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Efektivni vedeni a motivace zaméstnancu

Souhrn

Prace zkoumd vedeni a motivaci zaméstnanci. Potvrzuje se, ze motivace hraje
zasadni roli pfi zajiStovani faddného zapojeni zaméstnanci do pracovnich procest
a vysokého vykonu. Vysledky praktické ¢asti ilustruji soucasnou situaci s motivaci
a vedenim zamé&stnanct v ¢eském hostelu sité hoteltl a ubytoven. Ukazalo se, Ze hotel ma
znacné problémy: vzhledem ke svému finan¢nimu modelu nemize svym zaméstnanciim
nabidnout dostatecnou finan¢ni motivaci a vedeni nedokaze zcela pochopit roli nefinan¢ni
motivace a potencidl vedeni ve spoleCnosti. Pro spolecnost bylo vyvinuto nékolik
doporuceni, vcetné doporuceni, jak upravit model vétSich financ¢nich bonust, zkratit
Casovy plan motivac¢niho planovani, zapojit odborniky tietich stran a zaméfit se na snizeni

fluktuace zaméstnancti pro zvysSeni motivace zaméstnancul.

Klic¢ova slova: a&o Hotels and Hostels, finanéni motivace, formalni vedeni, motivace

zameéstnancl, motivace, nefinan¢ni motivace, neformalni vedeni, fizeni, vedeni lidi.



Effective leadership and motivation of employees

Summary

The thesis investigates leadership and motivation of employees. It has been
confirmed that motivation plays an essential role in ensuring the staff’s due involvement in
work processes and high performance. The findings of the practical part illustrate the
current situation with employee motivation and leadership in the a&o Hotels and Hostels
network. It has been shown that the hotel endures significant problems: due to its financial
model, it cannot offer sufficient financial motivation to its employees, and the management
fails to comprehend completely the role of non-financial motivation and the potential of
leadership at the company. A number of recommendations have been developed for the
company, including the ones to make modify the model for greater financial bonuses,
reduce the timespan of incentive planning, involve third-party experts, and focus on

lowering staff turnover rates for increasing employee motivation.

Keywords: a&o Hotels and Hostels, employee motivation, financial motivation, formal
leadership, informal leadership, leadership, management, motivation, non-financial

motivation.
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1 Introduction

A company’s human potential is one of the key assets and main factors
preconditioning the effectiveness of its overall business performance. The extent to which
the companies are able to drive their staff’s maximum performance predefines their
opportunity to become innovative, satisfy the demand of customers and overcome their
competitors. To fulfill such goals, an entity’s manager should use effective staff motivation
techniques, at the same time delivering high-quality leadership to direct the general
corporate effort.

The choice of this topic for the research is justified by the fact that effective
leadership and motivation are indispensable in any field of professional activities, and the
knowledge of this domain is important for young professionals who seek developing their
skills and expertise. The motivation for this particular topic is also due to the author’s
personal interest in professional motivation and the present-day methods and tools used to
enhance employees’ motivation.

The performance of this research dedicated to leadership and motivation is set to
illustrate the current specifics of the two phenomena and to explain who they are

practically applied in companies and what benefits they can bring.
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2 Objectives and Methodology

2.1 Objectives

The aim of the thesis is to show the relationship between leadership and motivation,
to understand key concepts that link both. In order to explain how the relationship can be
improved, the contribution of various theoretical models of leadership and motivation will
be investigated. The main objective to propose solutions that eliminate potential problems
of company which affect level of motivation and cause weaknesses in work.

The research questions of the thesis are the following:

e RQI: Based on the example of the chosen company, how does effective

leadership affect employee motivation.

e RQ2: Do formal and informal leadership affect employee motivation

differently?

2.2 Methodology

The main methods to used included secondary and primary research. Secondary
research was used to cover the main theoretical aspects of the topic and reveal appropriate
data. The quantitative method was used to analyze (measure) motivation of employees and
leadership styles of managers. Employees were interrogated according to a questionnaire
which was based on relevant literature and personal experience. An interview was held

with the manager. The results were transformed into tables and graphs.
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3 Literature Review

3.1 Motivation: Definition and Characteristics

Before proceeding to the analysis of motivation at the workplace, it is worth considering

the main basic characteristics of this phenomenon.

There are different definitions of motivation in literature today. Thus, according to the
definition by Mitchell, as cited in Mullins (2010, p.471), motivation should be understood
as “the degree to which an individual wants and chooses to engage in certain specified
behaviours.” Dubin, as cited in Mukherjee (2005, p.114), argues that motivation is “the
complex of forces starting and keeping a person at work in an organisation. Motivation is
something that moves the person to action. and continues him in the course of action
already intiated.” According to another definition cited in Mukherjee, namely the one
offered by McFarland, motivation should be seen as “the way in which urges, desires,
aspirations, striving or needs direct, control or explain the behaviour of human being.”
Napolitano (2018, p.6) defines motivation as from the psychological point of views as “a
combination of dynamic factors at any given moment, which influence an individual's
behavior towards a goal in time.” Finally, van Dam and Marcus (2007, p.208) state simply

that motivation stands for “an individual’s inner readiness to engage in certain activities.”

Thus, although the definitions provided above are slightly different, they all convey the
same general idea: motivation stands for a range of factors which prompt an individual’s
particular sets of behavior. As a result, it can be stated that there are several key functions
inherent of motivation, namely the stimulation of an individual’s actions, the direction
shaped for such actions, and the control over and support of the individual’s behavior

within the given conditions.

Today, there are many theories dealing with motivation and the explanation of this

phenomenon. Below, the most widespread of such theories are investigated.
1. Maslow’s hierarchy of needs.

