
employee

-Exploring employee
appreciation and
recognition
-Exploring how
satisfied employees
are within local 5-star
hotels.

What are the types of benefits and incentives
that personally motivate you to perform at your
utmost?

-Intrinsic motivation related to personal
development

-Extrinsic Motivation related to external and
financial benefits

-A balanced mixture of both

-All of the above

To find out what is
the preferred method
of motivating front
office employees

from a personal side.

Exploring the
Motivational
Strategies preferred
by front office
employees found in

Malta’s 5-star hotels.

On a scale of 1 to 5 how often do you feel
motivated by your direct management team.
(1 being not motivated)

1 2 3 4 5

To find out how often
employees feel
motivated by their

direct management

Exploring how
motivated employees
feel by their direct

management.

What types of Motivational strategies are
being used at your place of work?

-Enter Answer -

To find out what
motivational
strategies are being

used in local hotels

Exploring Motivational
Strategies used by
managers in local 5-

star hotels
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3.3 Pilot Study:

This pilot study aims to prove that the two methodological techniques chosen are suitable for
gaining an understanding of motivating factors. Conducted in one of the hotels interviewed, the
discussion started prior to the main research process, the pilot study utilized a sample of four Front
Office employees and a Front Office Manager. The sample included both male and female

employees across different age groups and job positions within the Front Office Department.

The first methodological technique involved a one-on-one open-ended interview with the Front
Office Manager. The questions facilitated a smooth flow of communication and elicited honest
responses, providing valuable and essential information. To optimise efficiency, similar questions
were merged. Allowing for a greater exploration of the main research question, aims and

objectives.

Following the manager’s interviews, front office employees received a copy of the online survey.
The survey was distributed by the manager, who forwarded it to the employee chat and provided
a link or barcode scan option for those on duty. This distribution method proved effective for the
sample used.

Upon completion of the sample study, employees provided positive feedback on the survey
appreciating its simplicity, brevity, and lack of time consumption. Based on feedback and
observations, the number of survey questions remained the same however the number of
interview questions was reduced from 14 to 10 as to enhance clarity and conciseness. Questions
merged when they pertained to similar topics, as it was noted during the interview section that

participants often address multiple questions in their responses.

This Pilot Study has provided valuable insights into the efficacy of interviews and online surveys
as methodological techniques for examining motivating factors among Front Office Employees in
Malta’s 5-star Hotels. Consequently, these techniques were adopted as the main methods to

ensure a successful research outcome.
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3.4 Ethical Considerations:

Throughout both methodological techniques, ethical consideration was given high priority. The
interviews were obtained through email conversations seeking permission from the Human
Resource teams of the hotels interviewed. Prior to the Interview Day, an email was sent to the
Interview participants with three consent forms relating to information, permission, and
participation in the research process. These consent forms can be found in the appendix section.

During the interview, permission was also obtained verbally.

As stated previously, to protect the identity of the hotel, manager, and employees, all names will
remain anonymous and confidential. This is why only the signature and date of signature of the
participant will be shown in the consent forms. Original copies of these consent forms remain
confidential. In all consent forms, as well as throughout both methodological techniques
participation was kept voluntary and was stated verbally or communicated through online

measures such as the opening message of the online survey.

3.5 Limitations

This research when compared to the pilot study has shown that some limitations persist even
though the initial study resulted in a success. The first limitation encountered relates to receiving
a reply through email from Five-Star Hotels, even during the low seasons. In order to secure the

interview constantly calling or visiting the hotels seemed to work.

The next limitation encountered reflects on the participation of the employees who received the
online survey, the majority of the employees seemed to not respond only a small percentage
chose to answer the survey even though anonymity was kept. This reflects negatively on the
estimated number of participants when compared to the actual number of participants who
answered the survey. That is why a miscellaneous survey was sent out to Front Office employees

working within Five-Star Hotels in Malta, however not within the ones interviewed.
This raises the next limitations encountered, referring to participants not always being honest

when answering especially in the case of face-to-face interviews. In the case of the interview’s

honesty was achieved through anonymity.
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3.6 Method of Analysis:

The method of analysis used throughout this research involves a combination of qualitative and
guantitative approaches to examine factors that maintain and increase motivational levels among

Front Office Employees in Malta’s 5-star hotels.

The qualitative analysis will be based on Content analysis of responses to open-ended questions
to identify common themes and patterns related to motivating factors. The responses are then set

into categories according to themes and variations in employee perceptions.

The quantitative analysis will primarily utilise Descriptive Statistics where the data collected from
the online survey were analysed using percentages and graphs. This analysis will provide an

overview of the distribution of responses and the regularity of specific motivating factors.

The results of the individual qualitative and quantitative data analyses were combined to give a
thorough understanding of the motivating factors within Front Office employees. By integrating
information from surveys and interviews, triangulating data from various sources improves validity

and reliability of the results and it enables a more complex interpretation of the data.
Overall, the research’s analytical approach blends qualitative and quantitative methods to

thoroughly examine motivating factors, offering insightful knowledge for both theory and practice
in the field of hotel management.
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4. Results, Analysis and Discussion

In this section, the results, analysis of the methodology techniques chosen will be

discussed. The questions for both interviews and surveys can be found in Appendix 2

and 3 respectfully.

4.1 Interview Results and Analysis

411

Interview Results

Hotel A: Manager A

Monthly reward schemes,
Employee of the month,

Team building activities.

Employee of the month,
Yearly awards ceremony,
For Front Office, weekly upselling awards.

Yearly appraisals,
Monthly reviews and feedback on performance,

Offer good support and guidelines for improvement.

Talent Nurturing and Talent Recognition where employees can recommend each other to

try different positions in the hotel. This incorporates teamwork.

Very positive environment starting from management, offer training, exposure and

emotional support.

Team building is done per department,
Not on hotel premises such as Dinner, Laser Tag, Go Carting and Escape rooms.
Helps build relationships especially when more than 1 department goes out together.

Collects Employee Feedback from company survey,

Anonymous Suggestion Box,

The suggestions are used and enforced in order to keep employees happy and
motivated.
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10.

Balance is gained through communication,
Adapting to employees request in terms of rostering,
When an employee is off duty, no work-related matters will be delt with.

Communication is essential,
It is what keeps the team working together,

Open line of communication from management to employees.

The biggest one in place relates to having a company therapist, where employees can

speak about any matters worrying them in an anonymous matter.

Hotel B: Manager B

Introduction to company’s clear mission, vision, and values,
Team Building,

One-on-one conversations,

Trainings,

Appraisals,

Incentives,

Personal Development Plans.

Twice a year long service award Galas are held,
FO Communication meetings held to award best Up-seller of the month,
Most mentioned employee receives complimentary use of specific facilities.

Yearly Performance Reviews,

Daily feedback,

Following up on the feedback,
Development plan is created,

Gain a clear understanding of employees.

Communication in terms of employee goals,
Offering different exposure, training, and experiences,
Build more knowledge and skills.

Respect is key,

Good Mentor helps establish a safe environment,
Focused on hospitality, teamwork and helping each other,
Clear mission and vision helps build a better environment.

Budget is allocated yearly,
Activities such as walks, dinner or going out for drinks,
Done to balance mind, spirit, and soul.
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10.

Employees give feedback in performance reviews,
Yearly Online survey for employee feedback,
Feedback is used to improve operations in hotel.

Avoid Overtime,
Self-rostering, where requests are sent to the manager,
Do activities to not remain in the same work pattern.

Transparency is key to having an open line of communication,
Helps create a bond between employees and management,
Leads to a better environment.

Support employees,
Helps strengthen yourself,
Leaves behind lessons for the next challenge.

Hotel C: Manager C

Salary,

Upselling,

Team Environment,
Rostering.

A simple thank you goes a long way,
Incentives for achievements,
Employee of the month,
Departmental Appreciation week,
Team Outings.

Daily Feedback,

Following up on feedback,
Yearly Appraisals,

Always remain on top of things.

Opportunities are present,
In FO it might be more difficult since it is a small team,
Growth is encouraged even in other departments.
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10.

Good Working Environment,

Starts from Owner to employees,

In recent years the environment improved due to focusing on employee feedback,
Focus on Respect, Teamwork and Diversity.

Social Activities,

Volleyball, Padel, Marathons, and Dinners,

Helps motivate employees to try new things outside of work,

Weekly ‘Energisers’ where FO employees go through standards in a fun way.

Twice yearly a feedback survey is distributed,
Feedback is analysed and implemented for improving the hotel.

Employees have a good work-life balance,
Requests for rosters are always accommodated, when possible,
Care towards employees.

Open line of communication is essential,
Different forms of communication such as face-to-face, messages and handovers.

Support Employees,

Always available to talk,

Bring Awareness to issues such as Mental Health,
Focus on a safe and supportive atmosphere.

Hotel D: Manager D

Personal Development plan,
Departmental meetings,
Teamwork based environment,
Feedback

Award Ceremony,
Images of guest reviews mentioning employees displayed.

Monthly one-on-one meetings,
Performance Appraisal.

Development Plans are created,
Employees are asked regarding their goals.
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5. Positive environment,
Respect, Teamwork,
Lead by example.

6. Team Building activities,
Collaboration between different departments,
Staff parties and activities,
Increase positive relationships.

