[image: cid:85FEF0BF-32E3-4DF1-9D6A-6616209062B0]
MOTIVATION WITHIN

THE FRONT OFFICE DEPARTMENT



Stefan Cappello




Final project submitted in partial fulfilment of the 
Bachelor in International Hospitality Management 



Institute of Tourism Studies, Malta

May 2019





Declaration of Authenticity

[image: cid:85FEF0BF-32E3-4DF1-9D6A-6616209062B0]

DECLARATION OF AUTHENTICITY FOR BACHELORS IN INTERNATIONAL HOSPITALITY MANAGEMENT STUDENTS 

 	

Student’s I.D. /Code   0562394M 

Student’s Name & Surname   Stefan Cappello

Course Bachelors in International Hospitality Management
	

Title of Long Essay 
Motivation Within the Front Office Department
 

I hereby declare that I am the legitimate author of this Long Essay and that it is my original work.

No portion of this work has been submitted in support of an application for another qualification of this or any other higher education institution.

I hold the Institute of Tourism Studies (Malta) harmless against any third party claims with regard to copyright violation, breach of confidentiality, defamation and any other third party right infringement. 





______________________				               ______________________ 
Signature of Student 					Date (DD/MM/YY)









Abstract

The main point of my research is to show how employees that work in the hotel industry are motivated to go to work and what are the factors that motivate them to do so. Not everyone is motivated by the same things, one such thing being money, but other factors go in for employees being motivated to go to work.
Statistics will be conducted of the hotel, after asking the employees of the hotel, also the managers on how they deal with motivating their team in these situations. Interviews will be conducted with the managers of five star and four star hotels for the sake of comparison and to see if they actually get trained to in the subject motivation and work psychology. Questionnaires will also be given to the employees that work in the hotel to see the results of if the employee is motivated, why they are motivated, does the hotel motivate them enough and if a lack of motivation can lead to employee burnout and frequent turnover.
 The main goal of this research is to find out what makes people think they are motivated, what keeps them motivated and how the company they work for ensures that they employees are motivated enough to give their hundred percent on the job.
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Chapter 1 – Introduction

1.1 Introduction
Motivation is very much an important subject in today’s society. One of first research done for motivation was by Maslow, were he created Maslow’s Hierarchy of Needs (1943). This theory is still used by companies today but is used in a more general sense of motivation. Over the years various different theories about motivation have arose. Motivation is defined as the action of wanting to do something because one wants to.
Motivation has two types of motivations, intrinsic and extrinsic motivation. Extrinsic motivation is when an employee does a job well to either receive praise or to not get punished. Intrinsic motivation is when an employee does the job because it gives them satisfaction personally. Over the years theory have come out try to tie the two types of motivates together, however it have quite recent that they have managed to do this (Ramlall, 2008).
Motivation is the keystone in all organisation of work. It is the driving force that helps the employees to perform to the best of their abilities, not because they have to but because they want to, to show why their hotel is the best. Motivation in the place of work contributes to a sense of pride for that said hotel. The opposite is also true, that de-motivation has a very bad effect of hotel companies as on the reception desk staff will come to work feeling forced, and this will result in turnover in the long run and never being able to keep a constant team of people.

1.2 Problem statement
What is the subject in the workplace that motivates people to go to work? How does it affect their performance?

1.3 Research Questions
How does motivation affect the performance of the employees in the reception area?
How are the companies measuring the motivation of their employees?
What motivates the employees to be the best part of them and be proud of their workplace?
What types of motivation employees are interested in?
1.4 Methodology
The aim of the research is about the ways employees in the reception area of a hotel are motivated. What are the factors that motivate and de-motivated the employee and how the employers can know that their team is motivated or not.
I have chosen this subject to better understand what motivates people to work in the reception area of a hotel. To see what is important to motivate each employee working there. Some employees get motivated by money, other employees wish to grow their position in the industry and some just wish to meet new people and connect with them at the workplace.
The method chosen to approach the results of the thesis is by conducting interviews with the managers of hotels to see if they are aware of such matters of motivation and if they are trained to deal with them. Questionnaires will also be distributed to employees of different four and five star hotels to see what type of motivate the employees have and if the management is also aware of the subject at hand.

1.5 Structure
In chapter 2, motivation is better explained. In the next chapter work psychology is explained on how employees have to be aware of what satisfies (Maslow 1943) them in their place of work. The research shows the different ways a manger of the reception area can use to get to know his team and what motivates them to be at their hundred percent. Different employees have different motivations. In chapter 2 there is also the talk of what makes a person have ‘employee burnout’, when an employee has given so much to the company that they have nothing else to given and they are drained. The manager must be trained in realising when this is going on and how they could tackle the problem before it becomes a problem. Chapter three will focus on what types of methods were used to get the information from the employees and employers from the hotels regarding motivation. The performance of the employees and what they think is their motivation for coming to work. This research will tie in with chapter 4 where the results of all the interviews and questionnaires will be reviewed and analysed to show the level of motivation in said hotel, how the management is addressing these motivation problems and what motivates the employees to go to work every single day. In the final chapter the results will be discussed of how much motivation the employees have and what the company can do better. The result will show if the research has been successful in answering the questions above of whether hotel companies see motivation as a keystone of the organisation.


Chapter 2- Literature Review

2.1 What is work Psychology?
Maslow’s Hierarchy helps to make the workload oat the place of work easier. Work supports us, connects us to others, and helps define us. People may view their work as a job, a career, or a calling. When work fully engages our skills, we experience flow. We are completely involved and have a diminished awareness of self and time. Flow experiences boost our sense of self-esteem, competence, and well-being. Work Psychology helps us to better understand how to deal with the emotions and hardships one must face at work. It is also as stated before one of factors to satisfy a basic need of humanity.

