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Abstract - Employees are the workforce for the
organization they are the one who build the organization
reputation in the front of the customers and the
organization where the management understand and
value their employees and invest their time in training
and upskilling their employees at the end only these
organization are the ones who can survive the
competition of the market. This study majorly focusses
on the point how employee satisfaction can be achieved.
The hospitality industry is more customer centric
industry so to achieve the satisfaction level of the
customers it is important that the people who are serving
them should be happy then only they will be able to
achieve their goals. The management where they can
keep the workforce happy not only gets the satisfaction
level and the retention of the people but also the
organization will grow and would be able to achieve their
goals and the target.

Index Terms—Employees, Satisfaction, Customer
Centric, Training and Upskilling, Goal & targets

I. INTRODUCTION

The employees are the pillars of an organization and
they are the one who makes the organization strong
and create a very positive image about the
organization in the market .The hospitality industry is
more people oriented as the employees needs to
always directly deal with the customers hence it
becomes important for the management that they
should keep on training and invest time in up skilling
their (Waganimaravu & Arasanmi, 2020)workforce so
that the people working with them become more
productive and able to understand and resolve all the
complaint at the initial point(Parikh & Dutt, 2022).

The organization must ensure that the employees
working with them have positive attitude as the
employees who are positive only takes every task with
enthusiasm and always, (Jowalie Wampande & K.
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Osunsan, 2020)they try to give their full potential in
achieving the company goals as they understand that
when the company grows, they will also get growth.
The purpose of the study is to understand the behavior
of the employees and to understand the factors that are
key responsible for the satisfaction of the
employees.(Simbine & Tukamushaba, 2020) There
are many factors that are responsible and help the
employees to keep them motivated in the workplace.
So, this paper is an attempt to identify those factors so
that the management knows the factors which are key
responsible for the satisfaction of the employees

Il. LITERATURE REVIEW

In this we have covered the existing work on the given
topic and also we have covered the work done by the
research scholar on the employee satisfaction and to
understand it from the prospect of the hospitality
sector. In this we have covered the existing work that
has been done pertaining to this topic and also the gap
that is uncovered related to this sector.

The study done by the researcher (Heimerl et al., 2020)
was done to understand the factors that are important
for the satisfaction of the employees with respect to
the hospitality sector as one of major issue that is
generally faced by the hospitality sector is retention of
the employees this study that shed the light on the
intrinsic and extrinsic factors that are responsible for
the satisfaction of the employees the study results that
the intrinsic factor are more responsible for the
satisfaction of the employees and then there are two
thing that are pivot one is the leadership and second is
the management.

(Oshorne & Hammoud, 2017) also focused on the
importance of the leadership and in satisfaction ;level
of the employees for this the leader in the organization
needs to keep rewards, empower their staff and create
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the strong relationship with the people working with
them will help them to not only create the healthy
relation but also will improve the profitability of the
organization and in case required the strategies needs
to be refined in a way that it ultimately helps in
achieving the organizational goals.

(Avey et al., 2012)This study adds a significant piece
in the research where it was very well highlighted the
significance of the leadership. The finding which came
from this study that when the management encourages
the employee thoughts and value their thinking this
helps in creating the work place which is highly
motivated and it helps in the Psychological well being
of the people.

(Kim et al., 2005) This study highlighted that if the
employee efforts are recognized and always praised
this will help in lower the turn over and the employee
will be more committed towards the organization and
as well as bring the motivation in them to keep
improving on their quality of the services which in turn
will help the organization to grow as the staff working
with them is highly motivated.

(Dorta-Afonso et al., 2023)this study focused that the
High Performance work system is havingthe direct
impact on the employee attitude and also indirectly
improve the satisfaction level of the employees and
this study has highlighted the importance of improving
the employee attitude towards their work.

