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Abstract 
 

Human capital is the most valuable asset of an organization which has been acknowledged as the significant source 

of competitive advantages because the knowledge, skills and experience of motivated employees cannot be imitated. 
This has additionally prompted to an increased understanding of various motivations for employees at work. This is 

because motivated employees would be satisfied with their job, demonstrate pleasurable positive attitudes and work 
energetically toward the accomplishment of organizational goals. Hence, effective rewards system is vital to 

determine the level of employees’ motivation and job satisfaction that could bring better outcome in return. The 

purpose of the paper is to discuss the positive and negative impacts of rewards and incentives on motivation and 
job satisfaction among frontline employees in hotel industry. This paper employed the qualitative research method 

through google scholar from the year of 2018 to 2022 to investigate the influence of rewards and incentives that 
yield positive or negative outcomes. The main results of this paper have shown that intrinsic and extrinsic rewards 

lead to employee motivations and job satisfaction, which further results in improved employee’s retention, 

employee’s engagement and customer satisfaction. Moreover, this paper also reveals that intrinsic reward has 
higher positive effects to employee motivation and job satisfaction compared with extrinsic reward. However, if the 

reward system is not implemented effectively and fairly, it could impact the employees’ enthusiasm to perform 

effectively and efficiently. Since the priority of this paper is on hotel industry, the comparison with other industries 

is restricted.  
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1.0 Introduction 
 

The hotel industry is classified as the human-intensive industry, which is heavily reliant on employees’ performance 

to drive organization success and maintain competitive advantage (Ghani, et al., 2022; Hai and Park, 2021; 

Dogonyaro, 2021; Chien, et al., 2020). Frontline employees act as the hotel’s brand ambassadors and advocating 

organization image by delivering quality services through interpersonal relationships that influence customer 

perception of service quality and satisfaction (Wang, et al., 2021; Neochoritis, 2018; Minchet, 2018). However, 

various hotel management literature revealed that frontline employees often experience serious problems, including 

inadequate pay, excessive workload, limited career advancement and training opportunity, imbalanced work-life 

and job insecurity during COVID-19 (Andrade, Miller and Westover, 2021; Dogonyaro, 2021; Marques, 2021; Che 

Supian, et al., 2020; Norbu and Wetprasit, 2020). Therefore, they often show signs of emotional exhaustion, leading 

to low degree of job satisfaction and motivation, prompting high employee turnover (Chung, Jang and Edelson, 

2021; Heimerl, et al., 2020). Consequently, Turnover Report indicated that hotel industry holds a high level of 

employee turnover among other industries with 31.8% in 2018. To overcome these issues, organizations should 

urge employees’ motivation, satisfaction and performance by implementing fair and effective reward system (Frye, 

et al., 2019). However, previous researchers argued that rewards could lead to negative outcomes (Asnoni, 

Sambung and Milwan, 2021; Goonetileke and Samarasinghe, 2019; Lovick-McDaniel, 2019). Thus, the objective 

of this paper is to discuss the positive and negative impacts of rewards and incentives towards frontline employees’ 

motivation and job satisfaction in the hotel industry. This paper is composed of literature review, discussion, 

conclusion and recommendations. Langat (2021) affirmed that reward systems should be effectively implemented 

as a human resource strategy because employee’s satisfaction and motivation are the core of the organization to 

boost employee’s efficiency and quality service. Therefore, the discussion includes well-known hotels applying 

motivational theories.  
 

2.0 Literature Review 
 

This section begins by identifying the definition of motivation and job satisfaction, followed by discussing the 

motivational tools and the definition of rewards and incentives. It then reviews the motivation theories and finally 

discusses the positive and negative impacts of rewards and incentives on frontline employees’ motivation and job 

satisfaction.  
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2.1 Motivation 
 

Motivation is a driving force that stimulates work enthusiasm and guides goal-oriented behavior that triggers 

employee’s willingness to cooperate, work productively and integrate into all endeavors to accomplish goals (Ghazi 

Rehman, Noor Nisa and Muhammad Nawaz, 2021; Emmanuel and Joseph, 2021; Celestine, 2020). Kebede (2019) 

demonstrated that motivation is divided into intrinsic and extrinsic motivation where employees should be 

intrinsically motivated in their psychological needs and extrinsically motivated to perform better for explicit 

organizational results. Motivated employees are committed in self-development and willingly use their 

potentialities in generating innovative ideas that are exceptionally beneficial to the organization (Cho and Choi, 

2021; Noor, et al., 2020). Based on Herzberg’s theory, intrinsically motivated employees are satisfied with their 

work since they fulfill their need for self-actualization and growth (Nur Azwanie, Dewi Tajuddin and Hajjah 

Hasnawati, 2021; Okolocha, Akam and Uchehara, 2021; Pham, Hoang and Nguyen, 2021). Therefore, the 

organization should motivate employees intrinsically and extrinsically to construct more impressive impacts which 

could build a long-term relationship with employees (Kebede, 2019).  
 