2.2 What is emotional intelligence in the workplace?

Emotional Intelligence (EI) is a term created by two researchers – Peter Salavoy and John Mayer – and popularized by Dan Goleman in his 1996 book of the same name.
We define EI as the ability to:
· Recognize, understand and manage our own emotions
· Recognize, understand and influence the emotions of others
This means being aware that emotions can drive our behaviour and impact people (positively and negatively), and learning how to manage those emotions – both our own and others – especially when we are under pressure.
EQ affects the everyday decisions employers make, such as promoting, hiring and firing employees.
Nearly three-quarters (71%) of hiring managers surveyed by Career Builder in 2011 said they valued an employee’s EQ over their IQ. A further three-quarters (75%) said they would be more likely to promote an employee with high emotional intelligence. More than half (59%) said they wouldn’t hire a candidate with a high IQ and low EQ.
Employers may also use EQ as part of their assessment of which employees have leadership potential, or who is next in line for a pay rise or promotion. Writing for Forbes in 2014, Travis Bradberry, author of Emotional Intelligence 2.0, said that “Of all the people we’ve studied at work, we’ve found that 90% of top performers are also high in emotional intelligence. On the flip side, just 20% of bottom performers are high in emotional intelligence. You can be a top performer without emotional intelligence, but the chances are slim.”
[bookmark: _Toc10047447]People with high emotional intelligence are better at motivating themselves
According to Goleman’s model, those with a higher EQ have a greater ability to self-regulate, and higher levels of motivation – which can in turn reduces their tendency to procrastinate, leads to improved self-confidence, and enables them to focus on achieving long-term goals.
While leaders and managers with a higher EQ can help teams to collaborate more effectively and identify the specific drivers that motivate individual employees, teams can also develop an emotional intelligence all of their own. A seminal 2001 study by Vanessa Urch Druskat and Steve B Wolff found that team EQ is a significant factor in determining overall performance. Writing in Harvard Business Review, they said: “Our research shows that, just like individuals, the most effective teams are emotionally intelligent ones – and that any team can attain emotional intelligence… By working to establish norms for emotional awareness and regulation at all levels of interaction, teams can build the solid foundation of trust, group identity, and group efficacy they need for true cooperation and collaboration – and high performance overall.”
“Businesses depend on the people who work for them to be highly engaged, to be able to adapt quickly to internal and external changes, and to show fresh thinking and come up with new ideas,” psychologist Dr Martyn Newman told People Management in 2017. “The set of skills we need to meet these needs are rooted in our emotional and social behaviours – and studies also show that, as you grow a culture of emotional intelligence in your organisation, levels of absenteeism drop, and engagement levels increase.”
[bookmark: _Toc10047448]EQ can have a major impact on mental wellbeing
Those with a high level of emotional intelligence typically have a happier outlook on life and more positive attitude than those with a lower EQ. They are also better at identifying and empathising with other people’s points of view – an essential trait for preventing and resolving conflicts at work. With a better understanding of our emotions, we can communicate our feelings in a more positive manner. We can also understand and relate to our colleagues, which can lead to better working relationships.
[bookmark: _Toc10047449]Emotional intelligence can also be a factor in physical health
While studies have shown links between EQ and mental resilience and wellbeing, there is less scientific evidence of the link between emotional intelligence and physical health. But, given the impact of stress on, among other factors, our ability to sleep, exercise, and make healthy eating choices, it stands to reason that being better able to cope with the strains of daily life can have a positive impact on our physical health, too.




2.3 Maslow’s Hierarchy of Needs:

Maslow's hierarchy of needs is a motivational theory in psychology comprising a five-tier model of human needs, often depicted as hierarchical levels within a pyramid.
Needs lower down in the hierarchy must be satisfied before individuals can attend to needs higher up. From the bottom of the hierarchy upwards, the needs are: physiological, safety, love and belonging, esteem and self-actualization.
In his influential paper of 1943, A Theory of Human Motivation, the American psychologist Abraham Maslow proposed that healthy human beings have a certain number of needs, and that these needs are arranged in a hierarchy, with some needs (such as physiological and safety needs) being more primitive or basic than others (such as social and ego needs). Maslow’s so-called ‘hierarchy of needs’ is often presented as a five-level pyramid, with higher needs coming into focus only once lower, more basic needs are met.
Maslow (1943) initially stated that individuals must satisfy lower level deficit needs before progressing on to meet higher level growth needs. However, he later clarified that satisfaction of a needs is not an “all-or-none” phenomenon, admitting that his earlier statements may have given “the false impression that a need must be satisfied 100 percent before the next need emerges” (1987, p. 69).
[image: Image result for maslow's hierarchy of needs]

1. Physiological needs - these are biological requirements for human survival, e.g. air, food, drink, shelter, clothing, warmth, sex, sleep.
If these needs are not satisfied the human body cannot function optimally. Maslow considered physiological needs the most important as all the other needs become secondary until these needs are met.
2. Safety needs - protection from elements, security, order, law, stability, freedom from fear.
3. Love and belongingness needs - after physiological and safety needs have been fulfilled; the third level of human needs is social and involves feelings of belongingness. The need for interpersonal relationships motivates behaviour
Examples include friendship, intimacy, trust, and acceptance, receiving and giving affection and love. Affiliating, being part of a group (family, friends, work).
4. Esteem needs - which Maslow classified into two categories: (i) esteem for oneself (dignity, achievement, mastery, and independence) and (ii) the desire for reputation or respect from others (e.g., status, prestige).
Maslow indicated that the need for respect or reputation is most important for children and adolescents and precedes real self-esteem or dignity.
5. Self-actualization needs - realizing personal potential, self-fulfilment, seeking personal growth and peak experiences. A desire “to become everything one is capable of becoming” (Maslow, 1987, p. 64).

[image: Image result for maslow's hierarchy of needs]




2.4 Why is emotional Intelligence becoming more important in the industry?

According to Curt Archambault who is the Vice President of People and Performance Strategies, a consultancy that helps businesses trains their employees to work and communicate more effectively. 
This is what he had to say about Emotional intelligence, with 25 years in hospitality and in charge of training the Front Office Employees.

When asked if communication in the department is important:
He replied by saying ‘I would say it's key. In order for us to really dialogue well with our guests, we have to take out some of the noise that is in the background. That is usually related to communication challenges between front of house and back of house and how management interact with their staff. A lot of these things impact our ability to deliver a great experience for the guest.’


2.5 What can Managers do to create a better work environment for their employees?
From multiple articles and sites I have used as reference, there are 4 main factors that a manager must look at to begin to understand how to help their employees perform better, and in turn make the company better as well. These 4 factors will help managers to better understand the emotional intelligence of the employees and also the engagement they wish to have, and in turn make the employees more comfortable in the workplace and better suited to complete their work.

[bookmark: _Toc10047450]1- Show a vulnerable side
Managers are always looked as people who are unapproachable, people who are powerful and rule by fear. Employees usually do not like to associate with them. This must change from the management side, so employees can be very comfortable and go to their managers when they have a problem.
[bookmark: _Toc10047451]2- Know the strengths of your employees and use them
As managers, do you know your employees? I mean really know your employees? What motivates them, how they handle stress or emergencies, how they learn, what support they require to be at their very best, and more importantly, what projects bring out the best in them?
[bookmark: _Toc10047452]3- Make time for group activities.
When you think about it, you typically spend more time alongside your co-workers than you do with friends, sometimes even family. It’s no wonder maintaining a pleasant rapport with them can ultimately lead to happiness at work.
Even if your organization is comprised of people working alone, on their individual objectives, and requiring little need for teamwork, it is still important to create a sense of belonging for your employees. They still indirectly work together on a common goal: the success of the company.
[bookmark: _Toc10047453]4- Be aware of performance and give feedback
Sometimes this is easier said than done. As a manager, you are typically seeing the big picture and handling more upper level responsibilities, therefore less on the field seeing the day to day activities of your employees. This can make it more difficult to detect any issues or tensions that might be arising.