7. Self-evaluation every quarter year,
Performance assessment by HR,
One-on-one conversations.

8. Initiatives from HR combining activities on and off premises.

9. Daily communication,
Open and Honest,
Issues delt there and then.

10. Awareness,
Support,
Communication.

4.1.2 Analysis of Interview

Question 1:

In the first question, the Front Office managers of Hotels A, B, C, and D were asked about the
motivational strategies being used in their respective places of business. From the results gained
it is easily noted that these 4 hotels use similar motivating strategies. The most popular strategies
being Rewards, Recognition, Team Building activities, Feedback, Open Communication, and
having a good working environment. These strategies are seen to relate more to personal and

social aspects and seem to impact employee’s behaviour positively at their places of work.

Question 2:
The second question reflects on the ways that the Hotels recognize and reward employee

achievements. From the results gained, Hotels A, B, C, and D all hold some type of award
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ceremony such as the Employee of the Month award, where the top employee who is usually
voted by other employees receives the title of Employee of the Month. This award also holds some
benefits usually relating to Complimentary vouchers for hotel facilities or alternatively visits to other
hotels in Malta. Hotel B and C also hold yearly ‘Long Service Gala’s’, where the employees
specifically those who have worked for the hotel for a number of years are invited to attend a Gala
night where awards are given based on different merits. This shows that hotels are focusing on

recognising their employee’s achievements.

Question 3:

The third question is based on the amount of time employees receive feedback. The results
indicate that Hotels A, B, C, and D agree on implementing yearly appraisals. Employees are given
the opportunity to reflect on their performance at these yearly appraisals, and having encouraging
conversations about their personal development will inspire them to do better. It is important to
note that these yearly appraisals are usually set up by the Human Resources department. From
the Front Office manager’s side, Managers A and D specified that they prioritise time once a month
to give employees feedback. On the other hand, Managers B and C specified that they prefer to
give employees feedback daily in order to keep an open line of communication as well as help the
employees excel in performance. All four hotels follow up on this feedback provided to the
employees by setting guidelines for improvements, in the case of Hotel B, development plans for
improvements are made. This ‘follow up’ on feedback provides the hotels with a way to track

performance improvements and serves as a motivator to empower employees.

Question 4:

The fourth question represents the topic of career development. Hotels A, B, C, and D are seen
to be a good supporting environment that promotes and helps employees grow personally and
professionally.

Hotel A has implemented the ‘Talent and Nurturing program’ where essentially employees can
recommend any employee for another job role based on their characteristics. This hotel has a
very open and assisting environment that fosters career development.

Hotels B and C follow a similar approach that is based around having an open line of
communication in terms of goals, focuses on creating exposure experiences in different areas, as
well as helps employees build knowledge and skills by offering continuous training. This indicates
that these hotels focus on the personal growth of their employees.

Hotel D in terms of Front Office, focuses on creating development plans for employees. Manager

D emphasizes the importance of knowing the goals of the employees, from the interview stage,
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Manager D likes to ask interviewees about their goals once getting the job. With this Manager D

ascertains developing these plans for their employees.

Question 5:

In the fifth question, the topic of working environment relating to motivation is discussed. Managers
A, B, C, and D described their environment of work as being a good and positive one. Manager A
explains how positive and emotionally supportive their place of work is from a personal aspect.
Manager B describes the working environment to be one that is based on teamwork and hospitality
led by a clear hotel mission and vision. Hotel C described the working environment to be one that
has recently improved to become a very positive and diverse environment focusing on respect
and teamwork. Lastly, Hotel D explains that the environment in Hotel D is focused on positivity,
teamwork, and respect. Ultimately these Hotels show that they accommodate one of the vital
needs for having a good working environment, as with increased satisfaction comes increased

performance.

Question 6:

The sixth question relates to social opportunities such as Team Building Activities. Managers A,
B, C, and D explained how they try and prioritise time to spend with their employees especially
outside of the work environment. Although this is usually hard to organise, it is a great way how
managers can interact with employees on a more personal level. This helps in establishing a better
relationship with the employees. All four interviewed hotels see this as an easy way to improve
relationships and foster a more teamwork environment. By organising different outings in different
settings, employees will indirectly be motivated to try something new as well as take a break from

work-related things.

Question 7:

In the seventh question, managers are asked what they do with feedback given by employees. All
four participants explained that yearly feedback surveys are sent to all employees in the hotels,
specifically asking for feedback ranging from satisfaction, management, appreciation,
achievement, facilities, and overall feedback on premises. Hotel B also has a section during the
yearly employee performance appraisal, for employee feedback. Hotel C works with an open-door
policy, where employees are comfortable enough to speak about what they are feeling and what
they think should be improved in the company without hesitation. This is done by all four hotels in
order to constantly improve operations whilst also keeping employees feeling heard, appreciated,

and satisfied.
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Question 8:

The eighth question relates to the topic of work-life balance, which in this industry can be tricky to
have. All four managers emphasized how sometimes it is impossible to have a work-life balance
due to the 24/7 work environment. Managers A, B, and C specified that they focus on prioritising
work-life balance for their employees but sometimes fail to do it for themselves. These four
Managers provide work-life balance by allowing requests for weekly rostering, avoiding overtime,
and keeping an open line of communication between employees and managers. Manager D also
mentioned that initiatives implemented by the HR team such as Ice Cream Day, help employees
balance and experience their work environment in a different way. Ultimately, it is seen that work-
life balance for employees is important and managers are trying their best to give them this
balance.

Question 9:

The ninth question covers the topic of communication. Throughout this interview process all
participants viewed communication as an essential characteristic of having a positive work
environment that fosters teamwork. In a lot of the questions, communication was mentioned as
an important factor. Manager A explained that it is an essential element for success. Hotel B
prefers to be transparent with their employees as they believe this helps establish and create a
bond between both employees and management. Manager C explained the different ways how
communication is implemented in Hotel C being direct, online, through messages, or over
handovers. And lastly, Manager D emphasized that communication needs to be prioritised daily
and they view honesty as being a key factor in establishing an open line of communication. Overall,

all hotels prioritise and do their utmost to establish this open line of communication.

Question 10:

The last question relates to any support mechanisms in place during tough and unexpected times.
This question was asked just to see how employees are supported especially when it comes to
uncontrollable situations. Manager A discussed how Hotel A works with a therapist in order to offer
therapy services to their employees. These sessions remain solely between the therapist and
employee and therefore it is a good way how the employee can help themselves in challenging
situations.

Manager B shows a lot of support to its employees and therefore provides a safe environment and

encourages them to learn from these difficult situations.
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Manager C provides a supportive environment prioritising communication. Manager C also tries
to bring awareness to matters such as Mental Health and focuses on providing a safe and
supportive environment.

Manager D also focuses on bringing awareness, showing support and communication in this case.
Although unpredictable situations are not up to the management, this question has provided
enough evidence that emphasizes being supportive and aware of struggles and tough situations

that surround us.

4.2 Survey Results and Analysis

A total number of 57 Front Office Employees participated in this survey ranging from a few of the
well-known Five Star Hotels in Malta. The results for the first four questions can be found in the
Appendix 4 section since they were asked simply for demographical reasons. The results found
below are based on the total number of employees that participated. Refer to Appendix 4 for the

results divided into their respective hotel.

Question 5:

In question 5 of the survey participants were given 8 statements relating to the employee
experience in terms of motivation. The statements were then rated ranging from strongly agree to
strongly disagree. The results can be seen in Figure 3, where the total amount of voted options

can be seen.

Total

W Agree

M Disagree

Neutral

Figure 3: Pie Chart Results for Question 5

From this pie chart, it can be seen that the majority of the ratings that were chosen by the

participants relate to the option of ‘Agree’. This shows that on the whole, participants seem to
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agree with the statements given, and therefore they seem to have a good understanding and
levels of motivation in their workplace.

Question 6:
Participants were asked to choose one option out of four in terms of what the employees prefer in

regard to motivating benefits and incentives they prefer at the place of work.

Total
40
35
30
25
20
15
10
5
0 — [ | H Total
Abalanced All of the Extrinsic Intrinsic (blank)
mixture of above Motivation Motivation
both relatedto  related to

external and personal
financial development
benefits

Figure 4: Clustered Graph Results for Question 6

Results for question 6 show that the majority of participants agree on the type of benefits and
incentives that motivate them to perform at their best. The most popular answer reflects a
balanced mixture of having both intrinsic and extrinsic benefits. Intrinsic Motivation is the most

popular option out of both types of motivation.
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Question 7:
Participants were asked to rate on a scale from 1-5 depending on how motivated they feel from

their direct management.

On a scale from 1 to 5 how often do you
feel motivated by your direct management
team. (1 being not motivated)

i

135 7 9111315171921232527293133353739414345474951535557

S

N

Figure 5: Clustered Column Graph Results for Question 7

Results for question 7 indicate that the majority of participants are motivated by their direct
management team. 34 out of 57 participants ranging from different Five-Star hotels in Malta rated
4 out of 5 in terms of how motivated they feel by their management. This shows that the
motivational levels within these front office employees are seen to be high. Of course, there are
always opportunities for improvement, however on the whole it seems that the majority of the

participants are satisfied with their management.