2.2 Job satisfaction 
 

Job satisfaction represents a pleasant emotional response displayed by employees when their values are satisfied 

resulting from the impression of work, work experience and the evaluation of working environment (Zulkiflee, et 

al., 2021; Wu, et al., 2021; Pramono, 2021). While, Ghani, et al. (2022) indicated that job satisfaction refers to the 

employee’s sense of fulfilment when the expectation towards the management reward against their contribution has 

been met or even higher. Hence, according to Herzberg’s theory, job satisfaction should be the motivational factor 

that build strong employment relationships (Norbu and Wetprasit, 2020; Nointin and Chui, 2018). However, 

Eyanuku (2021) posited that the differences in employees’ characteristics and expectations toward job satisfaction 

affect the employee’s satisfaction level. Employees with low expectations are more satisfied with a specific 

occupation than those with high expectations. Satisfied employees are more obliged to stay loyal and stick with 

organization even during worse condition and less inclined to commit unethical behaviors (Freeman, 2019).  
 

2.3 Internal marketing as motivation tools 
 

Internal marketing regards employees as the strategic resources and internal customers, which is the procedure of 

establishing individual qualities and value within the organization to satisfy their needs and demands (Siti Aishah, 

Santhi and Tanusia, 2021; Maung, 2020; Artanti, Witjaksono and Widyastuti, 2018). It is an employee 

development-oriented approach that motivates, educates and develops employees to enhance their competence in 

providing excellent services to customers (Nemteanu and Dabija, 2021). Moreover, it focuses on creating high-

performance personal value by designing policies and programs related to training and development, empowerment, 

communication, organizational vision and mission which influenced hospitality of employees’ degree of motivation 

and job satisfaction and eventually positively affecting organizational performance (Artanti, Witjaksono and 

Widyastuti, 2018). Muando (2019) indicated that effective internal marketing programs can increase employee 

satisfaction by 70%. Hence, internal marketing should take precedence over external marketing to motivate 

customer-contact employees to establish customer-orientation attitude to deliver high-quality services which boost 

customer satisfaction.  
 

2.3.1 Training and development 
 

Diversified training and development have an impact on intrinsic motivation by enabling employees acquire the 

vital skills and knowledge that improve their behavior and ability to perform their job satisfactorily and solve 

customer problems. It also discovers employee’s hidden skills and convert into new ideas, thus ensuring high-

quality customer service (Safdar Tahi, et al., 2021).  
 

2.3.2 Empowerment 
 

Empowerment is a method to develop employees through employee participation by giving sufficient degree of 

discretion, authority and obligation to complete responsibilities and make decisions. Hence, it significantly affects 

employee’s self-efficiency which further develops employee’s intrinsic satisfaction because employees can use their 

ideas and decisions to respond to customers' needs (Maung, 2020). 
 

2.3.3 Communication 
 

Effective two-way communication is essential to ensure all parties share knowledge and information. Organizations 

continuously convey goals, visions and strategies to employees and prepare them to take strategic actions and make 

important decisions consistent with the organization’s goals. Besides, when employees are allowed to express their 

ideas and opinions, they feel valued which leads to high engagement (Nemteanu and Dabija, 2021). 
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2.4 Reward 

Mazlan, et al. (2021) defined reward as the initiative taken by an organization to reward and recognize employees 

for evoking desired behavior and achieving exemplary outcomes. While, Mulievi and Egessa (2021) argues that 

reward is the company’s investment in employees in the form of cash, non-cash and psychological payments 

according to their value to the organization. A well-designed reward system which aligned with business strategy 

and focused on meeting the organization and stakeholders’ needs should be implemented. Moreover, the 

distribution of rewards must be according to the employees’ actual performance and be perceived as transparent, 

fair and equitable by employees as it has a significant impact on employee satisfaction and motivation (Acharya, 

2022). Based on Equity theory, individuals who perceive the reward distribution system as bias and unfair will feel 

demotivated and dissatisfied which will further decrease their performance. Hence, a fair reward system, which 

emphasizes extrinsic and intrinsic rewards could positively affect employee motivation and job satisfaction (Ghani, 

et al., 2022; Godbless, 2020; Lencho, 2020).  
 