2.6 Ways to develop emotional intelligence in the work place
There are a number of ways to improve one’s emotional intelligence, be it a manager or a normal employee.
After some research these points where the most noticeable factors of one who is willing to become better at E.I.
[bookmark: _Toc10047454]1. Improve your self-awareness.
Self-awareness is understanding and interprets one’s own moods and emotions and how these impact other people. People who usually have self-confidence are very aware of their own emotions and what is going on around them.

[bookmark: _Toc10047455]2. Improve your self-regulation.
Self-regulation is the ability to control actions and emotions that negatively impact their potential for growth and leadership. Rising above the situation helps a lot in understanding the issues.
[bookmark: _Toc10047456]3. Improve your motivation.
Motivation is enthusiasm in the place of work. People who are ready to learn and have a lot of enthusiasm have a lot of control of their health and work balance.
[bookmark: _Toc10047457]4. Improve your ability to show empathy.
Empathy is the ability to understand people. They are skilled in treating people with respect, kindness, and professionalism.
An empathetic leader will understand the feelings, wants, needs, and viewpoints of those around them. Managers are able to listen well, relate easily to others, and avoid judging too quickly. They might also be good at choosing and retaining employees.
[bookmark: _Toc10047458] 5. Improve your social skills.
Having good social skills in the workplace means you are great at managing relationships and building networks.  One is persuasive and effective at initiating change. They will also know how to lead teams.


2.7Ways to inspire Motivation from your team

Learn what people want:
‘Motivation is different for each of your employees. Every employee has a different motivation for why they work. But we all work because we obtain something that we need from working. The something that we need that we obtain from work has an impact on our morale and motivation. Learning what employees want will help you formulate the next step when building motivation in the workplace.’




Set Realistic Goals:
Clear direction and motivation by the management can set the goals and tasks needed for the employees to be proud of working with the company. Do not overstress the employees as the company will falter in the long run. Happy employees, happy guests.





Provide Employee Recognition:
Implementing Motivation in the workplace will help very much in creating a great work environment. Employees that are praised and motivated at the work place tend to work much more efficiently and happier. The employees will also fit in with the system the company is trying to build.

Use Training and development to Motivate:
The key to motivation is the use of variety of technology and training that the employees are given opportunity by the company to do. New concepts, brush up training and team building exercises are a few ways how management can care for their employees.
 Provide Autonomy to High-Performing Employees
The biggest challenge in the growing work place is how management can integrate all the cultures together and get them to work on the same page together as one. A lot of workplaces do not care or have the time to do research about how to handle the problems of culture diversity and suffer in the long run. If a manager knows how to properly use his employees, the employees will respect them and work harder for the company.
 Celebrate Holidays and Create Traditions
Traditions are as important in organizations as they are in families. Celebrating Tradition makes employees very motivated. It is the duty of the manager to see that all employees are treated fairly and given adequate leave for their cultural traditions to be celebrated. The employees will be very grateful; for the attention to their traditions and will be highly motivated.

Using Employee Discretionary Energy
Employees choose how much discretionary energy to exert for their employers in the workplace. Discretionary energy is the extra drive that an employee exerts in service to co-workers and customers at work. It is a symptom of motivation. Managers should encourage employee motivation emphasize these factors.

Promote Your Personal Growth and Motivation
The Workplace should always be a positive environment no matter the culture or traditions of the employees. Motivation and personal growth is usually promoted to overcome lack of interest of the work.

2.8 The Behaviour of people

A major characteristic of the hospitality industry is the role of the people. Experience of service delivery is dependent upon the personal interaction between staff and customers. Effective management is therefore about working with the people. Unlike physical resources, people are not owned by the organisation. People have their own different characteristics.
Members of the staff will have their own perceptions of hospitality organisations as a work organisation, and hold their own views on the systems and style of management. People bring their own feelings and attitudes towards their duties and responsibilities, and the conditions under which they are working.
Human behaviour is so complex and results from the multiple influences which are difficult to identify or explain. This is where the nature vs. nurture comes into play.
2.9 Influencers of Behaviour
1. The individual themselves- This would be the personality, skills and attributes learned, values and attitudes when dealing with certain situations. The individual is the central feature of the organisational behaviour.
2. The Group- This includes the structure and functioning of work groups in the organisation. The informal organisation, role relationships. Groups are essential to effective working and everyone will be a member of one or more groups. People in groups influence each other in ways of how to act and behave in the organisations.
3. The organisation- This includes the objectives and policy of the workplace, technology and methods of work. Styles of leadership used, methods of supervision and control over the employees. This is where the individuals and groups cooperate with the organisation to create a working environment.
4. The environment- Last but not least the work environment. This includes Economic activity, social and cultural influences, government actions. The company must work as part of the bigger picture of the country or area it located in and must abide by these laws and traditions.

2.10 Demoralization
Companies need happy employees to function well. After all, happy employees are more productive and loyal, both of which translate to better profits and better results. And so, companies do what they can to keep workers content and fulfilled.
These are a few factors that can help managers know how to spot demoralized employees and what they can do to try and fix the situation.
 1. No feedback
Asking employees for input on the decisions that affect them.  Here’s an example: ‘an employee works at a company that redesigns their cubicles. The new desks are smaller than their old ones, and people can’t see over the dividers – overall, everyone using the new set-up hates it. The issue is that HR didn’t consult the employees who would be affected by the desk switch before they made the change. When employees are not given the opportunity to provide feedback, it gives them the sense that the company does not value their input.’


Solution:
Team will bring up issues that trouble them at weekly meetings, even if it is something they think should be changed. Feedback is one of the most important factors that can lead to employee motivation.




2. Favouritism:
This is one of the worst ways the manager can lead his team in the workplace. Seeing a manager only meet one-on-one with certain workers, or always choose younger employees for their projects while pushing out the older employees, can quickly derail a department’s morale.
Solution:
Keeping a sharp eye out for favouritism, and encourage employees to share any concerns they have. And if problems are discovered, deal with them immediately.
3. Casual disregard
The worst thing a manager can do is take their team for granted such as being late for meeting and listening half-heartedly. This sends the message that they do not care about what is going on in their department.
Solution: 
Don’t miss meetings. And if you have to miss meetings, provide a reason. Treat the team with respect, and make sure they know that are valued in their role in the company.
These factors are very important in the running of a department. One must be calm, collected, always surveying the situations and open to all suggestions from their employees.
These types of factors are making employees more vulnerable and making them leave the hotel in search of another where they will be treated as important individuals. Happy employees are more motivated; they will work harder and make the manager’s job easier, and will make more profit in the long run for the business.