Question 8:
In the last question, participants were asked to give an answer based on the motivational
strategies being used in their place of work. Out of 57 participants, a lot of similar results for

motivating strategies used can be found. The most common motivating factors being:

-Personal Development Plan
-Employee of the Month
-Recognition and Awards
-Monetary Incentives

-Team Building

Results for question 8 show that out of the four interviewed hotels, they all have established similar
motivational strategies during their work operations. Since participants were asked to give an

answer themselves, the general findings from this question reflect on the types of motivating
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benefits that are seen to make a difference for employees personally. This also shows that again,
employees prefer to have a balanced mixture of both intrinsic and extrinsic motivation benefits
and strategies. This is due to the majority of results being related to either monetary benefits or

those that relate to recognition and personal development opportunities.

4.3 Discussion

Connecting results and analysis of interviews and surveys to the Literature review:

Based on the Results and Analysis from both methodological techniques, one can conclude that
the majority of employees and managers from the four participating hotels agree on the overall
motivation, strategies, and conditions found in their respective places of work. Since the
methodological techniques focused on both perspectives, it has helped compare and contrast the
results from an employee perspective as well as a management perspective. Also, it has helped
verify what the Managers have stated throughout their interviews with the help of the employees.

The most often mentioned themes throughout both methodological techniques and mentioned
during both interviews and surveys related to Recognition, Feedback, Career Development, Work
Environment, Team building, and Motivating Strategies used. These themes seem to prove that
the research found in the Literature Review chapter is viable and credible.

Starting with Rewards and Recognition, all four hotels prioritize this aspect and therefore hold
some type of awards ceremonies such as Yearly Galas or Employee of the Month ceremonies.
This aspect is seen to be appreciated and highly sought after by employees, as seen in question
5 of the survey where the majority of employees choose ‘agree’ when it comes to being recognized
for their achievements. Compared to two theories found in the Literature review chapter, the
expectancy theory, and Theory Y by Douglas McGregor, this is one of the basic motivators a
human being needs in order to stay improving. In the expectancy theory we see that when
employees expect certain rewards when achieving work-related goals, they will continuously work
hard in order to succeed and receive a reward. At the same time, Theory Y concurs that managers
should not only focus on rewarding employees rather they should focus on inspiring employees
and fostering collaboration and trust. The Incentive theory is also a great example since it

surrounds enhancing performance only when awards and incentives will follow.
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It is worth noting that the theory of Maslow’s Hierarchy of needs is seen to be the basis of all of
these themes that are presented within the subject of motivation. This theory was used by
McGregor in order to find a balance between employees needs and business wants when creating
his theory. Maslow’s theory also helps create a basis for what a working environment should
include. The working environment is also a determinant of motivation within employees and
therefore should ensure basic needs such as food, water, rest, safety, colleagues,
accomplishments, and creativity. Based on the participated hotels, the working environment of
Malta’s Five-Star hotels is positive from an employee and management perspective, since they
focus on not only assuring that employee’s basic needs are met but also fostering an environment

of teamwork, respect, and hospitality.

It is also an important factor when dealing with Career Development, as for an employee to feel
comfortable and confident in growing and enhancing performance, an individual must reach to the
top tier of the Hierarchy of Needs which reflects on Self-Actualisation. It is only when this stage
has been reached that an individual is able to truly become themselves and accomplish further
their goals. Another factor that enhances career development relates to the working conditions
the employees have. If the conditions are not good, employees will feel the need to just go through
their work shifts for the paycheck rather than also gaining personal development from this
experience. Employees need to achieve a certain level of engagement in order to fully remain
loyal, enhance performance, and want to develop. That is why as proven by the participating Front
Office Managers, Malta’s Five-Star Hotels focus is aimed at helping, giving feedback, and setting
up development plans in order for employees to reach a stage of growth. By placing focus on
respect, team dynamics, communication, and honesty, employees gain trust and start giving back.
This is also verified and supported by their respective employees with their appreciation and

approval towards current ways of operations.

The biggest connection gained between the literature review and the main research question is
related to motivating factors used by Five-Star Hotels. In the Literature Review chapter, one can
see that the motivating factors found by many sources relate to Accountability and Recognition,
Teamwork and Social Opportunities, Training and Development, and Fair Compensation and Job
Security. A triangulation between this mentioned chapter, the results from the survey and results
from the interviews show that in fact common motivating factor can be seen these being: Team

Building and Social Opportunities, Monetary Benefits, and Recognition and Appreciation.
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This signifies that Front Office employees are generally motivated by a balanced mixture of both
intrinsic and extrinsic motivational types since they will be able to reach personal goals and
celebrate their success monetarily. According to the participants, Malta’s Five-Star hotels are
motivating their Front Office employees by both measures and are seen to be succeeding. It is
worth mentioning that throughout the interview with Manager D, was more focused on the intrinsic
side of motivation rather than the external monetary benefits. This positively relates to the research
found and shows that when motivation is prioritised and put towards employees, better
performance levels are seen and therefore improves the overall service of the hotel. This further
proves that Maslow’s Hierarchy of needs remains to be the basis of motivation and once
employees and managers have achieved self-actualisation, then their passion and growth will

drive them to exceed expectations and performance rates.

Conclusively, from the thorough analysis and discussion of both methodological techniques
together with the Literature review chapter, it is clear that the results gained are in favour of the
research found prior to conducting this investigation. As well as it is also clear that Malta’s Five-
Star hotels know about and prioritise motivating their employees specifically in the Front Office
Department, which ultimately positively reflects on the personal performance of the employee
and the service provided to the visiting guests.
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5. Final Arguments

The main goal of this study has been to identify the elements that sustain and improve Front Office
employees’ motivation levels in Malta’s Five-Star Hotels. The solution to this has been achieved
through both Literature material as well as the methodological techniques used. And relates to a

balance between intrinsic and extrinsic motivational benefits, recognition, and social opportunities.

The sub-objectives of this research relating to the working conditions, career development, and
motivational strategies being used by Malta’s Five-Star Hotels have also been met and have
established that on the whole Malta’s Five-Star Hotels foster a positive working environment with
good working conditions, have a supportive management team and give employees a balance of
intrinsic and extrinsic motivators in order to improve and maintain employee performance and

satisfaction.

5.1 Implications

From the findings, it is concluded that some implications have risen mainly relating to Employee
Retention, Service Quality, Management Strategies, Productivity, and Industry standards.
According to research by the Incentive Research Foundation, there is a 53% decrease in
employee turnover when employees have higher levels of motivation, additionally, it also implies
that motivated and engaged employees will most likely provide a better service to guests

(Engagement Strategies Media, 2024).

The Hospitality industry’s human resources methods can enhance service quality, boost customer
satisfaction, and ultimately boost hotel performance. Management strategies emphasize the need
to employ strategies that address both extrinsic and intrinsic motivational needs, arguing that

successful employee motivation requires a balance between the two. (Meira, et al., 2023)

Employee motivation significantly affects organisational performance and success as evidenced
by the increased likelihood that motivated employees positively contribute to the hotel’s objectives.
These implications suggest that understanding and implementing effective motivational strategies

is critical to the success of Front Office operations in the Hospitality industry.
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5.2 Research Conclusions:

This research has demonstrated how crucial motivation is in terms of maintaining and enhancing
employee performance and satisfaction in the Front Office Departments of local Five-star hotels.
The study’s mixed methodological approach, which included surveys and interviews, showed that

motivation is a complex process that takes into account both extrinsic and intrinsic elements.

In order to promote a motivated workforce, managers must attend to both fundamental and higher-
level employee demands, as indicated in the findings, which support well-known motivational
theories such as Maslow’s Hierarchy of demands and McGregor’'s Theories X and Y. This
research provides insightful information for hotel management, emphasising the value of
opportunities for Career development, encouraging work environments and recognition in

maintaining employee motivation.

This research shows that Front Office Employees in Malta’s Five-star hotels require a healthy
balance of intrinsic and extrinsic motivational rewards. Employees are also seen to prioritize
opportunities for personal development and acknowledgment of accomplishments, which are seen
to greatly boost employee motivation. To keep employees motivated and satisfied, a positive
working environment that encourages teamwork, communication, and trust is essential. This can
be achieved through a helpful management team. These results underline the need for a
comprehensive approach to employee motivation in the hospitality industry and are consistent

with the literature on motivational theories.

This research establishes the framework for further research into motivating strategies by
indicating that longitudinal studies are necessary to evaluate the strategy’s long-term effects on

employee engagement and overall performance.

5.3 Recommendations:

Based on observations made throughout this research journey, Motivational Strategies should be
further researched followed by organisational behaviour and management roles in motivating

employees.

The first suggested research is based on Why Maltese people are not choosing Hospitality as a

career. From the Five-Star hotels interviewed, an observation was made relating to the majority

of Managers and employees found within these hotels are seen to be Foreign and only one out of
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the four hotels visited seemed to have the majority of Front Office Employees being Maltese. This
research can be used to highlight the issues surrounding Maltese people choosing a career in

Hospitality.