2.4.1 Intrinsic and extrinsic rewards 
 

Intrinsic rewards are the non-financial rewards where employees are satisfied psychologically and rewarded 

spiritually from successfully completing the work (Anjum, et al., 2021; Manzoor, Wei and Muhammad Asif, 2021; 

Acharya, 2021). According to Nanu, et al. (2020), intrinsic rewards are intangible rewards that drive the employee’s 

intrinsic motivation in the form of self-esteem, satisfaction from overcoming challenges and feeling of 

accomplishment and growth. It includes recognition, career development, learning opportunity and autonomy. 

Intrinsic rewards provide hotel employees a sense of achievement and motivate them not only to do their best in 

their work but also take on additional obligations. Thiha (2019) claimed that intrinsic rewards yield better outcomes 

compared to extrinsic rewards. This is consistent with Herzberg’s theory where intrinsic rewards have more long-

lasting impact on employee motivation than extrinsic rewards. 
 

Extrinsic rewards are the external motivators independent of the work itself which is managed and presented to the 

employee by the management (Ghazi Rehman, Noor Nisa and Muhmmad Baloch, 2021; Zulkiflee, 2021; Lencho, 

2020). Acharya (2021) argued that extrinsic rewards refer as the tangible benefits externally associated to the task 

performed by employees. It also known as financial rewards including bonus, allowances, fringe benefits, 

compensation and salary raise. According to Nnubia (2020), extrinsic rewards are the most powerful employee’s 

motivator, attraction and retention tools because it can satisfy various employee’s low and high-level needs. This 

refers to Maslow’s theory where extrinsic rewards could satisfy employees’ basic needs, including food and shelter 

and higher-level needs, including feeling of belonging, self-esteem and self-actualization.  
 

2.5 Incentive 
 

Riwukore, et al. (2021) defined incentives as a performance-based compensation framework where employees 

whose performance is higher than predetermined standards will receive additional payment. An effective incentive 

system can drive employee enthusiasm to perform effectively and efficiently and guarantee loyalty towards the 

organization because it gives the employee a sense of accomplishment (Widhianingrum, 2018). Positive incentives 

are methods to influence employee’s behaviour positively through fulfilling their needs, such as promising cash 

incentive when employees achieve exceptionally qualified performance. While, negative incentives are methods 

that impact employees’ behaviour by threatening to deny employees specific privileges, like part of their salary, if 

they breach any of the work’s value. These approaches can minimize employees’ negative behaviour by 

formulating strategies which involves warning, delaying promotion or lowering the job position (Kejora, 2018).  
 

2.6 Related theories 
 

2.6.1 Maslow’s Hierarchy of Needs 
 

Abraham Maslow originated Maslow’s theory which holds that human needs can be ranked in a hierarchy based on 

the priority and each need emerges as determinant of behaviour. Maslow coordinated these needs into five 

categories, including physiological, safety, social, self-esteem and self-actualization (Grace and Magdalene, 2021). 

The core assumption of this theory is that individuals are motivated by unfulfilled needs and they should fulfill the 

fundamental needs to advance toward self-actualization which is at the highest point of the pyramid. This is 

because once the lower-level needs are fulfilled, the following higher needs will become the individual’s primary 

source of motivation. Maslow also assumes that when employees’ needs are satisfied, their performance will 

improve (Celestine, 2020). However, Olajide (2020) criticized Maslow’s theory that individuals have different 

levels of needs, which are related to their own qualities and do not follow the sequential phase.  
 

2.6.2 Herzberg’s Two Factor Theory  
 

Herzberg’s two-factor theory developed by Fredrick Herzberg proposed that motivator and hygiene factors directly 

affect employee’s job satisfaction and dissatisfaction which affect individual performance. Motivators are intrinsic 

factors that promote self-improvement and self-actualization, including growth and advancement opportunities, 

autonomy and accomplishment. However, hygiene factors known as the key prevention of job dissatisfaction 
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including pay, job security and working condition (Mushtaq Ahmad, Amjid Khan and Muhammad Arshad, 2021; 

Sandjong, 2021; Jalagat and Aquino, 2021). Sandjong (2021) claims that motivators associated with sustained high 

performance, while hygiene factors are simply associated with short-term changes in performance. Therefore, it is 

urgent for organization to provide hygiene components to reduce employee dissatisfaction while, at the same time, 

ensuring that there are motivators because these factors motivate employees and eventually lead to satisfaction. 