Motivated workers have higher levels of engagement, better health and are able to work longer. Improving motivation at work is key component in meeting the challenges of and improving the EU’s long-term competitiveness on a global scale. This means that fostering motivation at work isn’t just about personal or business success, it is also about Europe’s success.
Europe’s ageing workforce has resulted in a renewed focus in both academic circles and among policy-makers on the concept of ’sustainable work’. Sustainable work is achieved when living and working conditions are such that they support people in engaging and remaining in work throughout an extended working life. Factors that discourage or hinder workers from staying in or entering the workforce therefore need to be tackled and removed.
These goals can only be achieved if workers are in good health, qualified and motivated to do the work. Job quality and the work environment are therefore key components in allowing workers to remain longer in the labour market.
Improving working conditions to protect workers’ health is a long-standing issue and was on the agenda at the dawn of organised industrial relations. Motivation, however, has not received the same level of attention – partly due to its complexity and subjectivity. This needs to change if we are to dramatically improve work sustainability.

[bookmark: _Toc10047463]2.11 Money or pleasure? Intrinsic vs. Extrinsic motivation
‘Intrinsic motivation refers to behaviour that is driven by internal rewards. In other words, the motivation to engage in behaviour arises from within the individual because it is naturally satisfying to you. This contrasts with extrinsic motivation, which involves engaging in behaviour in order to earn external rewards or avoid punishment.’
‘Extrinsic motivation refers to behaviour that is driven by external rewards such as money, fame, grades, and praise. This type of motivation arises from outside the individual, as opposed to intrinsic motivation, which originates inside of the individual.

Empowerment and motivation happen when people can manage their own life style, and create their own expectations. That’s why the outcome frame tool is a powerful first step. It is important to help find out what they really want and how they know when they’ve got it. Helping people to focus on the outcome they want to create, not the problems that can be avoided, activating their reward (pleasure) network. Once people know what they really want, it will help to create a stable and comfortable work environment.

Motivation at work, either intrinsically driven by the content of the job or by organisational factors such as recognition of work well done, appropriate payment, career prospect or fairness, is important for employees in various regards. Motivated employees have higher levels of work engagement, a lower likelihood of their work negatively affecting their health, less days of sick leave and are generally more likely to perceive their job as sustainable. Previous research has clearly highlighted that HR practices focused at the development of employees are linked to higher motivation, work performance and employability of workers.
[image: https://www.eurofound.europa.eu/sites/default/files/image_3_blog_motivation_20032019.png]
Figure 1. Average levels of motivation by sustainable work indicators

It is easy to see the important role of motivation in making work sustainable, but the policies needed to boost worker motivation in work are a little more complex, and are both related to broader employment and social policy, and good workplace and managerial practice. Remaining at work as long as possible does not only depend on the quality of working conditions, but also on numerous other factors. Some, such as health, formal education and income, are more personal; but others are institutional and macro-economic such as pension regime, taxation policy, poverty rate, and the structure of employment by occupations.
In order to make work more sustainable, it is not enough for policy-makers to simply extend the statutory retirement age or introduce bonus-malus systems for companies depending on the share of their older workforce. Workplace organisation and HR practices are fundamental; particularly those featuring horizontal and vertical mobility activities, internal career prospects and opportunities for development.
It is easy to see the important role of motivation in making work sustainable, but the policies needed to boost worker motivation in work are a little more complex, and are both related to broader employment and social policy, and good workplace and managerial practice. Remaining at work as long as possible does not only depend on the quality of working conditions, but also on numerous other factors. Some, such as health, formal education and income, are more personal; but others are institutional and macro-economic such as pension regime, taxation policy, poverty rate, and the structure of employment by occupations.
In order to make work more sustainable, it is not enough for policy-makers to simply extend the statutory retirement age or introduce bonus-malus systems for companies depending on the share of their older workforce. Workplace organisation and HR practices are fundamental; particularly those featuring horizontal and vertical mobility activities, internal career prospects and opportunities for development.



[bookmark: _Toc10047464]2.12Importance of Employee Motivation
There are several reasons why employee motivation is important. Mainly because it allows management to meet the company’s goals. Bad situations in the company are created when employees are not motivated to work.
Motivated employees can lead to leap in productivity and allow an organisation to achieve higher levels of output. Waste of your time and resources.

Improve communication
Positive communication at the workplace is one of the easiest ways to motivate team members. Talking with the employees instead of relying on technology to do it for you. It makes members feel part of a team.
Talking with the employees is a big way of finding out whether the employee is motivated or not Take a coffee break with the employee to insure their satisfaction .It makes you seem like a leader not just a boss.
The valuing of employees ideas is a great plus for the company. The team members also want the company to succeed not just the managers. Management must make the effort to discuss and value the opinions of their employees and implement them in the workplace.
Value individual contributions
The involvement in major contributions of the hotel makes the employee feel like they belong to a family that value their opinion. The management is aware of the effort being given by the employee and really value it.
Management does not have to reward their employees with gifts every single time they did a good job at a task. At times, a simple “Thank You” or “Great job” will suffice.  These meaningful words acknowledge effort, build loyalty and encourage people to work even harder.


















2.13 7 Types of motivation:
1. Achievement Motivation:
It is the drive to pursue and attain goals. An individual with achievement motivation wishes to achieve objectives and advance up on the ladder of success. Here, accomplishment is important for its own sake and not for the rewards that accompany it.
2. Affiliation Motivation:
It is a drive to relate to people on a social basis. Persons with affiliation motivation perform work better when they are complimented for their favourable attitudes and co-operation. This motivation is of greater use where money cannot be used to motivate, especially minimum-wage employees and contingent professionals.
3. Competence Motivation:
It is the drive to be good at something, allowing the individual to perform high quality work. Competence motivated people seek job mastery, take pride in developing and using their problem-solving skills and strive to be creative when confronted with obstacles. They learn from their experience.
4. Power Motivation:
It is the drive to influence people and change situations. Power motivated people create an impact on their organization and are willing to take risk to do so.
5. Attitude Motivation:
Attitude motivation is how people think and feel. It is their self- confidence, their belief in themselves, and their attitude to life. It is how they feel about the future and how they react to the past.
6. Incentive Motivation:
It is where a person or a team reaps a reward from an activity. It is “you do this and you get that”, attitude. It is the type of rewards and prizes that drive people to work a little harder. Most of the unorganized job workers get motivated when they are offered more money.
7. Fear Motivation:
Fear motivation coercions a person to act against will. It is instantaneous and gets the job done quickly. It is helpful in the short run.