From the interviews done, Managers seemed to be coming from different generational times which
was seen to impact their reflections on Motivation. Younger managers were observed to focus
highly on motivation whilst older managers were seen to lack in terms of intrinsic motivation and
focused on the external benefits given to employees. This research can offer insights into how
generation affects the ability to understand and go down to the level of employees to help them

succeed and enhance their productivity and motivation.

5.4 Evaluation, Reliability and Validity

Overall, this research has been a success since the main question was answered and the aims
were reached. With the help of both methodological methods, it has made it possible to understand
motivating factors from both management and employee perspectives.

The research conclusion identified recurring themes within the participated hotels mainly relating
to the value of career development, feedback, acknowledgment, and a positive work environment.
The recurrence of these themes across various data points suggests a high level of reliability in

the results.

The findings on Motivational Factors are consistent with popular motivation theories and models
which were covered in the literature review chapter. This alignment between chapters strengthens

the validity of this research.
To make this research more reliable in terms of Motivational Factors found within Malta’'s Five-

star hotels, more hotels and employees should be referred to participate in such research, this will

ultimately bring in more knowledge and make the research more reliable.
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7. Appendices:

7.1 Appendix 1: Information letter, Consent Form and Permission Letter of Hotel

A,B,C,and D

’ S INSTITUTE OF
Information Letter , TOURISM STUDIES

Name and Surname of Researcher: Sharona Frendo

ID number of researcher: 0227702(L)

Emall address of researcher: sharona.frendo001@its,edu.mt
Moblle number of researcher: +356 99324644

Course: Bachelor's in International Hespitality Management
Tutor name and surname: Antoinette Axiaq

Tutor office telephone number: +356 79539521

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employees in
Malta’s S-star hotels,

Aims of the research: To determine Which are the factors that maintain and increase
motivational  levels of Front Office employees found in  S-star hotels?
Sub Objectives: A) Exploring the right working conditions B) How mativation helps aid in
career development C) Exploring Motivation Strategles used in local 5 Star hotels.

Dear Sir / Madam,

I, Sharona Frendo, a student at the Institute of Tourism Studies am currentlyin the final year
of my Bachelor in International Hospitality Management, | am carrying out research on the

above-mentioned title.

My research is about exploring what are the factors which maintain and increase motivation
of employees working in front office departments in Malta's 5-star hotels. The method of
data collection will be a one-on-one interview as well as an online survey. The data collected
from both interview and survey will be used for the sole purpose of this research. The data
will be collected by asking questions face to face and answering a series of questions online
at your esteemed company. The data will be collected in 2 Thematic analysis and wi]f be

transcribed, The data will be thoroughly analysed to collect the answers to the above-

Institute of Tourism Studies Fage 1of3
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menticned alms of the research. | am kindly asking for your consent to have a face-to-face
interview with you and to kindly pass along the survey to the related employees, The purpose
of this letter is to provide you with information so you can decide whether to participate in

this study, Amy guestions you may have will be answered by the researcher.

There are no known rizks related with this research project other than possible discomfort

with the following:

s Youwill be kindly asked to be honest when answering questions.
» Any audio recorded data will be used for transcription purposes, after which it will be
destroyed,

The information collected will be kept strictly confidential, All data will be stored securely and
wiill be made available anly te researcher. No reference will be made in aral or written reports
that could link you to the study. Your identity will not be revealed in any publications that
result from this study.

¥ou canterminate your participation at any time without prejudice. Farticipation |5 valuntary.
you do nat have to answer individual questions if you da not want to. Your name or the name
of your company will not be attached to the analysis of the results. and will ensure that your
participation remains confidentlal, Kindly, contact me if you have any queries or réquire any

further clarification.

Participant's declaration

@g’—’f’ 03-03~ 24

Participant's Name Participant's Signature Date

Sheona Yendo C:E:'—-—’ 02-0%= Ju.

Researcher's Mame Researcher’s Signature Mata
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I have read this consent ferm and am giving the researcher the opportunity to carry out the
research at my company | hereby grant them permission to use the information provided as

data in the abeve-mentioned research project, knowing that it will be kept confidential and

AN MoUS,

Institute of Towrism Studies Page 3 af 3
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’ ’ S INSTITUTE OF
Consent Farm TOURISH STUDIES

Mame and Surname of Researcher: Sharona Frenda

ID number of researcher: 227702L

Email address of researcher: sharona.frendo001@its.edu.mt
Maobile number of researcher: +356 77621963

Course: Bachelor's In international hospitality managemeni
Tutor name and surname: Antoinetie Axiag

Tutor office telephone number: +356 79539521

Title of the Long essay/Dissertation: Motivational Factors within Front Office employees in

Malta’s 5-star hotels

Cear Sir [/ Madam,

I, Sharona Frende, a student at the Institute of Towrism Studies am currently in the final year

of my Higher National Diploma, | am carrying out research on the above-mentioned title,

I had already sent you the information letter about my research and yvou had provided me
with a signed information letter. If you have any further questions for clarification, please da

not hesitate to ask me.

By signing this consent form, you are giving me your consent to use the data collected
through the interview fior the analysis of the results. | will send you a list of questions before
the face-to-face interview so you can prepare yourself beforehand, The questions asked will
be about motivation, motivational factors, motivational strategies, engagement, work

enviranment.

Institute of Tourism Shadies Page 1 of 2
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The information collected will be kept strictly confidential, All data will be stored securely and
will be made available only to those individuals conducting the study. No reference will be
made in oral or written reports that could link you to the study. Your identity will not be
revealed in any publications that result from this study.

You canterminate your participation at any time without prejudice, Participation is voluntary,
You do not have to answer individual questions if you do not want to. Your name will not be
attached to the interview and will ensure that your participationremains confidential, Kindly,

contact me if you have any queries or require any further clarification.

Participant’s declaration

I have read this consent form and am giving the researcher the opportunity to carry out the
research at my company, | hereby grant them permission to use the information provided as
data in the above-mentioned research project, knowing that it will be kept confidential and

anonymous,

®3-03 -2

Participant's Name » Participant’s Signature Date

- IR —Zi— Oy ~03 2

Researcher's Name Researcher's Signature Date

Institute of Tourism Studies Page 2 of 2
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L ’ ' s INSTITUTE OF
Permission Letter TOURISM STUDIES

Mame and Surname of Researcher: Sharona Frendo

ID number of researcher: 0227702(L)

Email address of researcher: sharona.frendold1@its.edu.mt
Mobile number of researcher: +356 99324644

Course; Bachelor in International Hospitality Management
Tutor name and surname: Antoinette Axiag

Tutor office telephone number: +356 79539521

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employees in

Malta's S5-star hotels,

Aimns of the research: To determine Which are the factors that maintain and increase
motivational levels of Front Office employees found in S-star  hotels?
Subr Objectives: A) Exploring the right working conditions B) How motivation helps aid in
career development C) E:plun:ng Maotlvation Strategles used In local 5 Star hotels,

Type of participants: Fromt Office Employees in Malta's S-star hotels

Number of participants required: Estimated 50-70 participants

Dear Sir / Madam,

I, Sharona Frendo, a student at the Institute of Tourism Studies am currently in the final year
of my bachelor's in international hospitality management, | am carrying out research on the
above-mentioned title.

| would like youwr permission to take part in this interview regarding motivation and
motivational strategies inthe Front Office Department. The purpose of this letter is to provide

Instituie of Tourism Studies Page 1af 3
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you with information so you can decide whether to participate in this study. Any questions
you may have will be answered by the researcher.

There are no known risks related with this research project other than possible discomfort
with the following:

e Everyone will be asked to be honest when answering questions.
e Any audio recorded data will be used for transcription purposes, after which it will be
destroyed.

The information in the study records will be kept strictly confidential. All data will be stored
securely and will be made available only to those individuals conducting the study. No
reference will be made in oral or written reports that could link you to the study. Your identity
and the identity of the participants will not be revealed in any publications that result from
this study.

Participants can terminate their participation at any time without prejudice. Participation Is
voluntary. Participants do not have to answer individual questions if they do not want to.
Your name and the participant’s names will not be attached to the interview transcript nor
the survey and this will ensure that everyone’s Information remains confidential, Please,

kindly contact me if you have any queries or any further information or clarification,

Institute of Tourism Studies Page 20f3
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Participant’s declaration

| have read this consent form and am giving the researcher the opportunity to carry out the
researchat my place of work. | hereby grant them permission to use the information provided
as data inthe above-mentioned research project, knowing that it will be kept confidential and

anonymous.

- f—

63-03-2(

Participant’s Name Par?cfi'pant‘s Signature

Shics Feadis L2

Date

C3-03-2Ww,

Researcher’s Name Researcher’s Signature

Institute of Tourism Studies
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INSTITUTE OF
Information Letter l _13 TOURISM STUDIES

Name and Surmame of Researcher: Sharona Frendo

ID number of researcher: 0227702(L)

Email address of researcher: sharona.frendo001@its.edu.mt
Mobile number of researcher: +356 99324644

Course: Bachelor’s in International Hospitality Management
Tutor name and surname: Antoinette Axiaq

Tutor office telephone number: +356 79539521

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employees in

Malta's 5-star hotels.

Aims of the research: To determine Which are the factors that maintain and increase
motivational levels of Front Office employees found in 5-star hotels?
Sub Objectives: A) Exploring the right working conditions B) How motivation helps aid in
career development C) Exploring Motivation Strategies used in local 5 Star hotels.