Rakowski (2011, pp.4-5) states that, according to Maslow, all human motivation factors
can be presented in the form of a pyramid (Figure 1 below). A human being always seeks

satisfying their physiological needs first (lowest pyramid level): the need for food, sleep,
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clothing, shelter, and so on. As these needs are satisfied, the next level is engaged,
embracing all needs related to safety. When physiological and safety needs are procured,
the person can proceed to fulfilling their other needs, including the ones for love and
belonging, esteem, and self-actualization. The main idea of Maslow’s model is that
motivation needs tend to progress with the fulfillment of the previous level of needs.
Maslow noted that the particular order of needs can be different for particular individuals
or situations. Today, the theory remains one of the most influential in motivation studies,
however its main criticism includes rigidity, ignoring of cross-cultural differences, and the

general order of stages in the structure.

Figure 1: Maslow’s hierarchy of needs

Self-actualization
desire to become the most that one can be

Esteem

respect, self-esteem, status, recognition, strength, freedom

friendship, int

Safety needs

personal security, employment, resources, health, property

Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Source: McLEOD, 2018

2. Alderfer’s ERG theory.

As can be seen from Figure 2 below, the motivation theory developed by Alderfer
proceeds from the theoretical findings of Maslow and develops them. According to Kessler
(2013, p.254), the acronym ERG in the theory’s name stand for Growth, Relatedness,
Existence. Alderfer believes that needs in the pyramid can be united into classes. Thus,
Maslow’s physiological and safety needs are united into existence needs; relatedness
covers social needs and self-esteem, and growth needs extend over self-esteem and self-

actualization. The main differences with Maslow’s theory, however, are the following.
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First, Alderfer claims that needs on different levels can be pursued by an individual at
once. Second, different levels of needs can be satisfied in different times, unlike Maslow’s
claim related to their sequential fulfillment. Another important difference is that Alderfer
believes that, should a particular need on a particular level be not satisfied, the individual
can return to seek satisfying another need on this level to compensate for the lost

opportunity.

Figure 2: Alderfer’s ERG theory

Growth

Actualization

Self-Esteem

Relatedness

Safety
Existence

Physiological

Source: Expertprogrammanagement.com, n.d.

3. McClelland’s theory of needs.

In contrast to the three previous theories focusing on the hierarchy of needs, McClelland
delivers a three-dimensional model of motivation (Figure 3 below). As explained by
Robbins (2001, pp.134-135), McClelland assumes that there are three main work
motivations: achievement, affiliation, and power. Achievement motivation embraces the
needs related to reaching particular achievements, mastering new skills, obtaining new
competences, and so on. Affiliation motivation is related to the need for the sense of
belonging and relatedness. Finally, power motivation stands for the need to have power

over one’s own actions and over others’ actions at the same time. McClelland argues that
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all three motivators are present within a person inherently, however only one of them

dominates, which shapes the main motivation guiding the person’s actions.

Figure 3: McClelland’s theory of needs

Achievement

Affiliation

Source: Free-management-ebooks.com, n.d.

4. Herzberg’s two-factor theory.

Thompson (2013, pp.33-34) states that Herzberg’s theory of motivation assumes the
existences of two key groups of motivation factors, namely hygiene and motivation factors
(Figure 4 below). Motivators include achievements, responsibility, meaningfulness and
challenging nature of work, involvement in decision-making, and so on. These factors
contribute directly to the employees’ level of interest in their work and commitment to the
organizations overall high performance. Hygiene factors include salary, benefits,
conditions of work, job security, and so on. In contrast to motivators, hygiene factors on
their own cannot give positive satisfaction to employees; however dissatisfaction arises
when hygiene factors are absent. The optimum situation for an organization is when both

motivation and hygiene are high.
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Figure 4: Herzberg’s two-factor theory

iEduNote

Low High

Job satisfaction

Job dissatisfaction
( :q R
High Low

Source: iEduNote.com, n.d.

While the theories outlined above are commonly referred to as content theories, there are
also the so-called process theories dealing with the nature and specifics of motivation. For
example, as McPhail (2015, p.346) suggests, an example of such theories is Skinner’s
reinforcement theory. According to this theoretical framework, the provision of benefits
for positive achievements can drive repeated occurrences on the part of the rewarded
person in the future. At the same time, reinforcements which eliminate a person’s negative
state, etc. can be referred to as negative reinforcements. Another framework is Vroom’s
expectancy theory. According to it, there are three factors shaping a person’s motivation to
engage in a particular kind of activities, namely expectancy (belief that greater effort will
yield success), instrumentality (belief that there is an interconnection between activity and

goal), and valence (the person’s evaluation of the reward for their success).

Thus, based on this overview, it can be stated that motivation is a multifaceted
phenomenon embracing a wide range of factors of different nature. The next chapter

investigates the specifics of motivation at the workplace.
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3.2 Specifics of Motivation at the Workplace

Mullins (2010, p.471) states based on Mitchell that there are several key characteristics
inherent of motivation at the workplace. Thus, motivation should be categorized as an
individual phenomenon. This assumes that every individual has a different kind of
motivation shaped by their personal habits, wishes, etc. Next, motivation at the workplace
is intentional. This stands for the fact that motivation remains under the employee’s control
and is associated with their choice of action. Another important characteristic is that
motivation is multifaceted: it consists of arousal (i.e. what makes people activate) and the
direction or choice of behavior (“the force of an individual to engage in desired
behaviour”). Finally, the author argues that motivation should not be considered itself as
behaviour: it just relates to action and both the external and the internal forces which affect

an individual’s decision related to their course of action.