How to keep employees motivated at work:
1. Make Expectations Clear
Employees without goals will be naturally aimless. Provide them with clear achievable goals and make sure there are measurable standards in place to evaluate their performance. Victor Vroom’s work on expectancy theory supports the concept that employees must know what action they are expected to take and that it will yield the desired performance.
2. Provide Continuous Feedback
Immediate, continuous feedback lets an employee know that their actions affect the company. It’s hard for you, and the employee, to remember specific incidents when employee performance review time rolls around. Goal-setting theory predicts (quite obviously) that employees are motivated by setting goals and by receiving continuous feedback on where they stand relative to those goals.
3. Correct Privately
Most people are not motivated by negative feedback, especially if they feel it’s embarrassing. The only acceptable place to discuss an ongoing, performance-related issue or correcting a recent, specific error is in the employee’s office or your own, with the door closed.
4. Believe in Your Employees
Whether you tell him so during an employee performance review, or in the break room, an employee whose boss constantly calls them worthless, or a screw-up will feel a lot of emotions. They will not, however, feel particularly motivated to improve their performance.

5. Praise Publicly
Feeling under-appreciated encourages complacency – there’s a reason so many companies celebrate an Employee of the Month. People love praise; they thrive on it. Some research even suggested we’re willing to sacrifice incentive bonuses for public recognition.

6. Make Rewards Achievable
Everyone is familiar with the annual bonus trip awarded to the top-performing employee. The problem is, such rewards usually go to one or two employees. This leaves the rest of your staff feeling like there’s not much point in working hard because the same few people always reap the rewards. 

2.14 Job Burnout
The contrary of Motivation is when an employee starts to feel demotivated, without purpose with the company. This is what is known as Employee Burnout. A lot of employees are feeling the pressure and are suffering from this type of demotivation in the workplace.

‘Job burnout is a special type of work-related stress — a state of physical or emotional exhaustion that also involves a sense of reduced accomplishment and loss of personal identity.’
"Burnout" isn't a medical diagnosis. Some experts think that other conditions, such as depression, are behind burnout. Over the years the research suggests that jobs are not the cause of employee burnout. The imbalance of the personal life and the stress of the work create the employee burnout.
Employee burnout is becoming a huge problem in many countries. The way to fight employee burnout is the distribution of workload. The managers must also be ready to give more tasks to people who are capable and looking for the challenge. This can be a huge ego boost to them and helps to motivate them.


Some causes of employee Burnout:

Lack of control. An inability take control of your work and personal life schedule — could lead to job burnout. So could a lack of the resources you need to do your work.
Unclear job expectations. If you don’t feel like you are capable of doing the tasks handed out or feeling pressured to do too much then you're not likely to feel comfortable at work.
Dysfunctional workplace dynamics. Working with people who pick on the employees or are a nuisance to work with are a bother. This can contribute to job stress.
Extremes of activity. Repetition of the work or lack of work load can use a lot of constant energy to remain focused — which can lead to fatigue and job burnout.
Lack of social support. If you feel alone and left out at work and in your personal life, you might feel more stressed.
Work-life imbalance. If your place of work takes up so much of your time and energy that you don't have the time to go out with your family and friends, you will burn out quickly.


[bookmark: _Toc10047465]Consequences of job burnout

-Employee motivation will decrease with the workload given and these will demoralise them both mentally and physically.
-Sick leave will become more frequent and this will also increase the workload of the other employees.
-Increased mistakes will be made at the place of work and this will affect the productivity of the company and also the profits.
-High turnover rate will also take effect as employees will not be willing to work for the company that invested nothing in them.
 

7 tactics can help employers avoid the negative effects of employee burnout:
-Learn to spot employee burnout- the management must be able to see the signs of an employee not working to their full potential; they must also be ready to deal with the situation given to them.
-Check in with your staff- Meeting must be scheduled with the employees if the managers notice one of the symptoms of burnout. 
-Look for causes- The type of burnout must be identified as there are a lot of types to have. The manager must be prepared to help the employees deal with the situation and the workload of the shift.
 -Don’t overload employees- This can increase the chance of burnout if weight of responsibilities becomes too much which affects employee motivation and performance.
-Allow room for creativity- Helping the employees create the way the company works can help motivate them and work harder for their goal.
-Schedule conscientiously- The manager must be mindful of who is using personal time leave and who is not as the workload might become too much. If an employee doesn’t come to work often, then this is a sign that the employee might be suffering from burnout.
-Recognize top performers–The recognition of accomplishments and accolades help motivate employees .Said ‘well done’ can make the day of the employee and make them more comfortable and less likely to make mistakes in the future.


2.15 Conclusion:
For this reason Motivation at the place of work is very important as it can affect the work of the company, the mental and physical health of the employee and the chemistry of the employee of the team they are working with.
So as regards to motivation is the very basis of the work life of a hotel. The saying goes happy staff happy guests.






Chapter 3: Methodology

3.1 Introduction:
In this section, the problem addressed would be what motivates the employees who work in the reception area to continue to work with the same company over the course of years. What are the items that motivate the said employees, such as money, are the employees just going to work just to earn money without any motivation to what they are actually doing. Are the employees going to work to get some satisfaction and to grow their career within the chosen company, and how are the management and owners of the hotel catering to the needs of motivation for their employees to keep them interested in their work. More motivation, less turnover.

3.2 Qualitative Research
‘Qualitative Research is primarily exploratory research. It is used to gain an understanding of underlying reasons, opinions, and motivations. It provides insights into the problem or helps to develop ideas or hypotheses for potential quantitative research. Qualitative Research is also used to uncover trends in thought and opinions, and dive deeper into the problem. Qualitative data collection methods vary using unstructured or semi-structured techniques. Some common methods include focus groups (group discussions), individual interviews, and participation/observations. The sample size is typically small, and respondents are selected to fulfil a given quota.’
The way this research was conducted was mostly by qualitative research as interviews were conducted with the management of three very prominent hotels in Malta, to see if the management is aware to what leads to motivations, what are the motivation factors for their employees and if they are aware of how to deal with lack of motivation. The interview format given to the managers was as follows;



1. Does the management know what Emotional Intelligence and Motivation is?
2. Does the hotel provide Motivation and Emotional Intelligence training to its managers?
3. Does the hotel prioritise motivation to its staff?
4. Do you believe you are informed enough about Emotional Intelligence and Motivation?
5. How is it that you were informed about the said subject?
6. Do you believe Emotional Intelligence is a keystone for the organisation?
7. Do you believe investing in motivation training and knowing about work psychology can improve the employee’s performance and mood at work?
8. How does the hotel train its employees to enhance this skill?
9. Do you believe knowing what is going on in your department, is of vital importance with regards to emotions and motivation of the employees?
10. Do the guests notice these small things that the department has done for them?

Looking at the questions asked most of the questions are closed questions about the subject, just looking to know if the management is aware of what is going on in their respective department. However some open ended questions were also asked to see what type of depth the management do to get to the root of the problems. Such examples include if training is provided for employees and managers alike in motivation and work psychology, what type of training is done and how regularly. Most of the questions asked are based on what the employee is going through himself so the questions asked are also in the authors benefit to know if the company is taking care of their employees.






