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Abstract: The aim of this thesis was to find out the effect of employee’s motivation on organization and the different
type of motivations. It also obtain an understandings on what motivates an employee to work better for the overall
benefit of the organisation, the thesis provides also an avenue for organization to gather information concerning what
employees thinks about their job or how employees perceive their present job. The thesis also analyzed various reward
systems and how it can be used by a company, also it looks into organizational culture and how it influence employee
behaviour.
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INTRODUCTION
Motivation has been extensively researched. In the mid twentieth century the foremost significant motivational theories
came up, namely Maslow’s hierarchy of needs (1943), Herzberg’s two-factor theory (1959) and Vroom’s expectancy
theory (1964). Those researches centered on motivation in general and employee motivation more particularly. In the
preceding years different definitions of motivation were defined, eg. Herzberg (1959) defined employee motivation as
performing a work related action because you want to. Normally it is agreed that employee motivation can be
distinguished in intrinsic and extrinsic motivation (Staw 1976, 49-52). Staw indicates that one of the first efforts to make
that distinction was in Herzberg’s Two-Factor Theory. Nevertheless, the discourse on intrinsic and extrinsic motivation is
more from latter years (e.g. Amabile, 1993 and Deci & Ryan 2000). The discourse on how intrinsic and extrinsic
motivation can enhance employee performance (Ramlall 2008, 128). The relationship among employee motivation and job
performance has been studied in the past (Vroom, 1964). But high statistical relationship between the two were not
instituted. Notwithstanding, later on research resolved that employee motivation and job performance are indeed
mutually related. This correlation is studied in this thesis and the objective is to render useful information to managers on
how employees’ performance can be increased by intrinsically or extrinsically motivating them. Diversity at workplace has
provided managers with substantial magnitude of problems, the big difference between employees in every organization
means that there is no best way to deal with such problem. What motivates some employee to perform very well may be
discouraging to other employee, therefore it poses a big challenge to present day managers. In this thesis, culture in
human resource management is discussed as well as performance management and different type of reward system.
BACKGROUND

From all the processes of human resource what can be developed in hotel industry, motivation represents the process by
which employees are directed to work in order to achieve the company’s goals. Motivating employees is a challenging
task for managers in every organization. This challenge is amplified for managers in the hospitality industry as it is labor
intensive and most of the employees have direct contact with customers. This study will help Maldron Hotels, four of
them Maldron Parnell Square, Maldron Smithfield, Maldron Pearse and Maldron Airport to realize more appropriate ways
of motivating its front desk staff to induce high performance, as well as forming policies or decision schemes to motivate
employees in order to have increased performance within the company. Everybody has ‘motives’, is motivated and every
employee has different ways to become motivated. Employers need to get to know their employees very well and use
different tactics to motivate each of them based on their personal wants and needs. It is very well known that employee
performance ‘held the key to business successes.
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The motivation, the drive, or compelling force that energizes people to do what they do comes from either inside the
employees (intrinsic motivation) or from the environment (extrinsic motivation). Intrinsic motivation derives from within
the person. It refers to the direct relationship between a worker and the task, and is usually self- applied. Examples of
intrinsic motivation are achievement, accomplishment, challenge and competence which are derived from performing
one’s job well . Extrinsic motivation comes from the work environment, external to the person and his or her work.
Good salary, fringe benefits, enabling policies and various forms of supervisions are good examples of this type of
motivation.

Relevant Research

Saunders, state that the dissertation topic must be something the researcher is capable of undertaking and one that
excites the researcher’s imagination in addition to having the necessary skills. The researcher’s experience in the Maldron
Hotels, accompanied by his belief in a well motivated staff has captured the researcher’s interest. Since individuals are
unique in their own ways, it is essential that management at Maldron Hotels identify the individual needs of their
employees and motivate them accordingly. Motivation is critically important for workers. Among other things, it puts staff
into action. It also improves the level of efficiency of employees. Apart from that, it leads to the achievement of
organizational goals; it builds friendly relationship and finally it leads to stability of workforce. The amount of effort an
employee expends toward accomplishing the hotel’s goals depends on whether the employee believes that this effort will
lead to the satisfaction of his or her own needs and desires. From this straightforward approach the key to facilitate
motivation lies with managers, accurately understanding what their employees want from their work. Using that
knowledge, a manager can more effectively channel employee effort toward organizational goals.

Research objectives

Review best practices in Employee motivation techniques.

Present employee motivation techniques used in Maldron Hotel Chain.

Analyze efficacy of the techniques deployed.