Taking into account the general parameters and characteristics of motivation considered in
the previous chapter and the traits of motivation at the workplace analyzed in this chapter,

it is possible to summarize the main functions of employment motivation based on

Marquis and Huston (2009, p.429):

1. Consolidation of human resources. As soon as employees within an organization
become more motivated, managers get an opportunity to consolidate the human

potential and to achieve a greater synergic effect.

2. Greater effectiveness of employees. Motivation acts as a stimulus for employees to
deliver better work results, which in its turn translates into greater overall corporate

financial performance.

3. Improved loyalty. Motivated employees are more inclined to share the general
corporate values and to become involved in the processes related to the fulfillment
of the stated mission, vision and goals of the company. In its turn, this leads to

reduced staff turnover, and thus to improved work quality.

4. Improved corporate relationships. As employees feel themselves motivated thanks
to the management’s wise organizational policies, they can become integrated more
easily into all internal social relationships and communication with the other

employees and the managers, which is a key prerequisite for better performance.
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5. Achievement of corporate goals. Thanks to the functions outlined above, effective
employee motivation allows in maximizing overall performance in the long run and

achieve excellences across different vectors of corporate business activities.

Mullins (2010, p.472) notes that motivation at the workplace can be divided into extrinsic
and intrinsic. Extrinsic motivation relates to all tangible benefits which employees can
obtain as a result of their effective performance: salary and fringe benefits, promotion,
better conditions of work, security, and so on. At the same time, intrinsic motivation covers
the psychological factors such as the employee’s ability to get appreciation, recognition of
their achievements, and other intangible rewards. Armstrong and Baron (2005, p.103) note
that these types of motivation can be classified as financial and non-financial, adding that
important elements of non-financial benefits are the sense of engagement and commitment,

skills development ad career planning.

According to Frey and Osterloh (2002, pp.5-11), intrinsic motivation at the workplace
plays a role not less important than financial motivation. The authors believe that
companies mostly fail when trying to substitute intrinsic employee motivation with
extrinsic one only. Furthermore, according to Frey and Osterloh, the introduction of
performance-related pay, i.e. when wages are dependent directly on the amount of

performance delivered by an employee, can demotivate the staff.

Considering the specifics of performance management in terms non-financial motivation,
Armstrong and Baron (2005, p.105) point out specifically that it is vitally important for
companies to raise the level of their staff’s commitment. This can be achieved through the
integration of common organizational goals and the individual goals of employees. In

addition to raising direct financial motivation, this also allows building employee loyalty.

Mullins (2010, p.473) states further that intrinsic motivation can be subdivided into
intrinsic satisfaction and social relationships. Thus, while intrinsic satisfaction is associated
with the nature of the work and the employee’s interest in reaching professional growth at
the workplace, social relationships are associated with group working, shared values, and

the aspects of status and dependency.

Pasfield (1999, p.25) suggests that relying excessively on either financial or non-financial

motivation within an entity cannot yield positive results. On the contrary, to achieve
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effective employee motivation, the management should be able to balance effectively the

extrinsic and intrinsic aspects of motivation.

Frey and Osterloh (2002, pp.78-80) classify all performers within an organization into
several key types, namely the following: income maximizers, status seekers, loyalists,
formalists, and autonomists, with each of these types of employees reacting differently to
different motivation tools the management applies. Only income maximizers can react
directly with greater motivation to the introduction of performance-related pay. At the
same time, the authors suggest that while direct financial motivation can raise the number
of ideas submitted by employees, it at the same time lowers the quality of such ideas, as

employees become interested primarily in direct monetary rewards.

Bearing in mind these findings, it is worth now proceeding to the analysis of leadership

and its types.

3.3 Leadership and Its Types

Similarly to motivation, there are different definitions of leadership in literature. For
instance, Goyder (1998, p.14) notes that leadership can be defined as “a process of
influence which brings about changes in people's attitudes and/or behaviour as a
consequence of interaction between leaders and followers in a given context.” Burns,
Bradley and Weiner (2011, p.56) define leadership as “the process in which one engages
others to set and achieve a common goal, often an organizationally defined goal.” Bennis,
as cited in Rost (1991, p.52) suggests that leadership is “the process by which an agent

induces a subordinate to behave in a desired manner.”

Therefore, although slight differences exist in terms of the interpretations of leadership by
different researchers, in general, this concept stands for the behavior of particular
individuals which gives an impetus to other individuals to follow them and accept their
ideas. Based on this, it can be stated that leadership at the company is interconnected
closely with employee motivation. Thus, as Podmoroff (2005, p.40) states, this
interconnection is due to the fact that no one ca constrain another person to do anything.
Even though employees have their labor contracts, this does not necessarily mean that will
be highly motivated to perform their job, and therefore will not deliver effective

performance expected by the management. Therefore, the managers’ task in this case is to
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find the best approach to every employee so as to drive their greatest performance through

motivation. The manager’s personality is important, as the style of leadership and the

particular approaches which a manager in relation to their employees shape largely the

employee’s interest and readiness to deliver the expected results.

Regarding the types or styles of management, there are different classifications available in

literature. Below, the most widely used classifications are considered.

1.

2.

3.

Autocratic leadership. Ghuman (2010, p.398) notes that the autocratic style of
leadership is based on the centralization of powers in the hands of one individual.
The leader makes the decisions on their own, without any powers delegated to the
subordinates. The communication with the subordinates is downward, which means
that the manager delivers instructions to the employees, and the employees have to
fulfill the tasks given. The main advantages of this type of leadership are the
following: it allows for faster action, as no time is required for the coordination of
decisions; all responsibilities are clear; the requirements for lower-level managers
are less rigorous, as the top manager is responsible for the results. However, the
main disadvantages are the following: the motivation of employees is smaller, as
they do not participate in the decision-making processes; ideas are less innovative;

the risks of errors are higher; etc.