3.3 Quantitative Research:

‘Qualitative research is considered to be particularly suitable for exploratory research (during the pilot stage of a research project, for example). It is primarily used to discover and gain an in-depth understanding of individual experiences, thoughts, opinions, and trends, and to dig deeper into the problem at hand.
The data collection toolkit of a qualitative researcher is quite versatile, ranging from completely unstructured to semi-structured techniques. The most commonly applied qualitative methods include individual interviews, group discussions (focus groups), and behavioural observations.’

In the quantitative research part questionnaires were given to all the employees working at the reception are in all three hotels. The questionnaires used the Lickert scale to make it much easier to be able to show the feelings of the employees without going into depth.
The questionnaires asked whether the management knew what motivation and work psychology was in the work place, what made the employee go to work every day, the motivation needed to go to work and do the job properly. The positions of the employees, the age, the amount of years worked in the company and also past experiences in different hotels were taken into account. A brief description was also given to the team member on what motivation is and what is entails. The second part of the question was closed ended questions regarding how the employees are feeling working in the environment of the workplace. If they feel motivated, if the management tries to motivate them in what they are doing and also if the managers take an interest to see why you would like to work in the company and keep working there and whether support was given from their side. The questionnaires last section was the comments and feedback that the employees could fill out in case that the questions were too limited, a way to express their true feelings about the situation. All the employees were assured that the questionnaire done will be anonymous from the research side, so they can feel at ease that the way they really feel will not impact their career. The three hotels that we did conduct the interviews with were very supportive of the research being done by the author and wished that the hotels would invest more of their time and resources into the training of motivation and work psychology.




3.4 Limitations of the research:

All the interviews and questions were done during the same time period, from November 2018-January 2019. All the participant ants were over the age of sixteen years and all questionnaires and interviews were with the consent of the respective companies and managers who were more than happy to help aid the research. Some limitations the research had were the fact that now all employees were available to fill in the questionnaires and not all of them were willing to do some. Some other limitations were that truthfully not all employees will say what is really on their mind and what they are truly feeling so it makes the research harder to find the results. The biggest limitation felt was the fact that not all the hotels wrote back, wishing to be part of the research so the result is quite limited to hotels that the research was taken from and not as a group of a lot of hotels. The best fact about the research done is that the mangers taking part felt good enough to tell the author that they wish more was done in this area because it is not really an area that is talked about enough or given enough training on.

In the next chapter the author shows the way the data was analysed and seen to make use of how employees are treated by the hotel they work in and if the there is enough done to satisfy the motivation of all employees in the reception area.










Chapter 4 Data Analysis:

4.1 Interviews

Interview with Manager A

Does the management know what Emotional Intelligence and Motivation is?
-Not Really – Just a simple idea about it, meaning the capability of using your own emotions to better and knowingly understand your and others emotions.

Does the hotel provide Motivation and Emotional Intelligence training to its managers?
No – not aware about any trainings relate to this matter.

Does the hotel prioritise motivation to its staff?
-Not aware about it.

Do you believe you are informed enough about Emotional Intelligence and Motivation?
-No.

How is it that you were informed about the said subject?
-Read something online.

Do you believe Emotional Intelligence is a keystone for the organisation?
-no, however it is an interesting guideline that can help you to discern your own emotions.
Do you believe investing in motivation training and knowing about work psychology can improve the employee’s performance and mood at work?
-Well of course employing people not only based on their experience and performances but also on their motivations/emotions, it can be a good tool to drive results and improve their sense of belonging to the company: happy employee=happy guests.

Do you believe knowing what is going on in your department, is of vital importance with regards to emotions and motivation of the employees?
-Managing a department is obviously related to people’s emotions: knowing your employee is very important and can help you to maximise your results and goals.

-How does the hotel train its employees to enhance this skill?
We do conduct training related to improve and enhance their skills (please refer to HR for further assistance).

-Do the guests notice these small things that the department has done for them?
I strongly believe that if you manage to drive the guests into a memorable experience they will remember it: memorable experiences are linked to how you can surprise your guests with small details which they will last in their mind and turn their journey into a positive one.





 Interview with Manger B:

Does the management know what Emotional Intelligence and Motivation is?
-Yes, the hotel is very aware of what motivation and Emotional intelligence is.
Does the hotel provide Motivation and Emotional Intelligence training to its managers?
-The hotel provides very limited sources of motivation training at the place of work. They provide it in a few instances such as the induction, when new employees start with the hotel company, the values the hotel instilled into their employees and they also expect their employees to know what motivation is and how to use it.
Does the hotel prioritise motivation to its staff?
-As a hotel company no they do not, however they provide a few courses on their own website for employees who wish to learn more about the subject of motivation and how to better themselves. No proper classes are provided from the hotel.
Do you believe you are informed enough about Emotional Intelligence and Motivation?
From a hotel perspective the hotel feels they are a bit lacking in this, however the hotel does small things to show they try to motivate their own employees. The recognition of team members is a big step they insist on as it makes the employees feel welcome and appreciated. The heart of the employers to show that they care for their team and not just a person at the desk. The last step is a feel motivation posters and videos that are placed in the canteen for the employees to see.

How is it that you were informed about the said subject?
-The person interviewed said the only exposure to motivation and emotional intelligence was from their own knowledge of the subject as no personal trainings are done.
Do you believe Emotional Intelligence is a keystone for the organisation?
The hotel believes it is an important part of operation; however they do not think that it is a keystone part of the organisation.
Do you believe investing in motivation training and knowing about work psychology can improve the employee’s performance and mood at work?
Definitely, even though it is not done enough, it can definitely help increase the productivity of the employees. It makes the employees happier to be at work and loosen the stress they would be feeling.
Do you believe knowing what is going on in your department, is of vital importance with regards to emotions of employees?
Yes, in the hotel there is an open door policy, so employees feel that they can talk to the management easily. As a hotel they try to share the workload, so it does not feel that they are relying on only one person.
How does the hotel train its employees to enhance this skill?
There are a few ways that they try to train employees, through appraisals regularly done, asking the employees their thoughts and what they think they can do better. Standards of Procedures (SOP’S) are a good way of sticking to the way it should be to make it easier to learn.
Do the guests notice these small things that the department has done for them?
No in a direct way, however they do notice that the employees are proud to be working for the hotel, and that they look forward to help the guests themselves with a smile on their face. This uplifts the expectations of the guests when they see that the hotel company has employees who are willing to work well for them.