The study will attempt to identify whether all the front desk staff from four Maldron Hotels are well motivated and if all
the managerial actions are motivating properly the staff. All of the primary research will be compared with the current
available literature and research.

Rationale

The motive behind this study is to understand the importance of work motivation in hospitality industry and to stress on
the differential effects of each motivation tools which the organizations choose to implement. The study also aims to
show the importance of choosing appropriate form of motivation tools at hotel business to increase productivity. 1.6
Recipients for Research. The main recipients for this research will be the dissertation supervisor and the awarding bodies
of Dublin Business School. Further recipients will include Senior Management and the front desk staff within each of
Maldron Hotels.

Background of the researcher

The researcher is a student on the MBA course with specialization in project management. During her professional
career, the researcher noticed that various groups of employees act and react differently to various managerial and
motivational techniques posed by their peers.

Learning style

The MBA courses has thought the author a lot about herself as a learner, provided her with the correct terminology and
theories of adult learning and styles of learning, which she founds to be useful and a great insight to herself.
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Literature review
A literature review provides a general idea of what research has been carried out by authors which is relevant to the
research objectives.
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It reviews all the current information on the chosen topic found in journals, books, articles etc. Saunders, state that “a
critical review of literature is necessary to help you to develop a thorough understanding of, and insight into, previous
research that relates to your research question(s) and objectives”. Employee motivation has been the focus of research in
academic circles as scholars seek to understand what motivates employees in a variety of work settings. Particularly in the
hotel industry, where the work is labor intensive and turnover is high, understanding workers attitudes, motivation
techniques used in order to increase motivation had become an important issue for research. Communication should be
clear, consistent, correct, and effective between employer and employee, and effective communication is vital to
understand employee needs. Employee satisfaction with the communication process could be a technique in the complex
process of motivation. Despite the importance of employee motivation in the hotel industry, relatively little research has
focused on hotel employee motivation techniques. Most previous studies have concentrated on identifying the factors
that are motivating employees not on the techniques used and on the efficacy of the techniques deployed. To find out
what motivates an employee and which are the techniques used to do so, it is important to look at the relevant theories
behind the phenomena.There is an underlying concept that financial and non- financial rewards impact motivation for
work and the connection between job satisfaction and performance. Academics remain divided in their beliefs about
motivational theories, resulting in two broad categories, content and process theories. According to Moorhead &Griffin
”Needs theories represent a content perspective as they are more interested in finding out whatare the aspects that
motivate behaviour. While process theories focus on how motivated, orientated and how individuals satisfy needs.” In
our days it is generally accepted that the tourism and hospitality industry is labour intensive and it is attributed to the
traditional importance and irreplaceable role of personal service in service delivery. Hospitality industry is widely known
as a ‘people industry’ requiring people skills from its workers. Due to the fact that turnover has increased in hospitality
industry we try to see which would be the most suitable techniques that can motivate and retain staff in this industry.
Employee Motivation

There are many reasons for the apparent difficulty in defining motivation. Suffice it to say that there are paradoxically few
philosophical orientations toward the nature of human beings and what can be known about people. Some theorists deny
the usefulness of the concept altogether, and concentrate primarily on the consequences of behaviour as its causes. Some
writers view motivation from a strictly physiological perspective, while others view human beings as primarily hedonistic,
and explain most of the rationality of people, and consider human behaviour to be the results of conscious choice
process. At the broadest level, work motivation is a psychological process that influences how personal effort and
resources are allocated to actions pertaining to work, including the direction, intensity, and persistence of these actions.
Motivation is a complex process. Each employee has some need, some desire, or some emotion. The key is finding that
motivating force, which varies from individual to individual and from time to time within the same individual. Motivated
employees are needed in our rapidly changing workplace; they are more productive and are helping organizations to
survive. “To be effective, managers need to understand what motivates employees within the context of the roles they
perform.

Motivation Process

A typical motivation model or process is comprised of four parts or steps, these being needs, establishing goals, taking
action and attaining goals . Motivation is usually brought about by the acknowledgement of unsatisfied needs. Such needs
generate wants, which can be described as a desire to achieve something. To overcome these needs, goals are formulated
and followed. If the goal is attained then the need is deemed to be satisfied and a similar approach will be taken the next
time. However, the same approach is less likely to be adopted should the goal fail to be attained.

The Process of Motivation

According to Armstrong there are two types of motivation. These are intrinsic and extrinsic motivation. According to
Ryan & Decil5 intrinsic motivation can be viewed as carrying out an activity for the satisfaction that derives from doing
such an activity and job done rather than the rewards offered for doing it. While extrinsic motivation develops from the
connection between carrying out an activity with the aim of attaining a distinguishable outcome.