Laissez-faire leadership. As explained by Young and Travis (2011, p.162), this type
of leadership is opposite to autocratic leadership. In this style of leadership, the
leader delegates maximum authorities to the subordinates, providing them with
opportunities of participation in decision-making and self-fulfillment in personal
growth. The main advantages of this approach are the following: greater creativity
and innovation; higher employee motivation through participation; effective
solution generation. However, the main disadvantages include the lack of effective
discipline and control; less structured responsibilities and functions; lack of

coordination between individual stakeholders.

Participant leadership style. According to Ghuman (2010, p.398), within this style
of leadership, the manager focuses on raising the level of the staff’s involvement in
corporate decision-making. The communication between the managers and the

employees is bilateral and the decisions are approved jointly. This approach can be
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effective in terms of motivation, however it assumes significant time expenditures

and possible issues with the coordination of effort.

4. Transformative leadership. As noted by Ghuman (2010, pp.398-399), within this
approach, the manager acts as a charismatic leader whose function is to motivate
the employees to reach higher performance with the own example. The manager
delivers the general idea and acts as the coordinator of common effort.
Transformative leadership combines the advantages and disadvantages of the other

styles of leadership described above.

It should be understood that different styles of management are appropriate of different
cultures, i.e. the choice of a management style is affected by the regional specifics and the
eagerness of people to accept higher power distance or not, and so on. At the same time,
the particular style of leadership is preconditioned directly by the individual traits of the

leader’s character.

In addition to this, it is worth noting that leadership can be either formal or informal.
According to Bryman et al. (2011, p.128), formal leadership exists within the given
corporate hierarchy, when the functions and responsibilities of a leader are stipulated
explicitly in job instructions or are otherwise performed formally. On the contrary,
informal leadership is exercised regardless of the formal structures. Therefore, formal
leaders are managers or other persons having appropriate powers, while informal leaders
can be any persons having a positive image and authority in the eyes of the work team.
Both formal and informal leadership is important in corporation for generating the staff’s

maximum motivation.

Taking into account this data, it is now worth outlining the specifics of leadership in

corporate culture.

3.4 Leadership in Corporate Culture

According to Craig (2018), leadership plays an essential role in corporate business in
general and in corporate culture specifically. Thus, as explained by the researcher,
“Leaders have a responsibility to demonstrate the beliefs of the company and reinforce
behaviors that reflect those values.” Leaders provide an example to be followed by the rest

of the work team, hence they predefine and shape corporate values. By embodying the
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desired changes, leaders contribute to the spreading of corporate values across the
company so as to reach the desired corporate aims and fulfill the vision. Craig states
further that “leadership shifts and every leader influences the changing work culture,
which can easily go from good to bad or from bad to worse. Leaders must honor those who
came before if the engine runs well, but change is inevitable — employees and leaders all

play a part.”

Alvesson (2012, p.117) suggests that every organizational culture is unique on its own,
which is preconditioned by the impact of numerous factors. Leadership is one of such
aspects, as it leaves its marks on the contents of the organizational culture and the nature of
the values shared within the work team. As explained in the previous chapter, this process
is affected by both formal and informal leadership. Leaders propose and impose their ideas
and actions, which are thereafter laid into the core of general corporate business policies
and the organization’s values themselves. Therefore, leadership should be seen as one of

the markers of corporate culture.

According to Davis (2003, p.5), an important task of a company’s management is to
preserve the formal and informal leaders to ensure the continuous development and
improvement of corporate values and standards. At the same time, leadership is not a rigid
structure, and new incoming leaders can contribute to the spreading of new values, which

should be seen as an opportunity to drive the organization forward.

Based on the findings of the theoretical chapter, it is now possible to proceed to the

practical part of the research.

22



4 Practical Part

4.1 Overview of the Chosen Company

The company chosen for the practical part of this research is a&o Hotels and
Hostels, a network of enterprises functioning in the field of hospitality. The chain of
hostels and hotels was founded in Germany in 2000 by Oliver Winter, who is currently the
company’s Chief Executive Officer. a&o Hotels and Hostels operates 39 hotels in 23 cities
across Europe. The focus of this research is put on the company’s facility operating in
Prague, at the address Metro Strizkov, Decinska 1.

The enterprise’s business model is based on combining the features of a hotel and a
hostel within the same facility. As the company’s official website states, “The unique
combination of hotel and hostel under one roof makes a&o an interesting concept. The
hotel area offers comfortable rooms at reasonable prices, the modern hostel area gives
guests the possibility to only pay the price for one bed in an appealing ambience with
international flair.” (a&o Hotels and Hostels 2019).

The hotel facility in Prague is located far from city center. However, it stands close
to the highway and to a metro station, which makes the hostel attractive for visitors. The
price range set by the hostel is stable and amounts to 10 euros per night for dorm rooms
and 25 euros per night for single/double room. The hostel offers all basic facilities such as
hot water, wi-fi, bathrooms, as well as a bar, guest kitchen, lobby TV, and an ATM.
Moreover, the hostel allows carrying out meetings and welcomes guests with pets.
Reception works 24/7, which makes the hostel specifically suitable for guests seeking a
one-night stay. As the hostel aims at offering low prices to its customers, there are no
additional services offered upon customer request.