Dear Sir / Madam,

I, Sharona Frendo, a student at the Institute of Tourism Studies am currently in the final year
of my Bachelor in International Hospitality Management, | am carrying out research on the

above-mentioned title.

My research is about exploring what are the factors which maintain and increase motivation
of employees working in front office departments in Malta’s 5-star hotels. The method of
data collection will be a one-on-one interview as well as an online survey. The data collected
from both interview and survey will be used for the sole purpose of this research. The data
will be collected by asking questions face to face and answering a series of questions online
at your esteemed company. The data will be collected in a Thematic analysis and will be

transcribed. The data will be thoroughly analysed to collect the answers to the above-
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mentioned aims of the research. |am kindly asking for your consent to have a face-to-face
Interview with you and to kindly pass along the survey to the related employees. The purpose
of this letter Is to provide you with information so you can decide whether to participate in
this study. Any questions you may have will be answered by the researcher,

There are no known risks related with this research project other than possible discomfort
with the following:

*  You will be kindly asked to be honest when answering questions.
* Any audio recorded data will be used for transcription purposes, after which it will be
destroyed.

The Information collected will be kept strictly confidential. All data will be stored securely and
will be made available only to researcher. No reference will be made in oral or written reports
that could link you to the study, Your identity will not be revealed in any publications that
result from this study.

You can terminate your participation at any time without prejudice. Participation is voluntary.
You do not have to answer individyal questions if you do not want to. Your name or the name
of your company will not be attached to the analysis of the results. and will ensure that your
participation remains confidential. Kindly, contact me if you have any queries or require any
further clarification.

Participant’s declaration

| have read this consent form and am giving the researcher the opportunity to carry out the
research at my company | hereby grant them permission to use the information provided as
data in the above-mentioned research project, knowing that it will be kept confidential and

anonymous.
) 15/3/24
Particioant’s Name Date
Sharona Frendo 19 /3 /24 .
Researcher’s Name Researcher's Signature ‘Date
Institute of Tourism Studies Page 20of 3
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| have read this consent form and am giving the researcher the opportunity to carry out the
research at my company | hereby grant them permission to use the information provided as

data in the above-mentioned research project, knowing that it will be kept confidential and

ANONYmoUs,

Institute of Towrlsm Studies Page Jaf 3
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'n INSTITUTE OF
Consent Form TOURISM STUDIES

Mame and Surmame of Researcher: Sharona Frendo

ID number of researcher: 2277021

Email address of researcher: sharona frendoDD1@its edu,mt
Maobile number of researcher: +356 77621963

Course: Bachelor's in international hospitality management
Tuter name and surname: Antainette Axiag

Tutor office telephone number: 356 79539521

Title of the Long essay/Dissertation: hMotivational Factors within Front Office employees in

Malta's 5-star hotels

Dear Sir / Madam,

I, Sharona Frendo, a student at the Institute of Tourism Studies am currently in the final year

af my Higher Mational Diploma, 1 am carrying out research on the above-mentioned title.

I had already sent you the information letter about my research and you had provided me

with a signed Information letter. If you have any further questions for clarification, please do

not hesitate to ask me,

By signing this consent form, you are giving me your consent tﬁ use the data collected
through the interview for the analysis of the results. | will send you a list of questions before
the face-to-face interview so you can prepare yourself beforehand, The questions asked will
be about motivation, motivational factors, motivational strategies, engagement, work

anvironment,

lanrsl b imwn nld Fosiole oo Coaaliae Bman 1 nf %
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The information collected will be kept strictly confidential. All data will be stored securaly and
will be made available only to those individuals conducting the study, Mo reference will be
made in oral or written reports that could link you to the study. Your identity will not be

revealed in any publications that result from this study,

You canterminate your participation at any time without prejudice. Participation is valuntary.
You do not have to answer individual questions if you do not want to. Your name will not be
attached to the interview and will ensure that your participation remains confidential. Kindly,

contact me if you have any queries or require any further clarification.

Participant's declaration

| have read this consent form and am giving the researcher the opportunity to carry out the

research at my company. | hereby grant them permission to use the information provided as

data in the above-mentioned research project, knowing that it will be kept confidential and

MY IMioLs.

/C%M A1/%/29

Participaﬁt"s MName mnpam."s Signature Date

ﬂa«ﬁm_};udﬂ_ = 19/ 3/2u

Researcher’s Name Researcher's Signature Date

Irsti tute of Taurism Studies Page 2 af 2
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Permission Letter ’B }PEJEI;J;ES?SDIEE
Mame and Surname of Researcher: Sharona Frendo .

ID number of researcher: 0227702(L)

Email address of researcher: sharona. frendo00] @its. edu.mt

Mabile number of researcher: +35b 39324644

Course: Bachelor in International Hospitality Management

Tutor name and surname: Antoinette Axiang

Tutor office telephone number: +356 79535521

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employees in

Malta’s S-star hatels,

Aims of the research: To determine Which are the factors that malntain and Increase
maotivational  levels of Front Office employees found in 5-star  hotels?
S5ub Objectives: A) Exploring the right working conditions B) How motivation helps aid in

career development C) Exploring Motivation Strategies used in local 5 Star hotels.
Type of participants: Front Office Employees in Malta's S5-star hotels

Mumber of participants required: Estimated 50-70 participants
Dear Sir f Madam,

I, Sharena Frenda, a student at the Institute of Tourism Studies am currently in the final year
of my bachelar's In International hospitality management, | am carrying out researchaon the

above-mentioned title.

I 'would like your permission to take part in this interview regarding motivation and

rmaotivational strategies in the Front Office Department, The purpase of this letter is to provide

lrsti tute af Tawris m Studies Page Lof 3
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you with information so you can decide whether to participate in this study. Any questions
you may have will be answered by the researcher,

There are no known risks related with this research project other than possible discomfort
with the following;

¢ Everyone will be asked to be honest when answering questions.
¢ Anyaudio recorded data will be used for transcription purposes, after which it will be
destroyed,

The information in the study records will be kept strictly confidential. All data will be stored
securely and will be made available only to those individuals conducting the study. No
reference will be made in oral or written reports that could link you to the study. Your identity
and the identity of the participants will not be revealed in any publications that result from
this study,

Participants can terminate their participation at any time without prejudice. Participation is
voluntary. Participants do not Have to answer individual questions If they do not want to,
Your name and the participant's names will not be attached to the interview transcript nor
the survey and this will ensure that everyone’s information remains confidential, Piease,

kindly contact me if you have any queries or any further information or clarification,

nstitute of Tourssm Studies Page 2013
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Participant's declaration

Pa rticipa;rit's N_ame icipant's Signature Date
Sherona ’4@?{5 s 2 /
Researcher's Name Researcher’s Signature ate

| hawve read this consent form and am giving the researcher the opportunity to carry out the
researchat my place of work. | hereby grant them permission to use the information provided
as data inthe above-mentioned research project, knowing that it will be kept confidential and

ANOMYMOUS.

Institute of Tourism Sudies Page 3 af 3
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IMNETITUTE OF
Information Letter ' TOURISM STUDIES

B

Mame and Surrame of Resssrcher: Sharona Frenda

10 resmber of ressarcher: Q223702 L]

Email addra=d of researcher: sharons, Irend el @ edu, mi
Mokily numbier of researcher: +355 99324644

Course: Bachelor's im International Hospitality Management
Tufior rarme arsd surname: Anicirse Axiag

Tuter office telephone numbar: «356 79539571

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employess in

Mdaita's S-slar hotals.

Airs of the resesrch: To determine Which are the factors that maintain and increase
mothvational  levels of  Front  Office  emplovees found B Sestar hobels?
Sub Objectives: A) Exploring the right working conditions B} How mativation helps ad in
carger dewelopment C) Ewploring Maotration Strategies used in local 5 Star hatels,

Dear S ! Madam,

I, tharona Frendo, & student st the Irgtitube of Towrism Siudies am curnently in the firgl year
af my Bachelor in Internaticnal Hospitality Management, | am carrying outt research on the

above-mentioned title,

Bty research is about exploring what are the factors which maintain and intrease motivation
of employees working in front office departments in balta's S-star hobels, The meihod o
data collecion will bz a cre-on-ore inberviesy a2 sell 34 a0 onlire survey, The data collecied
froe both intervies ard sureey will be used for the sole purpose of this research. The data
will sz collected by asking questions face to face and answsering a series ni'q-uz:-th_m anine
@t yourr asbeemed company, The data will be collected in a Thematic analysis ard will be
trarecribed. The data will be thoroughly aralyssd fo dollect the answars o the above-

Insinaie of Tow i Sefies Pagelofd
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mentioned aims of the research. | am kindly asking for your consent to have a face-to-face
interview with you and to kindly pass along the survey to the related employees. The purpose
of this letter is to provide you with Information so you can decide whether to participate in
this study. Any questions you may have will be answered by the researcher.

There are no known risks related with this research project other than pessible discomfort

with the following:

*  You will be kindly asked to be honest when answering questions.
e Any audio recorded data will be used for transcription purposes, after which it will be
destroyed.