Herzberg’s two sets of factors affecting motivation

If hygiene factors are unsuitable, employees become dissatisfied. However, adding more of this hygiene (like incentives) to
the job is inappropriate to try to motivate someone, because lower-level needs are quickly satisfied.
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Soon the person simply inquires, “What have you done for me lately? | want another raise.” Instead of relying on hygiene,
in Herzberg’s opinion, if the employer is interested in creating a self-motivated workforce should emphasize “job
content” or motivator factors. Managers do this by enriching worker’s jobs so that it seems to be more challenging and
by providing feedback and recognition. Through this appears the sense of enjoyment and achievement that provides the
necessary motivation, not some extrinsic element like pay or supervision. The motivation, in a sense, comes from the
person’s purpose and abilities, and just doing the job provides the motivation. Among other things, Herzberg’s theory
makes the point that relying exclusively on financial stimulants is risky, and that the employer should not ignore the
benefits of providing the recognition and challenging work that most people desire. Notably, Hertzberg purposes that not
only can management improve performance by varying motivational factors. Management can vary hygiene factors to
reduce levels of dissatisfaction. Hertzberg’s findings conclude that satisfaction and dissatisfaction are on separate spectra
and therefore are not mirror images of each other. Satisfaction is not the opposite end of the spectrum to dissatisfaction,
rather satisfaction does not exist. Furthermore, if hygiene factors are causing dissatisfaction, increasing motivators will not
increase motivation. Arguably the most well-known author of motivational theory is Abraham Maslow (1943).

o
italiation

Belonging Needs

Maslow - Hierarchy of needs

Maslow developed the concept”’Pyramid of Requirements” or “Hierarchy of Needs”. By applying both abstract
philosophical deliberation and clinical observation Maslow was able to identify five categories of human needs. In this
scheme of pyramid or hierarchy, higher level needs are addressed only when those on the immediately lower level have
been satisfied. Maslow conclusion is particularly relevant to motivation behaviour for certain behaviour or action that
should bring about the satisfaction of the need. Maslow’s concept of various levels of needs is tempting with its clarity and
logic. His theory is, of course, not undisputed; almost every theory in every field will have its opponents. Criticism of this

theory is evident as Adair (1990) argues that the concept of self actualization is regarded as being far too vague and
ambiguous for practical application.

» These include need for basic material necessities. The desire for
el psychological and physical safety needs
Neecs

£ * These include the aspirations individuals have for maintaining
fuue significant interpersonal relationships and recognition. The desire
s for satisfying interpersonal and friendship needs.

+ These include the need for self development, personal growth
and advancement,
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OBJECTIVES

In view of the above, the present study sets following objectives:

To identify competency gaps and bridging such gaps through appropriate training and developmental programme;

To analyze rationality of career development initiatives exclusively meant for employees; and

To analyze the impact of HR processes for development of people on plant performance during post-restructuring
period.

EMPLOYEE PERFORMANCE

An effective performance management action is an important tool for employee motivation for optimal performance.
However, it is not an enough condition for effective performance management. The most important issue with any
performance management system is how critically it is taken and how devotedly it is used by managers and employees.
(Pulakos 2009, 103) Performance management is all about perfection, synchronizing, upgrading to create value for and
from customer with the result of economic value creation to stockholders and owners. The expansion of performance
management is clearly very large, which is why performance management must be viewed within an enterprise as a tool
to improve on employee motivation for high performance. (Cokins 2009, 9) Efficient management of performance
requires a strong apprehension of the performance domain. That is, apprehending the obligation and projects that are
part of the job description within a company or organization. Once you have a full skill of what the job requires, you have
the basis for assessing and enhancing performance. This is the foundation for assessing and improving performance within
a company. When this is lacking, the outcome is a missing link in evaluating employee performance and the possibility of
improving on the employee performance within the organization. Moreover, there is also the missing link in assessing
employee’s performance in relationship to other colleagues in the same job description (Robert 2003, 7).

Performance in organization

Performance in organization can be divided into organizational performance and job performance (Otley 1999, 363-382).
According to Otley, the performance of organization is subjected to the performance of employee’s job performance and
other components such as environment of the organization. The difference between organizational and job performance
is apparent; an organization that is performing well is the one that is successfully reaching its objectives, in other words:
one that is in effect carrying out an appropriate plan and job performance is the single outcome of an employee’s work.
Furthermore, high job performance is the ability of the employee himself. The employee must be able to give a better
results and also have a high productivity (Hunter, 1986, 72 - 98).