Interview with Manger C:

Does the management know what Emotional Intelligence and Motivation is?
-Yes the hotel company is aware of motivation and Emotional Intelligence is. Training is done, induction with new recruits are shown parts of motivation and what is can do. It is then the job of the employee to be engaged in the workplace.
Does the hotel provide Motivation and Emotional Intelligence training to its managers?
-A few parts are training on motivation; however it is more on the manager to know about motivation. Indirect training, such as going to ITS for some courses or even hands on training, like dealing with a situation at the workplace.
Does the hotel prioritise motivation to its staff?
Yes very much, it is implemented upon recruitment and highly invested in from the companies side, to make the employees feel highly motivated and like a family.

Do you believe you are informed enough about Emotional Intelligence and Motivation?
The hotel and management can never be informed enough on motivation and how to use it to their advantage, however the hotel is investing a lot of money into the subject and employees are very well informed on the matter.
How is it that you were informed about the said subject?
Training is done from the induction stage, and more courses are done after that so as to better improve oneself on the subject.


Do you believe Emotional Intelligence is a keystone for the organisation?
Most definitely yes, employees who are highly motivated at the place of work come with a very positive attitude and people working can see that straight away. It helps grow the person and make them feel that they are contributing to helping the hotel company grow.

Do you believe investing in motivation training and knowing about work psychology can improve the employee’s performance and mood at work?
Yes for sure, motivation and emotional intelligence can help in uplifting employees lives, not just at work but also in their personal lives, the journey from the induction where they are just lightly briefed on the subject to mandatory courses on the subject. 
Do you believe knowing what is going on in your department, is of vital importance with regards to emotions of employees?
Of course, employees must feel like they are part of a family and wanted and appreciated. The open door policy always helps in this type of motivation subject as the employees will feel more comfortable to talk about any subject with their employer.
How does the hotel train its employees to enhance this skill?
There are 700 trainings can the employees can choose from, all online, to better them and motivate them to move up from their current positions in the hotel company. Soft skills training are also done within the company so as to better the guest experience at the end of the day.

Do the guests notice these small things that the department has done for them?
Yes but indirectly, they can see the employees are happy to be at the hotel and take pride in their work. They will also recognise the excellent service given.




4.2 Analysis of Interviews

All three interviews were done with the Front office manager and one Guest Relations manager. The answers were based on the manager’s honesty and experience of the service the hotel gives.
The first question asked was whether the management knew what employee motivation and emotional intelligence was. The question was an easy one as all the managers had heard of motivation and were aware of what motivation and emotional intelligence does for the company’s success.
The second question was about whether the managers provide or given any training on the subject by the hotel. All managers answered that the hotels do not have the resources to do this type of training and all the training they give to their employees is the experiences they have dealt with when working at the hotel.
In the third question when asked if motivation training is given to the staff, Manager A said not that they are aware of. Manager B said no training is given to the staff in motivation and Manager C answered that they definitely do motivation and emotional intelligence training. It is implemented upon recruitment and goes for the length of the employee works for the company in terms of online training.	
In the fourth question the managers were asked if they think they are well informed in the subject of motivation. Manager A said no, as they are not aware and have never been given training on the subject. Manager B said the hotel is aware about what motivation training is however the hotel does not have the resources to give training. However they do give incentives on how they better motivate their staff. Manager C said they are well aware of what motivation is but that they can never know everything about the subject. However they have the resources to train all their staff so that they can be well aware of the subject.
In the fifth question the managers are asked on how they are exposed to the subject of motivation and emotional intelligence. Manager A’s response was that the only bit of knowledge they have on the subject is from reading about it online. Managers B said that the only knowledge that the staff and mangers have on the subject is from being exposed to it in their everyday work life. Manager C said that all employees and managers are exposed to it when they are recruited as they are given a brief training in the induction and also online courses throughout the recruitment.
In the sixth question the managers are asked about if they think motivation is a keystone in a hotel organisation. Manager A said that they do not believe motivation is a keystone in the organisation that it is just good for someone to know about. Manager B said that it is important to know about motivation however it is not a keystone for the organisation. Manager C said it is a very important tool to know as it can help not just the organisation to move forward but also the employee will want to come to work and give their all.
Question seven focuses on if the hotels believe that emotional intelligence and motivation can help the employees’ mood and work performance. Manager A said definitely as work is not only about experience and performance but about motivation and willingness to do work. Manager B said yes it is very import as being motivated at work help to move the company to better themselves and better the service given to the guests. Manager C said of course motivation of employees helps to better the work environment and also the personal employee environment as it will lead to a healthier lifestyle. It is a very curious situation as all the managers know how important motivation is to have in the workplace however they are not implementing it into their own workplaces.
In the eight questions the managers are asked about the vital importance with regards to emotions of employees. Manager A said yes it is of vital importance as knowing your employees emotions is a great sign of a leader and is very important to the business. Manager B said that they think it is very important to know the staff they are managing. They believe the open door policy and sharing of workload is a good way of motivating people. Manager C had the same views as Manager B with the open door policy and sharing of workload.
In the ninth question the managers are asked about the training methods for motivation that is done in the hotel. Manager A said that some training is done from their side however it is most from the human resources side. Manager B said that they do about of training in the reception area; appraisal meeting is also good for the employees, and the following of SOP’s for better understanding of the subject. Manager C said that there are a number of trainings that can be done online to better the employee’s knowledge; also a bit of role play is done in the reception area.

In the last question the managers are asked whether they think motivation training and knowledge can be seen by the guests visiting the hotels. Manager A said they do see some improvements as all the members of staff are much more energetic and willing to help to meet the customers’ expectations. Manager B said not indirectly however they do see that staff is highly motivated in their work and willing to go the extra mile for the guests. Manager C said they do not directly see it however the guests see the excellent service given by the staff wanting to be there and are willing to come back.




4.3 Questionnaire analysis:

A total of 60 questionnaires were given to the front office employees of three different hotels. All the information was analyzed and used to see if there can be any improvement that can be done or if motivation is implemented in the place of work. A questionnaire using the Lickert scale was used going from strongly disagrees to neither to strongly agree. What motivates an employee is also seen from the results of the questionnaire.
The first question asked was whether the employees of the said hotel were satisfied working in their respective organisation. Almost all employees expressed that they are very happy to work for the hotel, from the all positions of employees.
The second question was regarding mangers respecting the personal rights of the employees of their workplace. Most of the employees expressed their happiness that the managers are respecting their personal rights and do fight for them if the time was ever need.
The third question was regarding if the managers take an interest in the emotional situation at work. Almost all employees said they did think their manager does take care for their emotions in the workplace however they weren’t as sure as the questions above.
The fourth question talked about if managers were working for the employees benefit. For most of the employees the answer was on the low side as they expressed that the managers are working for their benefit however they don’t see it as a priority.
The fifth question the employees were asked if the manager helps them in any given situation. The answers scale rose back up as most of the employees replied by saying that they are very satisfied with how the managers help them in different situations.
The sixth question asks whether support is given and if it is done properly in the place of work. There were a few mixed results from this as some employees believed that they were receiving the support, while other employees were push to the side by their managers.
In question seven the employees were asked if they think there hotel is a good place for training and for personal development. All the employees of each hotel expressed that they thought they were at the best organisation to further their experience and personal development in the hospitality industry.
In the last question the employees were asked if the management performances wisely and efficiently in their hotels. This was also a mixed feeling answer as most employees were not sure if their management was being managed well to their benefit.