The information collected will be kept strictly confidential. All data will be stered securely and
will be made avallable only to researcher. No reference will be made in oral or written reports
that could link you to the study. Your identity will not be revealed in any publications that
result from this study.

You canterminate your participation at any time without prejudice, Participation is voluntary.
You do not have to answer individual questions if you do not want to. Your name or the name
of your company will not be attached to the analysis of the results. and will ensure that your
participation remains confidential. Kindly, contact me if you have any queries or require any

further clarification,

Participant’s declaration

r l(<f/ll'1

Participant's Name Participant’s Signatdre Date

Shearcra Freedo o 014/ oz

Researcher's Name Researcher's Signature Nate

Institute of Tourism Studies Page 2af 3
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I have read this consent form and am giving the researcher the opportunity to ca rry out the
research at my company | hereby grant them permission to use the information provided as
data in the above-mentioned research project, knowing that it will be kept confidential and

ANOMYIMGUS,

Institute of Towrism Studies Page Jaf 3
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Consent Form ’ B %ﬁ%ﬁfpm

Name and Surname of Researcher: Sharcna Frendo

1D number of ressarcher: 2277020

Email address of researcher: sharona frendo001@its.cdu.mt
Mobile number of researcher: +356 77621963

Course: Bachelor's in internaticnal haspitaiity management
Tutar name and surname: Antoinette Axiag

Tutor office telephore number: 4356 79539521

Tithe of the Long essay/Dissertatione Motivational Factars within Fromt Office employees In
Malta's S5-star hotels

Dear Sir / Madam,

I, Shorona Frendd, a student at the Institute of Tourism Studies am currentlyin the final year
of my Higher National Diploma, | am carrying cut reseasch on the above-mentaned title.

| had already sent you the mformation letter about my research and you had provided me
with 3 signed information letter, i you have any turther questions for clarification, please do
not hesitate to ask me.

By signing this corsent form, you are giving me your cansent to use the data collected
through the interview for the snalysis of the results, 1 will send you 3 st of questions before
the face-to-face interview so you can prepare yoursel! beforehand, The questions asked will
be about motivation, motivational factors, motivaticnal strategies, engagement, work

envdronmaent.

stinee of Tour sm Squdies Page ot 2
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The information collected will be kept strictly condidantial, All data will be stored securely and
will ba made available ordy to those individuals conducting the study, Mo reference will be
made in oral or written reports that ¢ould link you o the =tudy. Your idawrtity will mat be
revealed in ary publications that resut from this study,

Yol can terminate your participatsan at any time without prejudics, Participation is volurtary,
¥ou do not have to arsesr individual guestiors if you do not want to. Your rame will not be
attached to the interview and will ansure that your partici pation remiains corfidertial. Kindly,

contac] me il you kawe any queries or reguire any further clarification,

Participant's dedaration

| hawe read this consent farm and am giving the researcher the opportunity to carry out the
research at my comipany, | areby grant theen permission to use the information provided as
dats in the above-mentioned research prajecs, knowing that i will be kept confidential and

AN,

b |I '-|'I|'iJ- (A
Date /

Participant’s Nami

Shorana, Yrevda g _otfoufan
Date

Res=archer’s Hame Eesearchar’s Sigrature
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Permission Letter ' “ TEURIEh $TUDIES
Name and furname of Researcher; Sharona FrEn:uj;u- E——

ID rrnber of researcher; 0EF7202(L)

Email address af researcher: sharora frenda001@ies. eduwme

Mobile numbar of researcher: +356 99324644

Cowrse; Bachelor in inmernational Hospitality Managemen

Tutor name and surrame; Anlamaite dxdaq

Tutor office telephone numibar: +356 79539521

Title of the Long essay/Dissartation: Motivaticg Factors within Front Office Employees in
fiafta's &star hotels.

Aims of the research: To determing Which are the factors that maintzin and increass
muotvational  lovels of Froni  ONice  employees  found  in Sestar hatels?
Sub Objectives: A) Exploring the right working conditions B) How motivation helps aid in
carger developrment C] Exploring Motivation Strategies wsed Inlocal 5 Star hotels,

Type of participants:  Front Offige Emplogess in Malta’s 5-star hobels

Mumiber of participants required: Estimated 30-70 partici parnts
Giear Sir f Madam,

I, Sharons Frendo, a student at the Instibute of Tourksrn Studies am currerly in the final year
o my Bacheler™s in int=rnational hospiality management, | am carrying aul ressarch on the
aboree-mertiored title.

I would like your permission to take part in this interview segarding moliveon and
meotivational strategies in the Front Office Department. The purpcse of this 18Eher i5 to jrd de

Insitete ol Taus i S 1udin Pigw 1l i
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wip wilth infarmation o you can dacide whathar to participate Im this sfudy. Any gueshons
wow mmay have will be arssered by the resesrchers,

There are i kngwn risks related with this reseanch prajact other than possible dizcomfart
with the follosing:

= Everyone will be aiked bo e horest wihbn anmagTing quastions
= Ay audio recorded data will be used for transcription purposes, after which il will be
destraoyed.

Ths iniformatson in the squdy records will ba kapt strictly confidential. &li data will be stored
securely and will be made awailable only to those Indiwiduals conducting the study. Mo
reference will be made in aral or weitten reports that coud lirk you e the studky, Your ideniity
ard the identity of the participants will not be revealed in any publications that result Trom

this study

Farticipants cam terminate their particpation at any time without prepudicos. Participation is
vpluntary. Fartiopants do nnl:rh:w: io arewer individual gquesticns if they do not want o,
Your rame and the participant’s rames waill not be attached fo the irfersew BRaRsCripl roe
the survey and this will ercure that everyone's information remains confidential.  Please,

kindly comtact me if you have any queries or any further information or clarification.

Iestitng of Teaiiism Sndes Page ol
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Participant’s declaration
b C i |II€:! IJIII..-_'_Ii-I
Farticinzat - Mame Participant's SIgmh’t& Date

Sherorg Yeede I sl e

Resgarcher's Name Researcher’s Signature Date

| have read this consent form and am giving the researcher the oppoertunity to carry aut the
researchat my place of work. | hereby grant them permission to use the information provided
asdata in the above-mentioned research project, knowing that it will be kept confidential and

AMarymous,

’
T
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"rs INSTITUTE OF
Information Letter TOURISM STUDIES

Mame and Sumame of Researcher: Sharona Frendao

Il number of researcher: 0227702(L)

Email address of researcher: sharona. frendo001 @its.edu.mt
Mobile number of researcher: +356 59324644

Course: Bachelor's in International Hospitality Management
Tutor name and surname: Antoinette Axiaq

Tutor office telephone number: +356 79539521

Title of the Long essay/Dissertation: Motivating Factors within Front Office Employees in
Malta's S-star hotels.

Alms of the research: To determine Which are the factors that maintain and increase
maotivational levels of Front Office  employees found in S-star  hotels?
Sub Objectives: A) Exploring the right working conditions B) How motivation helps aid in

career development C) Exploring Motivation Strategies used In local 5 Star hotels.

Dear Sir / Madam,

|, Sharona Frendo, a student at the Institute of Tourism Studies am currently in the final year
of my Bachelor in International Hospitality Management, | am carrying out research on the

above-mentioned title,

My research is about exploring what are the factors which maintain and increase motivation
of employees working in front office departments in Malta'’s 5-star hotels. The method of
data collection will be a one-on-one interview as well as an online survey, The data collected
from both interview and survey will be used for the sole purpose of this research. The data
will be collected by asking questions face to face and answering a series of guestions anline
at your esteemed company. The data will be collected in a Thematic analysis and will be

transcribed. The data will be thoroughly analysed to collect the answers to the above-

Institute of Tourism Stwedies Page 1of 3
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mentioned aims of the research. | am kindly asking for your consent to have a face-to-face
intarview with you and to kindly pass along the survey to the related employees. The purpose
of this letter is to provide you with information so you can decide whether to participate in

this study. Any guestions you may have will be answered by the researcher,

There are no known risks related with this research project other than possible discomfort

with the following:

= You will be kindly asked to be honest when answering questions,
= Any audio recorded data will be used for transcription purposes, after which it will be
destroyed.

The information collected will be kept strictly confidential. All data will be stored securely and
will be made available only to researcher. No reference will be made in oral or written reports
that could link you to the study. Your identity will not be revealed in any publications that

result from this study.

You can terminate your participation at any time without prejudice. Participation is voluntary.
¥ou do not have to answer individual questions if you do not want to. Your name or the name
of your company will not be attached to the analysis of the results. and will ensure that your
participation remains confidential. Kindly, contact me if you have any gueries or require any

further clarification.