The hostel’s staff includes 17 persons, with 4 administrators: 1 front-office
manager, 1 manager responsible for food and beverages, 1 sales manager, and 1 head
director.

Given these facts, it is now possible to proceed to the analysis of the findings related

to motivation at the workplace and leadership as implemented in the company.
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4.2 Interview with the Manager

The interview with the company’s manager (head director) was held in person in
Prague. The interview featured open questions preliminarily prepared by the thesis author.
The manager was offered to answer the questions, with a focus on obtaining the required
information related to the specifics of motivation at the workplace and leadership at a&o
Hotels and Hostels in Prague. The questions included in the interview are provided in
Appendix 1 to the thesis.

Answering the first question of the interview on the types of motivation used at the
company, the manager noted that a&o Hotels and Hostels uses both financial and non-
financial motivation, however the main focus is put specifically on financial motivation.
The main reason for the focus on financial motivation is the fact that the hostel’s
employees have wages smaller than the average in Prague hotels, which is due to the
hostel’s chosen pricing strategy. Therefore, the manager believes that providing additional
financial motivation is indispensable for the enterprise to ensure a sufficient level of
motivation of its employees. The main form of financial motivation is bonuses which the
company pays to the employees. There are two forms of bonuses: the first is based on a
particular employee’s performance. Thus, if an employee demonstrates high work results
and ensures a high level of satisfaction of guests, the company provides them with
additional motivation. Another form of bonuses is not tied to individual performance and
depends on the overall corporate financial results. This type of bonuses is most often paid
in periods when the company has high occupancy rates and gets increased revenues.
However, the manager affirms that such bonuses are not paid on a regular basis. The
situation depends on the overall financial balance which the enterprise has been able to
achieve up to date, plans regarding investment, and so on. At the same time, the manager
pointed out that the company is not limited by the parent corporation in terms of the forms
and amounts of financial motivation it provides to its employees.

As for the forms of non-financial motivation, the manager stated only the fact that
the company identified the employee of the month and additionally states the example of
the employee to others for raising their motivation. There are no other important non-
financial means of motivation which the company applies.

Regarding the division of responsibilities in terms of the development and

implementation of the remuneration programs, the manager noted that, taking into
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consideration the small size of the company’s staff, he is the only person responsible for
the implementation of remuneration programs. He noted that the parent corporation only
provides basic guidelines and recommendations for the creation of such programs, but their
actual contents are formulated and implemented on site. No subordinates are involved in
the process, and therefore the manager bears the sole responsibility for the effectiveness of
all such programs and their outcomes.

The manager stated further that he believes the most effective form of remuneration
to be the bonuses based on corporate performance. The main reason for it is due to the fact
that such bonuses are greater in material terms. The effectiveness of the remuneration
schemes based on individual performance is smaller. Finally, the manager believes that the
smallest effectiveness is demonstrated by non-financial motivation tools. At the same time,
he noted that no actual measurements have been carried out, and therefore there are no
quantified results suggesting the actual effectiveness of either of the motivation schemes
the company uses at the workplace.

As for the planning activities related to the organization of motivation incentives,
the manager noted that such planning is organized on a yearly basis. Based on the
company’s financial plan for the upcoming year and the expected amounts of profits to be
drawn, the manager evaluates the approximate amount of funds which can be allocated for
the purpose of providing financial motivation to the employees. The plans can be amended
on an ongoing basis, however this is not done in written form: the manager carries out all
such activities based on his own understanding of the situation and possible changes in the
company’s policies in terms of how they can affect future cash flows and the fulfilment of
financial plans. The initial plans and approximate amounts are approved on the level of the
parent corporation and can be discussed in case of any discrepancies or different
expectations. At the same time, the manager said that the company never uses the services
of any third parties in the field of financial and business consulting. Thus, all planning and
the implementation of all motivation schemes at the company are performed by the
company’s management only.

The manager noted that this scheme and the related procedures are similar in all
regional branches of the company’s presence, and the cooperation between the center and
the subsidiaries in terms of the regulation of financial and non-financial motivation is

similar in different countries. The parent corporation controls the overall financial plans
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submitted by the subsidiaries, but at the same time provides them with quite liberal
opportunities of ongoing changes in corporate policies and any modifications required to
improve financial performance.

Answering the question on the role of leadership at the company in terms of
motivation, the manager stated that he found this question hard. However, in his opinion,
the manager himself plays the role of the company’s leader, namely in terms of motivating
the employees to show higher work performance. At the same time, he stated that he does
not see any important role played by informal leaders. In his opinion, one of the company’s
current weaknesses is the low intensity of ties between the employees, which makes it hard
to spread common corporate values and a single corporate culture among all staff
members. As a result of the actual lack of informal leaderships as an element of
motivation, the manager sees his formal leadership as a key pillar of employee motivation
at the hotel.

Regarding the potential of informal leaders, the manager noted that it is quite hard
to fulfill, as the intensity of staff turnover at the company is quite high. This means that
employees leave the company and new ones are hired often, which is also one of the
consequences of the company’s pricing strategy and the limited resources which it can
afford paying to its employees as wages and financial bonuses. In these conditions, there
are no old staff members which could take on the role of informal leaders, and therefore
the manager noted that he currently does not focus on this side of activities. At the same
time, he claimed that, should the situation in the company change, the management will
surely consider raising the level of staff motivation through the potential of informal
leaders and through the optimization of cooperation between formal and informal leaders.