4.4 Questionnaire Results:
1.    


2.    
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In the final Chapter the results will show the conclusion of what the research has show the author, from the information given by the employees and managers of the three hotels and also the limitations of what the research entails and cannot give.

























Chapter 5 Conclusion and Recommendations

Employee motivation and work psychology is becoming a very important part of any workplace, even more so in the hospitality industry. A lot of people working are becoming dissatisfied with the workload given and the ways they have to work for the company without receiving anything back. This is the main cause of lack of motivation as employee will either leave to find better work were they can have an easier workload or they will give back services and this will reflect badly on the company’s image.

The research on this subject has outlined three main causes for an employee’s motivation for work with the company. The first cause is the love of working with people, the employees do not do the work for the company or for the satisfaction of the managers, they only wish to help the guests in whatever way they can and this gives them immense satisfaction and motivation to keep working and getting better at their craft. The main and second cause is for the money, the employees only come to work for the money, they don’t wish to engage with the rest of team and see work as a burden , however will come just for the income at the end of the day. The last cause is for work progression. The employee doesn’t want to stay at the bottom of the workforce, so is motivated to work hard for the company to better their position and get promoted from the company.
A lot of managers have knowledge about what it takes to motivate their employees as seen in the interviews, however due to the lack of resources provided to them by the company and the lack of investment by the owners, they cannot motivate their employees how they would like. The system is changing, more and more hotel companies are seeing the perks of implying motivation into their hotels as at the end of the day happy employees, happy guest and more income for the owners. An employee can tell straight away from joining the team that from the environment they are put in, if the employees are motivated and this could in fact motivate the said employee, or if everything just slides under the table and employee are not motivated by what they do at work.
The research shows that all the employees of these three established hotels are enjoying working for the company, even without the awareness of the what motivation can do to them if the company invests in the project more. From the questionnaires the employees are willing to learn more for the benefit of making the company better but, the companies are just not investing back from their eyes and the result of that is the turnover of the reception. The guest also notice this as each time they return back they would ask if that certain person still worked at the hotel and most employees wouldn’t even know who they were talking about.
At the end of the day it is not the manager’s entire fault for not managing to motivate their teams as even the managers themselves need to be motivated by their higher-ups. It is the duty of the owners to recognise the impact motivation has for the company and invest in better technology that allows employees and managers alike to tap into the researches to better themselves. If they manage to do this there will be significant fewer turnovers in the hotel.
The reason the author has chosen to conduct this research for this specific subject is to raise awareness on motivation and what it does for a hotel company. Hotels outside of Malta have realised the importance of motivation in the workplace and how to use work psychology to ones advantage, however Malta is still very behind in these types of areas because of lack of investment and lack of good technology. The hotels are getting better however they still have a long way to go if they wish to make the employee feel like the company is the best place for them to work and not even cross their mind to leave for another hotel.
In conclusion to the research done on motivation, the results found in this research show that employees are willing to do their utmost for the sake of the company they work with. It is shown that it is not only done for the sake of money but for personal growth and for the guest also, so owners and managers should invest highly on these types of employees to show that they value and appreciate them, that they are not just another number working for the company. That is the biggest reason hotels are losing good and motivated people.
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Chapter 7 - Appendices

Appendix A: Interview Template

1. Does the management know what emotional intelligence is?
2. Does the hotel provide emotional intelligence training to its managers?
3. Does the hotel prioritise emotional intelligence to its staff?
4. Do you believe you are informed enough about emotional intelligence?
5. How is it that you were informed about this?
6. Do you believe emotional intelligence is a keystone for the organisation?
7. If yes, how?
8. Do you believe investing in emotional intelligence and knowing about work psychology can improve the employee’s performance and mood at work?
9. If yes, how?
10. Do you believe knowing what is going on in your department, is of vital importance with regards to emotions of employees?
11. How does the hotel train its employees to enhance this skill?
12. Do the guests notice these small things that the department has done for them?







Appendix B: Questionnaire Template

To whom it may concern,
My name is Stefan Cappello, I am a 3rd year B.IHM (Hons) student at the Institute of Tourism Studies. I am currently working on my thesis regarding Motivation in the reception area.
I would very much appreciate if you would please take a few minutes of your time to provide feedback about your experience.  
Thank You.

Motivation:
Motivation is the reason for people's actions, willingness and goals. Motivation is derived from the word motive which is defined as a need that requires satisfaction. These needs could also be wants or desires that are acquired through influence of culture, society, lifestyle, etc. or generally innate. Motivation is one's direction to behaviour, or what causes a person to want to repeat behaviour, a set of force that acts behind the motives. An individual's motivation may be inspired by others or events (extrinsic motivation) or it may come from within the individual (intrinsic motivation). Motivation has been considered as one of the most important reasons that inspire a person to move forward.

Section A

Gender:
Age:
Position:
Years in service:



Section B

	
	Strongly disagree
	Neither
	Strongly agree

	Question
	1
	2
	3
	4
	5
	6
	7

	Overall, I am satisfied working in this organisation
	
	
	
	
	
	
	

	People in senior management respect my personal rights
	
	
	
	
	
	
	

	Managers take an interest in my emotional situation at work
	
	
	
	
	
	
	

	Managers are working for my benefit
	
	
	
	
	
	
	

	Managers can help me in any given situation
	
	
	
	
	
	
	

	Support is given often and well
	
	
	
	
	
	
	

	This is a good place for training and personal development
	
	
	
	
	
	
	

	Staff is managed wisely and properly
	
	
	
	
	
	
	




Section C: Comments and Feedback
  ________________________________________________________
            ____________________________________________________  
[bookmark: _Hlk530924943]            ____________________________________________________
               ___________________________________________________
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Overall, I am satisfied working in this organisation	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	25	20	15	0	0	


You feel motivated at the work place 	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	30	20	10	0	0	


People in senior management respect my personal rights	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	35	15	10	0	0	

Management tries very hard to motivate me at work
Management tries very hard to motivate me at work.	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	20	25	15	0	0	

Managers take an interest in my emotional situation at work
Managers take an interest in my emotional situation at work.	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	30	25	5	0	0	


Managers are working for my benefit	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	32	17	11	0	0	


Managers can help me in any given situation	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	28	24	8	0	0	


Support is given often and well	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	31	22	7	0	0	


This is a good place for training and personal development	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	28	26	6	0	0	


Staff is managed wisely and properly	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	27	24	9	0	0	
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