Participant’s declaration

| have read this consent form and am giving the researcher the opportunity to carry out the
research at my company | hereby grant them permission ta use the infarmation provided as

data in the above-mentioned research project, knowing that it will be kept confidential and

ANONYMOous.
% ' 30/ [io24
Particivant’s Mame ParticinpritisSignature Date '
Sharona Frendo W éﬁ/ gﬁ/ﬁ/.igw
Researcher's Mame Rewearcher's Sienature Date
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- INSTITUTE OF
Permission Letter ’ﬂlﬁ TOURISM STUDIES

Mame and Surname of Besearcher: Sharona Frendo

10 number of researcher: 0227 703|L]

Ervegal g dedresis of resmarcher; shanana. fremdol01@its . edu.mk
Mobik mumiber of researchier: +356 $5E 79644

Courss: Bachalor in Inernational Hospilsfity Blanagement
Tutor name and surname: Antoinette Axlag

Tutor office telaphone rumber: +356 79539521

Title af the Long essay/Dissertation: Motivating Factars within Front Office Employees in
bAsMa's S-star Batels,

Aims of the research: To determing Which are thee Tactors thet maintain and increass
motivational  levels  of Fromt Office emplogees  Tound  in S-star hatel?
Sub Objectives: &) Exploring the right warking conditions B How mativation helps aid in
career development C) Exploring Motivation Strategkes ussd im bocal 5 Sar hatsls

Type ol partitipars:  Front Office Empioyees in baka's S-star hotels

Mumber of participants required: Estimated 50-T0 participants
Crear Sir Jf bdadsmn,

|, Sharcnp Frenda, & student at the Institute of Tourism Studses am cunrently in the final year
& ey Bacheloe™s i international haspitalty mamagsment, | am camrying ot research on the
above-mentianed title,

| weould Bk your parmasshon 10 take part in ghis interdew megardirg motivatean ard
mtreational strategies in the Frant Office Department. The purpass of this Boer is ta pravide

Ingitiuie of Towrsm Siudies Fage 1 oi 3
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wou with informmatian o you can decide whether to partiopate & this shedy. Any guestions
vou may bave will be srswered by the resesrcher.

There are no known risks related with this research project other than possible discomfart
with the Tollowing:

# Eweryone will be asked to be hanest when ansesering guestians.
w  Afy audia reponded data will be used Tor transcription purposes, after which imwill be
dasiroyad,

Thee infarmatian in the study recards will be kept strictly confidential. all data will be stoned
securely ard will be made awallable anly to those indwidualks conducting the study. Mo
raference will be made in oral or written reporis that could link you bo the study. ¥ our identity
and the identity of the participants will not be revealed in amy pubfications that result from
this study.

Participhnts can Terminate their participation at any time without prejudice. Farticipation is
wiluntary, Participanits do not have 1o angwer individual quastions If they do nat want 1o
¥aur aame ard the panicpant’s namas will not be attached 1o the Interdes transcript nar
ke surwey and this will ensiee that everyone’s information remains confidential.  Please,
kindly contact ma if you hawe any guerkess ar any further infarmatian or clarification.

msttine of Toersm Studiee Page 2ald
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Farticipars declaration

| kan read this consent form and am giving the researcher the opporunity o cary out the
reseprch a8 mvy place of waork, | hereby grasy tharn parmigsion 1o use 1R informration prosidad
as data v the sbows-mentioned res=srch project, knowing that it will be kbeps confidertial and

ARGFYAIOLE,

—_—

PFarticipant’s Mamc p j':.l-turz Date

Sharons Fremde ] R —

Besparched's Mama Researcher’s Signaburne Date

ssitute ol Tourium Sludiee Page lald
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5
Consent Form ’"n %Jﬁ':?ﬁmm

Mame pnd Sernare of Researcher: Sharona Frenda

B rambeer of reseanchier: 3377001

Emadl address of researcher: sharana frend o0 @ics. sdw. mi
Bl chile rianber of researcher; +356 77621963

Course: Bachelor's in imternationa hasgitality management
Tuior name and surname: Anionedte Gxiag

TiAge office lelephane rumber; +356 7a5¥9521

Tithe of the Long essay/Dissertation: Mativationsd Factors within Front Office employees in
Mialtas S-slar habels

Dear Sir / Madam,

I, Sarana Frendd, & shadent at the Instituie of Townsmn Studies am currently n the Binal vear
of my Higher Mational Diploma, | am carrging aut rasearch om the abave-mentionad tithe,

| basd already seng you the information letter about my research and vwou had provided me
with a sigred information letter. IF you hasa any furthsss questions Tor danfcation, phease do
nid hesitste 1o aik me,

By signing this congant lofm, you gre ghang me your consent bo use the dats collectied
through the intervies for the anslysis of the results. | will send you a list of gugstions before
thi: taca-to-Tace inbervies G0 wau Can prapang yoursell bafanshend, The guestions asked will
be about motivation, mobwatiorel factors, mobvabomal strategies, crgagement, work

B roim et

Inatituie of Tourium Sludee Fage B 3
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The information collected will be kept strictly confidential, All data will be stored securely and
will be made available only to those individuals conducting the study. No reference will be
made in oral or written reports that could Mnk you to the study. Your identity will not be
revealed in any publications that resuft from this study,

You can terminate your participation at any time without prejudice. Participation is voluntary.
You do not have 1o answer individual questions if you do not want to. Your name will not be
attached 1o the interview and will ensure that your participation remains confidential. Kindly,
contact me if you have any queries or reguire any further darification.

Participant’s declaration

1 have read this consent form and am giving the researcher the opportunity 1o carry out the
research at my comgany, | hereby grant them permission to use the information provided as
data in the above-mentioned research project, knowing that it will be kept confidential and
anenymous.

30/0 i/é‘clé
Date

4
Particpant’s Name 93775( Signature

L Sharena Frendo

_30 fou [zeen

Researcher’s Name Researcher’s Signature Dato

Instiute of Tourism Studies Pagn 2 02
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7.2 Appendix 2: Interview Questions

General:

e What strategies does your company have in place to motivate your employees? Could you
provide me with some successful examples of how these tactics have raised morale and
performance levels among employees?

Recognition and Reward:
e How does the company recognize and reward employee achievements?
Feedback and Performance:

¢ How often do employees receive feedback on their performance? How are these
performance reviews used as a tool for motivating employees?

Employee feedback:

¢ Do you collect feedback regularly? How has the company used employee feedback to
make improvements in motivational strategies?

Career Development:

e In what ways does the company assist its employees in accomplishing their career
objectives inside the company?

Work environment;:

e How would you describe the company’s work culture and its impact on employee
motivation? Is there anything specific in place to promote a positive and motivating work
environment?

Team Building:

¢ How does the company encourage team building and collaboration among employees?
Are there any specific activities or programs for fostering teamwork?

Work-life balance:
¢ How does the company support employees in achieving a healthy-work life balance?
Communication:

¢ How does the company encourage open and transparent communication and how does
this contribute to employee motivation?

Challenging times:

e Are there any strategies or support mechanisms in place during tough periods to maintain
employee motivation and morale?
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7.3 Appendix 3: Survey Questions

Motivating Factors within Front Office employees in Malta's 5-star hotels
Dear Participants,

My name is Sharona Frendo, a third-year student pursuing the Bachelor's Degree in
International Hospitality Management at the Institute of Tourism Studies. | am currently working
on my dissertation titled "Motivating Factors within Front Office employees in Malta's 5-Star
hotels".

The main goal of this research project is to have a thorough understanding of the elements that
support and raise Front Office employees' motivation levels. The research consists of a wide
range of themes, such as working conditions, career development and motivational strategies
used by local 5-star hotels.

| wish to emphasize that your participation in this survey is entirely voluntary, and | assure you of
the strict confidentiality of all provided information. At any point during the survey, you retain the
right to terminate your participation without encountering any adverse consequences.

| thank you in advance for your help, it is truly appreciated!

Should you require any additional information do not hesitate to contact me.
Email: sharona.frendo001@its.edu.mt

Participant Consent Form:

| have read this consent form and understand what is required of me. | hereby grant permission
to use the information | provide as data in the above-mentioned research paper, knowing that it
will be kept confidential and without the use of my name.

1.Gender
Male
Female

Prefer not to say

2.How old are you
18-28
29-39
40-50
50-60
60+
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3.What is your occupation?

Reception
Guest Relations
Concierge
Porter

4.How long have you been working at your company?
0<6 months

1<4 years

5<10 years

10+ years

5.Employee Experience: In this section you are asked to rate the following statements from 1 - 5

where 1 refers to strongly agree and 5 refers to strongly disagree.
| feel driven to do my best each day
My work gives me the opportunity to grow my skills

| have a clear personal development plan

Recognition received by direct management motivates me to do my best
My manager praises and celebrates my successes

| feel that my work is seen and appreciated by my team and company

| feel that | am paid enough for the amount of work | do

| am likely to recommend my organisation as a place of work

6.What are the types of benefits and incentives that personally motivate you to perform at your
utmost?

Intrinsic Motivation related to personal development
Extrinsic Motivation related to external and financial benefits
A balanced mixture of both

All of the above

7.0n a scale from 1 to 5 how often do you feel motivated by your direct management team. (1
being not motivated)

o A W NP

8.What types of Motivational strategies are being used at your place of work?

Enter Answer
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7.4 Appendix 4: Survey Results from Hotels A, B, C, D and a miscellaneous one

including employees from various Five-Star hotels.

Hotel A: 8 respondents

Motivating Factors within Front Office employees in Malta's 5
star hotels

8 Responses 0128 Average time to complete ACtiVE‘ Status
1. Gender

® e
P Female

@ Frefer not o say

=

=

(=]

2. How old are you

® v ]
® a3 5
® a0 o
@ snan i
& o 0

3. What is your occupation

. Recaption 3
. Gusst Rejatiors 2
. Concierge 1
. PFoetar 3

4, How long have you been working at your company?