Answering the question on the actual level of the employees’ satisfaction with their
job, the manager noted that they are mostly satisfied. However, this satisfaction is rather
‘temporary’, which means that the employees consider this job as a temporary source of
income and most often keep seeking another job with higher salary expectations. Another
reason for choosing this job is also the need for practical experience in the field of
hospitality. Thus, the manager noted that the level of motivation among employees who
consider it as a temporary job is higher: namely, this is true speaking of students. At the
same time, employees who have no better opportunities of job tend to demonstrate smaller

levels of satisfaction with the job.
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At the same time, the manager believes that most employees are satisfied with the
conditions in which they work and tend to show overall sufficient levels of commitments.
However, the manager answered that no polls are ever held to research the actual levels of
the staff’s satisfaction with work and motivation from work, and therefore these are only
his personal evaluations based on the practice of communication with the employees and
the vision of the current situation at the company.

The same is true speaking of the level of the employees’ financial motivation. Since
the manager believes that the primary source of motivation for the hostel’s employees is
financial, the overall level and patterns of motivation are similar to the level and patterns of
satisfaction with work. The manager stated that he believes the overall level of motivation
at the company to be sufficient for achieving the desired quality of service and level of
performance. However, he does not see any practical need in measuring this level of
motivation and in monitoring any changes occurring in this level right due to the high
turnover of employees noted earlier in this chapter. Moreover, the manager thinks that in
these conditions, direct control over the employees can be an even better tool to ensure
their best performance and motivation. As the company is small, the manager himself can
control all operations performed by the staff, which means that the employees do not have
chances to underperform or to deliver their work in an undiligent manner. The manager
believes such tight control to be particularly important in the conditions when the
employees interact directly with the hostel’s guests and have to do their best to ensure
appropriate levels of customer satisfaction.

As for the company’s plans to improve its motivation programs in the future, the
manager noted that there are currently no strategic plans assuming any major changes in
the existing policies. The only important aspect which, according to his vision, requires
significant improvement, is the improvement of the ambience at the company through the
spreading of common corporate values. Again, the manager highlighted that this aim is
hard to fulfil due to the high levels of staff turnover and other associated difficulties.
However, the company plans to organize additional trainings and communication events in
which its employees would be able to communicate with each other, share their ideas, and
so on. The manager will take part in such activities himself as well. Beyond this, no major
changes are planned for now, but they can be implemented as soon as the parent

corporation suggests such changes.
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Based on the findings of this interview, several conclusions can be drawn. Thus,
first of all, the manager believes that the main source of motivation for the company’s
employees is the amount of financial bonuses they receive. As a result, the company pays
only minor attention to its non-financial motivation schemes and mostly promotes financial
motivation. On the other hand, as the company’s resources are limited, its financial
motivation programs are limited as well and are not performed on a regular basis. Second,
the manager believes that the role of informal leadership at the company is currently small,
which is due to the limited role of non-financial motivation on the one hand and to the high
levels of staff turnover on the other hand. The company recognizes the role of informal
leadership, but at the same time currently makes no effort to ensure the due use of the
potential of informal leadership to drive higher employee motivation. Third, the manager
bears the sole responsibility for all activities associated with motivation at the workplace;
however, he does not evaluate the level of the staff’s motivation and does not believe any
such evaluations to be justified for the company. Lastly, despite the existing problems with
staff motivation and other organization issues, the company currently plans no major
changes in its associated policies and business strategy.

These issues will be analyzed later in another chapter of the thesis. Now, it is
possible to investigate the results of the poll held among the company’s employees in order
to understand the opinion of the staff on the mechanisms of motivation and the role of

informal leadership at the company.

4.3 Polling among Employees

The polling among the company’s employees was held by the author in person. The
question of the survey were distributed among the employees. All were closed questions,
with options of answers provided to the respondents. The structure of the interview was
designed by the thesis author in a way to cover the key aspects related to the topic of the
research and to add to the answers collected from the company’s manager in the course of
the interview. The structure of the survey held among the employees is provided in

Appendix 2 to the thesis. In total, 15 employees were polled in the course of the survey.
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Figure 5: Employees’ answer to Question 1 “To which extent are you satisfied with your job?

Please rate 1 (not satisfied at all) to 5 (completely satisfied).”

= 1 point = 2points =3 points =4 points =5 points

Source: Own survey.

As can be seen from the figure above, answering the question on their overall level
of satisfaction with their job, most employees (47 %) rated their level of satisfaction
3 points out of 5. In overall terms, 87 % of the respondents rated their level of satisfaction
1-3 points out of 5. This testifies that most employees are not sufficiently satisfied with
their current job, which can be due to different reasons and requires additional
investigation. At the same time, it can be stated that this rather low level of satisfaction
with the job position can affect significantly the overall level of employees’ motivation to

achieve better performance.
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Figure 6: Employees’ answer to Question 2 “To which extent are you motivated? Please rate

1 (not motivated at all) to S (totally motivated).”
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Source: Own survey.

The figure above illustrates that the previous assumptions were correct. Thus,
similarly to the low levels of satisfaction with their current job, employees tend to
demonstrate low levels of motivation. In aggregate, as much as 93 % of the respondents
rated their level of motivation 1 to 3 points out of 5. Only 1 respondent rated in 4 out of 5.
This proves that the current conditions of work and other associated factors do not make
the employees sufficiently satisfied with their job, and, as a result, their motivation is
significantly weaker than it could be. Due to these circumstances, the employees tend to
demonstrate lower performance, which affects the financial results that can be achieved by
the company. The existence of this problem also suggests that the manager should
undertake actions to improve the current situation and raise the level of the employees’

motivation.
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Figure 7: Employees’ answer to Question 3 “What impact do formal leaders (managers) have

on your motivation? Please rate 1 (lowest impact) to 5 (highest impact).”
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Source: Own survey.