(Arnett et al., 2002) The study done by the researcher
has highlighted that the hospitality sector is growing at
the rapid speed and with this the competition in this
sector is also increasing so the major need to promotes
the organization is through marketing and for that the
internal people who are working in these sector must
be aligned accordingly as then only these employees
will be able to provide the required services to the
customers which will help them to satisfy and in turn
will do the word of mouth publicity.

The study done by (Le et al., 2023) has focused on
creating the pride in the hospitality employees
regarding the work they are doing and there were
surveys done on the same and which also indicated
that the employees who are happy and feel good what
they are doing in their job these employees doesn’t
leave the organization which helps the organization in
the retention of the employees.

This study has involved 352 employees has
mentioned that there is appositive relation between
these two components one is the job engagement and
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the other is the organizational commitment when there
is the engagement of the employees it directly affects
on the commitment of the people within the
organization.(Jung & Yoon, 2016)

I1l. RESEARCH METHODOLOGY

This study is based on the data that is collected from
secondary sources as the study is collected from
secondary sources and hence creates a strong
framework of theoretical work. There are different
sources which were used for the research on the topic
and the following are the area from where the data was
collected.

e The articles which were published on newspapers

and websites.
e  Published Research paper.

IV. OBJECTIVE OF STUDY

e To understand what is the importance of the
satisfaction of employees of hospitality sector.

e To understand the different factors that are
responsible for the satisfaction level of
employees.

e To understand how the employees help in the
growth of the organization.

e The challenges the management of the
organization faces in satisfying the employees.

V. RESULTS

It has been observed by the study performs (Peri¢ et
al., 2019) on the hotel Prolom Banja that the employee
satisfaction vary on the basis of the experience and
age of the employees the employees who are fresher
or at the beginning of their career for them the
motivation at the work comes from the salary and it
has been observed in the study that once the employee
has an experience their priority changes and for the
those employee the working environment and the
work culture of the organization matters a lot.

The study which was done by (Pandey et al., 2021) of
KFC where in it has bring out the fact that being the
KFC into customer satisfaction sector and to achieve
the satisfaction level of the customers the first and the
most important factor that came is the management
plays an important role in motivation of the employees
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and it has been observed that where the management
understand their employees and keeps on motivating
them that organization is only able to get the maximum
retention of their employees.

(Oyewole Oluwaseun, 2020) the major thing for
employee satisfaction comes through the growth that
they get within the organization and for this the
management needs to provide them the platform
where they have an equal opportunity to grow and get
the success as per their performance and this will
always keep the employee motivated to work more
and achieve the platform where they can get growth
and the promotions.

VI.CONCLUSION

In conclusion, this study underscores the pivotal role
that employee satisfaction plays in the success and
growth of organizations, particularly within the
context of the customer-centric  hospitality
industry(Inversini et al., 2020). Employees are the
backbone of any organization, shaping its reputation
and directly impacting customer satisfaction. As
revealed through our analysis of various sources and
studies, several key factors emerge as critical to
achieving and maintaining employee satisfaction.
Firstly, recognizing that the needs and priorities of
employees (Manna, 2008)evolve with experience and
age is crucial. Early in their careers, employees often
prioritize salary, while more seasoned employees
emphasize the importance of a positive working
environment and organizational culture. This
understanding allows management to tailor their
strategies accordingly.

Secondly, management's role in motivating and
supporting employees cannot be overstated. Studies
highlight that organization where management(Jwmaa
et al., 2022) understands and consistently motivates
their workforce experience higher employee retention
rates.

Lastly, providing opportunities for growth and
advancement within the organization is vital.
Employees are  more likely to  remain
motivated(Chong et al., 2021) and engaged when they
see a clear path for their career development based on
their performance.

In a customer-centric industry like hospitality,
employee satisfaction is not just an internal concern
but a linchpin for delivering exceptional customer
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experiences. Organizations that prioritize employee
well-being and growth are better equipped to achieve
their goals and thrive in a competitive market. Thus,
fostering employee satisfaction should be a strategic
imperative for any forward-thinking organization in
the modern business landscape.(Huertas-Valdivia et
al., 2022)
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