@ 0:6 manshs 1
. 144 yoars &
. 510 years 4
® 10y 0
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5. Employee Experience: In this section you are asked to rate the following statements from 1 - 5 where 1
refers to strongly agree and 5 refers to strongly disaggres

W Strongly Agree W Agres B Meutral B Disagres B Strongly disagres

TUP— m
et it | [T
R — T
Becognition received by direct management _
motivates me to do my best

By manager praises and celebrates my sucoesses _I
oo [
team and company

I feel that | am paid encugh for the amount of work | --
do

I am likely to recommend my organisation as a place _

af work

100 0% 1003
6. What are the types of benefits and incentives that personally motivate you to perform at your utmost?

@ Intrinsic Motivation related top.. 0
. Extrinsic Motivation related toe.. 0
@ - talanced misture of both 3

Al of the abave 2
@

7. On a scale from 1 to 5 how often do you feel motivated by your direct management team. (1 being not
motivated)

4.00 24

Average Rating

B. What types of Motivational strategies are being used at your place of work?

Latest Responses

8 “Team Building”
Responses “Team building and benefits *
“Tearn Bullding”
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Hotel B: 12 respondents

Motivating Factors within Front Office employees in Malta's 5
star hotels

12 Responses [H :E_.l'|I Ayerage time to complete ACti'hI'E' Statues

1. Gender

[ JXEn

i Fea

L- LR

i Prete notac sy

=

2. How ald ane yau

P wm &
P = &
P o 1
[ i
& o o

3. 'What i your ooupanon

B Recepiion T
B cosi Belaions 2
P cononme 1
i rois 2

4, How lang haee wou been working at your compamy®

. i manita 1

. 1wl yias L]
. S i)y 2
i 10 yran [
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5, Employes Experiance; In this section you are asked to rate the following statements fram 1 - 5 where 1
refors to strongly agres and & refers 1o strongly disaggres

WSrenghy Bgnie  MAgees B Miutrad B Duagres B Strongly Sndgred
bl w40 gl vy besst each day

By ok vy M s SPEOCUNETY D gross ey kil

Fanw i Chadr pandrel dares ogeTen] pln

e
RO RANTSL. e N O T B

Bedy munager prases and CRbsSrate My BaceseL

besl That Pey weork i seen and appraciaied by e
Beam and ponpacy

fel that | wmi pedd sroeegh for she amcani of werk |
a0

am [ty b recomrmaTed nry Orgureson i a plics
ol work

6, What are the types of benefits and incentives that persanally motivate you fo perform at your utmast?

W ntrinsic Wntsation relmed o g, 3
) Extvimic Mossatos selted roe 1
. A b larvcind rowtere of bals [
i #ioithe shoar z

T, O a scale from 1 0o & how often do you feel mativated by your direct managemant team, (1 beng not
meativated)

B
7
3.83 j
Mwerage Rating :
4
[
R ] ] F] 5
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8. What types of Motivational strategies are being used at your place of work?

Latest Responses

12 “Team building and awards"
Responses "Recognition”
“Awards®

4 respondents (33%) answered Recognition for this question,
building and awards
Recognition and Rewards Employee Recognition

Monetary Rewards Reco g n iti o n Benefits
smile Team Building
trainings and team outings Personal Development

Monetary benefits Development Plans
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Hotel C: 19 respondents

Motivating Factors within Front Office employees in Malta's 5
star hotels

19 Responses 0600 Average time to complete ACtive Status

1. Gender
® e 1
® ek 8
. Peedar not 1o say 0

2. How old are you

® iz 5
® = 4
@ «w 5
® ww 4
® «- 1

3. What is your occupation

. Reception ]
@ Guest Relotioes a
@ concinge 3
® o B

4. How leng have you been working at your company?

@ 0«6 montins 2
® <ayean 7
@ s<10ye0s 1
® 0y q
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5 Employes Experience: In this section you are asked 1o rate the following statements from 1 - 5 where 1
refers to strongly agree and 5 refers to strongly disaggree

B Sirorgly Agrese W Agree B Hedal B DNisgres B Strongly dissgres

T — .
AR
AR—— m
e I
s e b e my el

ety nanager praised and celebrabes iy JulCeTie _l
e i

wam and compary

I feed that | am paid ercugh for the amount of work | --
do

U ey likashy 4n d my ergansation a5 a place _I

off work

KPS (1) s

& 'What are the types of benefits and incentives that personally motivate you to perform at your wtrmost?

. Inkrirsic Motivation rdaied S0 p.. 0
@ Estrivaic Motivation relmed to e
. A halarsed mistum aof Bath 11

B ablof the abowe B

7. On a scale from 1 to 5 how often do you feel mativated by your direct management team. (1 being nat
miotivated)

3.89

ﬁ'..ll:r:,bgl: I?.u1|ng
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8 What types of Mativational strategies are being used at your place of work?

Latest Responses

-I 9 “Iefanetary rewands”
Responses “Recogmition and rewards”
“Pecagnifion”

A respondents [21%) answered Recognitians for 1he queston.

Recognitions and awards Upselling tearmn energleers posithve Culture
Monetary rewards DeilyRecognition and rewards

Ty StrabhoH Recug niti ons tearm wark Employe of the manth

Manetary Incentives Gift Vouchers

work  employee of the month Hotel discounts
Cultwre and Recegnitions Positivity

Monetary benefits

Friend ly environment
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Hotel D: 10 respondents

Motivating Factors within Front Office employees in Malta's 5
star hotels

T Responses D4:714 awverage time to complete Active s

1. Gender

& [
B rerks o
i Poefer roi ooy o
& ofe F

2. Hew ald are you

L e ]
B =n 1
§ ou 3
i ]
B «- o

4. What & your OCOnMtn

@ 2eecien T
[ T RS 1
. Loege 1
® o |

4, Hiaw ey hase pau Been warking # yonr compiarg

i Danmanie i
. Bl i
P s10yean b
. Iid= ywan 1]
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5. Employes Experence: In this section you ame ssked to rate the following ststements from 1 - 5 where 1
refiery bo drangg by agree ared 5 refecd f drgngly dinsgg e

Wiy by WAEE W Hewbd B Dakgee 0 SsGaghy diagine

i Tl vt i ik vy Em) e by
Wy worh. greees e T Dppasurely W prose oy sl

i st 5 i peaoral deabpren plaa

Fevograsm reomred iy deeth marsgersmd
S o Rl P

R

e Oy

I Fed thani | s paid sacegh for the s of work |
L]

1 @i Wiy B inCriised iy Dipaanil e i & Sl
o i

G. What are the types of benefits and incenties that personaly mobvate you o perfiorm at your uimost?

W s ma b el B . 1
. Euvins binrsames iefaied msE . D
. A hspsrword e ol bodh i
P uoiteses 1

7. Dm g scale froen 116 5 how abfen do you feel motivated By pour dicect maragemant seam [1 baing not
i realad)

&
&
l
3.70 s
Bvaraoe Ratireg 5
14
0
1 | 1 4 5
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i, What types of Mothational strategies are beng used at your plce of wark?

LRl F.iﬂ'!ﬁl"iﬂi

1':' Sty avid fugnar”
Resndnsis "Monihly departmens mtiags ©
“pei”

2 radgeradim L (20%) answirad iuppert fad Hhis guaifon

t ke
e Henry o nart system  Kind approach oo q)

services related trainings suppurtm“ﬂ points  Mintzberg
weak points theories

family depariment outings mistakes
day Honesty and support

mionth commission  manager
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Miscellaneous: 8 respondents

Motivating Factors within Front Office employees in Malta's 5

star hotels

E‘ Responses 03: 1 U Average time to complete
1. Gender
P wade |
P romae 4
Pralias nol ba 1}
Ry

P o 1

2, How old are you

P == ]
§ =n i
§ o o
§ = ]
$ = o

3, What is wour occupation

P Receprion 7
B Gust Reltion i
. Conoieme 1}
@ rorter ¥

4, How lang have you been working at your company?

=

. < monte

S

. 1=4 yaars
. 5x 10 poars

. 104 yaars

=
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5. Employes Experience: In this section you are asked to rate the following statements from 1 - 5 where 1
refers to strangly agree and 5 refers to strongly disaggree

B Strangly Agree B Agree B Medal B Diisgree B Shanghy disagres

e — N
NRT————
N—— R |
e

ok gt e ba oha my best

ey Marager praises and celeDaries My SUCCHSas --
s sl RN |

team and company

| feed that | am paid ancugh for the amourns of work | ._
do

| an likaty' b recommand my Cceganisation as a place
off wark

6. What are the types of benefits and incentives that persanally motivate you to perform at your utmost?

@ Ferinsic Mobvabion reloted to p. 0
. Extrinsic Motivation relsted toe..
@ = balanced misture of bath 7

B 4ot ihe abowe 1

7. On ascabe from 1 to0 5 how often do you feel motivated by your direct management team. (1 being not
motivated)

3.25

Average Rating

8. What types of Motivational strategies are being used at your place of work?

Latest Respanses

8 “Covmmisions”
Responses “Upselling incentives, team building °
“tetanenary Bemefits
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