As the illustration above shows, for 2/3 of the respondents the level of formal
managers’ impact on work motivation is high (10 respondents rated this impact 4 to 5
points out of 5). These findings prove that the activities which the manager undertakes in
the field of motivation and in the field of business administration in general have direct
effects on the level of the employees’ motivation and ability to deliver the best work
results. This should be taken into account by the manager when designing plans for

improving the staff’s overall motivation.
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Figure 8: Employees’ answer to Question 4 “What impact do informal leaders (colleagues)

have on your motivation? Please rate 1 (lowest impact) to 5 (highest impact).”
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Source: Own survey.

As the chart above reveals, the results of the survey are almost similar for the
impact of informal and formal leaders: 67 % of the respondents rated the impact of
informal leaders on their motivation 4 to 5 points out of 5. This testifies that both formal
and informal leaders affect significantly the overall level of the staff’s motivation. Also,
this suggests that the current low use of the potential of informal leaders by the manager in
the implementation of the incentive programs in the company can be an important factor

constraining the company’s growth through the limitation of the employees’ motivation.
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Figure 9: Employees’ answer to Question 5 “What kind of motivation is more important for you?

Financial / non-financial / both.”
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Source: Own survey.

As the chart above reveals, for as much as 60 % of the employees, financial
motivation plays the most important role for the company’s staff, which is in line with the
manager’s words regarding the essential nature of salaries as the motivator for the staff. At
the same time, only 7 % of the employees answered that non-financial motivation is more
important for them. The reason for this significant difference in the numbers can be due to
the overall low levels of salaries at the hostel: as employees find the level of financial
motivation insufficient, they tend to demonstrate greater interest in raising right the level of

salaries and not any non-financial benefits.
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Figure 10: Employees’ answer to Question 6 “What kind of motivation should be enhanced?

Financial / non-financial / both.”
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Source: Own survey.

As can be seen from the figure above, the previous assumptions can again be
confirmed. Thus, only 1 respondent noted that they would like to see their non-financial
motivation to be enhanced first of all. At the same time, 20 % of the employees voted for
raising the level of non-financial motivation, and 73 % noted that they would like both
their financial and non-financial motivation improve. This proves that the company
endures difficulties with motivating its staff in both financial and non-financial terms, and
therefore corrective actions may be required on the part of the manager for the purpose of

improving the quality of the staff’s performance.
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Figure 11: Employees’ answer to Question 7 “Do the managers take into account your

opinion sufficiently when designing the incentive programs? Yes / no.”
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Source: Own survey.

Finally, as the chart above suggests, 87 % of the respondents believe that the
manager does not take into account the employees’ opinion when designing the company’s
incentive programs, according to the answers provided by the respondents. On the one
hand, this might testify that the company should paying greater attention to the
involvement of its employees in the processes of decision-making. On the other hand, this
might also be another sign that the employees are not satisfied with their current level of
financial earnings and would like to earn more.

Taking into account these facts collected through the interview with the manager
and the survey of the employees, it is now worth proceeding to the discussion of the

results.
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5 Results and Discussion

The findings of the practical part of the research suggest that the overall level of
staff motivation at the company is rather weak. The employees are not satisfied with their
level of financial earnings, and their associated financial motivation is low (87 % of the
employees rated their satisfaction with the job 1-3 points out of 5 and 93 % of the
employees rated their level of motivation with job 1-3 points out of 5). The manager
recognizes this fact, however the company’s policies aim at lowering the actual prices set
for the customers. In such conditions, the company has to spare fund on its payroll, which
translates into lower motivation on the one hand and into greater staff turnover on the other
hand. Based on these findings, it can be recommended for the company to revise its current
policies. The long-term business results from lowering the intensity of staff turnover
through increased wages can be greater that the associated investment. However, at the
same time, it should be borne in mind that the hostel is dependent on the decisions of the
parent corporation, and therefore its own actions in this domain are rather constrained and
limited.

As for the factors of non-financial motivation, the manager recognized that their
actual inclusion in the company’s reward programs is low, which is predefined by the
factors noted above. It can be assumed that the company should indeed focus on the
financial element of its incentive programs on the current stage, as noted above. However,
the manager should not neglect the role of non-financial motivation either. For instance, a
recommendation for the company can be to focus more on forming common corporate
values through teambuilding activities. Even though staff turnover rates are high at the
hostel, this does not entail the lack of opportunity to work on mutual corporate values,
which will be transmitted to the next generations of staff and which will form the
company’s image in the eyes of its customers.

The existence of bonuses tied to both the company’s overall performance and the
individual performance of the rewarded employee can be deemed positive for the hostel’s
staff in terms of motivation. However, a recommendation for the company can be to make
these reward regular, even though their actual amounts can differ subject to the hostel’s
seasonal performance. This could raise significantly the employees’ confidence in their
long-term work at the company, which will entail their greater level of motivation for

demonstrating higher work results.
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A considerable weakness in terms of the company’s incentive programs is that the
manager is the only person responsible for designing, implementing, and controlling all
such programs. Also, a drawback is that the company does not resort to the services of
third-party professionals. This limits the opportunity which the entity has to improve the
quality of its overall management, and namely in the field of staff motivation. The use of
such third-party assistance could help balance the company’s effectiveness in the
designated areas, thus improving the communication between the management and the
staff and contributing to the staff’s better performance.

Another recommendation for the company can be to change the timespan of its
planning. The current focus on yearly planning can be insufficiently flexible. On the other
hand, the company’s activities are seasonal, which means that using excessively short
periods for corporate planning can be ineffective as well. An optimum timespan for
planning the incentive programs can be a semester, i. e. 6 months. During this period, the
management could react more flexibly to all changes, and at the same time the
modifications brought to the company’s incentive policies could affect more effectively the
ultimate level of the employees’ motivation.