Job performance

A good employee performance is necessary for the organization, since an organisation’s success is dependent upon the
employee’s creativity, innovation and commitment (Ramlall 2008, 128). Good job performance and productivity growth
are also important in stabilizing our economy; by means of improved living conditions, high wages, increase in the
availability of goods for consumption, etc (Griffin et al 1981) Griffin et al. also argue that therefore research of individual
employee performance is important to society in general. Employee production and employee job performance seems to
be related; e.g, in the US. performance in some cases are measured as the number and value of goods produced.
However, in general, productivity is associated with production-oriented terms (e.g, profit and turnover) and
performance is linked to efficiency or perception-oriented terms (e.g., supervisory ratings and goal accomplishments
(Griffin et al 1981, 655-664)

Measuring job performance

In every organization, the decision to elevate, retain or sack an employee have to be made on a regular basis. These
decisions were made through nepotism and patronage, where personal relationships within the organization had a
massive effect on employee’s promotion and sacking decisions. Personal relationships are still significant today, though,
many organizations are systematically assessing employees performance in order to increase productivity and ultimately
profits. According to Perry and Porter (1982), the performance of many employees probably will be measured despite
the lack of availability of general accepted criteria. (Anthony & Govindarajan. 2007, 462).

REWARD SYSTEM FOR EMPLOYEES

Employee reward system consist of an organisation’s incorporated policies, processes and practices for rewarding its
employees in union with their contribution, skills and competence and their market value. It emerges within the
framework of the organizations reward philosophy, plan and policies. The reward systems of employees has arrangements
in the form of processes, practices, structures and procedures which will provide and maintain appropriate types and
levels of pay, benefits and other forms of reward. The reward system comprises of financial rewards (Fixed and variable
pay) and employee benefits, which together contain total compensation.

Purpose of reward

Reward system is very crucial in any organization as the process that is in control of human attitude within organization.
It helps to assert not only performance in relation to present goals but also determines the possibility of people joining
and remaining in an organization. It also influences the degree to which effort is directed in the growth of the organization
future capacities. If correctly dispensed, reward system can lead to charming attitude for an organization. On the other
hand, if incorrectly dispensed, reward system can lead to the rapid drop of an organization (Flamholtz 1996, 99).
Financial reward

Lots of financial bonuses are available. Some of these bonuses provides the employee with monetary cash.
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Incentives based on performance against budget, quality or other measures may be used as prompt financial inducement.
Management rewards by incentives have become famous in some organsation as a means of supplying employees with a
quick booster for finishing a project or activity. Though the figure of companies handing over cash award has risen, only 7
percent actually use such reward at present. (Ulrich & Lake 1990, 157).

CULTURE IN HUMAN RESOURCE MANAGEMENT

Count Do you receive informal feedback on your performance? Total
Never Once ayear | Twice a year | Once a month Weekly
Work Recognition
Strongly Agree 3 15 15 2 2 37
Agree I 5 3 I I I
Disagree I 0 0 0 0 I
Strongly Disagree I 0 0 0 0 I
Total 5 20 18 3 3 49

The conception of organizational culture, which for reason of briefness is simple called culture, though it is difficult to

define. The complexness to a certain extend stems from the wide and different use of the term culture. Moreover, the

complexness to some extend is the result of the fact that most culture is hidden from the eyes of the beholder. It is

hence like the known large mass of floating ice, which only one tenth of it is visible out of the water. That is why we can

go by the coherent biblical saying that “one knows the tree by it fruit” as a worthy account to fit the metaphor, to say

culture develops the everyday reality of an organization (Schabracq 2007, 7).

Managing cultural differences

Managing cultural difference in the work place is not the sole responsibility of the administration manager, but of each and

every individual in the organization, it is a collective effort to yield a successful management of diversity in the workplace.

Managers working with diverse individual must first of all educate themselves for the management of diversity. The

manager can enhance an organizational attempt to handle diversity by reaching for understanding, empathy, tolerance and

communication. Few managers can grab the basic concept of equal employment opportunity to an unimportant level.

Cross Tabulation Perception of Recognition versus Receiving Informal Feedback

CONCLUSION

Firstly, it can be concluded that it is surely potential to motivate employees to work well for an organisation and that it is

vital task for managers. It appear to be that there exist a self-rewarding circular correlation amongst the performance,

satisfaction and motivation of an employee; an employee accomplish a high performance, hence inner satisfaction springs

up and the employee is motivated to perform well in the future. It is said that a high performance can be attained when

the organsation renders certain job characteristics.
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