The use of leadership at the workplace for improving employee motivation can be
deemed insufficient at the hostel as well, even though 67 % of the employees rated both
the role of formal and informal managers as high in terms of shaping their motivation. The
findings of the survey held among the employees testify that the role of both formal and
informal leaders is high. However, the manager neglects the potential of informal leaders
based on assumptions that the high levels of staff turnover make it ineffective to increase
the quality of both non-financial motivation and the involvement of informal leaders. The
creation of a unified corporate culture is indispensable for high-quality staff motivation.

Another recommendation for the manager could be to involve the employees in the
process of discussion related to the development of incentive programs, This could raise
the staff’s sense of commitment and its motivation to deliver high performance.

If the hostel’s management takes into account these recommendations and fulfils
them this could contribute to the staff’s motivation and thus to the company’s overall better

financial performance.
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6 Conclusion

The role of employee motivation at the workplace can be deemed one of the
essential factors in predefining the actual level of the staff’s involvement in corporate
business processes and in the achievement of maximum effectiveness in terms of both
individual and the overall corporate performance. In order to guarantee the best financial
results in the long-term perspective, managers should apply sufficient effort to guarantee
that the staff have due motivation.

There are different incentive schemes which managers can use in practice for the
purpose of increasing the level of motivation of their employees. In more general terms,
there are two types of motivation, namely financial and non-financial. While financial
motivation, which consists in the employees gaining sufficient funds for good living
conditions and social-standards, non-financial motivation stands for the entirety of
measures and tools which contribute to the employees filling their sense of value,
achieving self-fulfillment, and gaining an important role in the work team. Both financial
and non-financial motivation are required for the employees. If the managers fail to
guarantee sufficient motivation in terms of either of the motivation types, the staff will not
demonstrate its maximum performance, and, as a result, the firm will be unable to
maximize its commercial performance in the long run.

Leadership is one of the important factors which affect the level of employee
motivation. Both formal and informal leadership can play an essential role in driving the
staff’s higher commitment and performance. The managers need to optimize the impact of
formal and informal leadership.

The practical part of the thesis considered a&o Hotels and Hostels, and namely the
company’s hostel facility operating in Prague. The specifics of the hostel is that it offers
minimum prices to its guests for one-night stays. In order to afford such low prices and still
gain profits, the hostel needs to spare funds. One of the sources of such spared funds is the
limited salaries paid to the employees.

The manager of the hostel noted that the company does not have a developed
system of motivation tools. The company is limited in terms of the funds it can assign to
bonuses and cannot ensure their regularity. At the same time, the manager believes that as
the hostel cannot provide due financial bonuses to its employees, it is rather unjustified to

provide non-financial motivation either. Planning at the company is organized on a yearly
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basis. Regarding the role of leadership, the manager noted that the hostel’s main problem is
the high rates of personnel turnover: those employees who can become informal leaders at
the team are likely to quit the hostel in search for better work conditions. As a result, today
the company does not focus on teambuilding and other similar activities destined to spread
common corporate values.

The findings of the survey held among the company’s employees testify that the
hostel’s staff indeed is not satisfied with the level of financial motivation provided by the
management, and as much as 87% as rather not satisfied with their job (3 to 5 points out of
5). 60% of the employees stated that financial motivation is more important for them, but
as much as 1/3 of the respondents named both financial and non-financial motivation as
equally important. Also, despite the manager’s belief, 2/3 of the respondents recognized
the high role of both formal and informal leaders in their effective motivation at the
workplace.

Several recommendations have been developed for the company based on the
findings of the thesis. Namely, the hostel can be advised to modify its business model by
contributing more to employees’ financial motivation. This should allow lowering
employee turnover and raising the levels of staff involvement. Planning could be run on
shorter periods for quicker and more effective reaction to all changes. The use of formal
and informal leadership mechanisms should contribute to the formation of the hostel’s
common corporate culture. The involvement of third-party professionals in the
development and fulfillment of the hostel’s incentive programs could allow further
increasing their effectiveness. If the hostel adheres to these recommendations, this could
allow raising staff motivation in the long-term perspective and thus raising overall

financial performance.
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8 Appendix

8.1 Structure of the Interview with the Manager

. What types of motivation does your company use?

Who is responsible for the development and implementation of the remuneration
programs?
Which particular forms of remuneration do you believe to be the most successful in

your company?

. How is the planning of your motivation incentives organized?
. How are such policies implemented in the subsidiaries?

4
5
6.
7
8
9

What is the role played by leadership in your company in terms of motivation?

. Do you use the potential of informal leaders?
. To which extent are the employees satisfied with their job in your opinion?

. To which extent are they motivated?

10. How are you intending to modify your motivation programs in the future?

8.2 Structure of Employee Survey

1.

To which extent are you satisfied with your job? Please rate 1 (not satisfied at all) to 5
(completely satisfied).
To which extent are you motivated? Please rate 1 (not motivated at all) to 5 (totally

motivated).

. What impact do formal leaders (managers) have on your motivation? Please rate 1

(lowest impact) to 5 (highest impact).

. What impact do informal leaders (colleagues) have on your motivation? Please rate 1

(lowest impact) to 5 (highest impact).

. What kind of motivation is more important for you? Financial / non-financial / both.

What kind of motivation should be enhanced? Financial / non-financial / both.
Do the managers take into account your opinion sufficiently when designing the

incentive programs? Yes / no.
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