However, Jalagat and Aquino (2021) criticized that it is difficult to distinguish between fulfillment and 

disappointment with regards to motivator-hygiene factors.  
 

2.6.3 Equity Theory  
 

John Stacy Adams developed equity theory that investigates human emotions as it connects with individuals’ 

internal or external perception of fair treatment and justice in organization which greatly influence their motivation 

and performance level (Mulievi and Egessa, 2021; Freeman, 2019; Chumari, Were and Rintari, 2018). Fairness 

exists when individuals perceive that the return for their efforts either equals or exceeds those similar efforts made 

by their colleague, thereby they feel motivated and be productive. While, any return received for efforts that are 

perceived not exactly equivalent by the employee will cause feeling of inequality. They attempt to engage 

negatively by reducing their productivity, commitment and loyalty toward the organization until they are 

recognized in equivalent capacity. Therefore, equity theory implies that the distribution of human resources policy 

should be completely fair to enhance employees’ commitment and performance (Acharya, 2021; Celestine, 2020; 

Aqeel, 2019).  
 

2.7 Positive Impacts 
 

2.7.1 Employee Engagement 
 

Employee engagement refers to employees’ psychologic, behaviour and cognitive condition where they feel 

interested in the company’s prosperity and perform tasks with high standards beyond the assigned requirements 

(Siswanto, Maulidiyah and Masyhuri, 2021; Dorta-Afonso, et al., 2021; Nasser Saad, et al., 2021). Worldwide 

research indicated that only 13% of employees remain fully engaged while 87% are actively or inactively 

disengaged at their organization (Freeman, 2019). Intrinsically motivating employees through recognition making 

employees feel satisfied as experiencing feelings of achievement and self-worth, which create better engagement 

and emotional attachment with the organization (Sheema Matloob, et al., 2021; Ampofo, 2020; Hu, 2020). While, 

Dorta-Afonso, et al. (2021) highlighted that it is also vital for organization to extrinsically motivate employees 

because it inspires employee’s commitment and loyalty which prompt greater enjoyment at work. According to 

Herzberg’s theory, remuneration is the hygiene factor that will lead to job dissatisfaction if it is absent. Therefore, 

organizations must balance the extrinsic and intrinsic rewards which significantly influence employee engagement. 

Effective designing of rewarding programs can boost employee’s performance and confidence where they strive to 

surpass the organization’s expectation (Sheema Matloob, et al., 2021; Kumari, et al., 2021; Langat, 2021; Orajaka, 

2021). 
 

2.7.2 Employee Retention 
 

Employee retention refers to the various strategies to keep employees in an organization for long-term (Ghani, et al., 

2022; Kadek Mellyana and Gusti Adnyani, 2021; Hassan and Govindhasamy, 2020). While, Ni (2020) argued that 

it was characterized as the employee’s affection towards the organization based on the factors provided by the 

organization. With a conducive environment that supports employees’ growth and cares about their well-being, 

talented employees will be attracted to the organization, motivated to work and decide to remain in the organization 

(Monyaki, Chipunza and Mashavira, 2022; Dogonyaro, 2021; Djajasinga, et al., 2020). Recently, LinkedIn 

Learning Workplace Report highlighted that 94% of employees decided to retain when organization provided them 

with career advancement (Hu, 2020). Furthermore, according to the 2019 Darko Jacimovic's American employee 

retention statistics, employee recognition programs can diminish turnover rate of hotel and motel industries by 31% 

(Kumar, 2021). Moreover, studies identified that perceived flexibility and supportive work-life policies increased 

the retention by 55% and 119% respectively (Lamo, 2019). Therefore, when employees received organizational 

support throughout their career development journey, it heightened their motivation, reinforced their loyalty and 

influenced their organizational citizenship behaviour which is in line with Herzberg’s theory. These supports could 

help employees set goals that enable them to reach their maximum development potential (Marques, 2021; Bello, 

Aina and Oluwole, 2021; Joy, Pikitda and Iliya, 2021; Ushakov and Shatila, 2021).  
 

2.7.3 Customer Satisfaction 
 

Customer satisfaction is a psychological status generated by the combination of consumers’ expected emotions of 

being fulfilled or unfulfilled with consumer’s previous sentiments about consumption experience (Aburayya, 2020). 

Asfand (2019) demonstrated that “happy employees create happy customers”. Frontline employees directly cater to 

customers, and their inspiration emphatically decides customer experience and hotel performance. Motivated 

employees are regarded as energetic, cooperative, willing to show extra-role behaviour to customers and creating 
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better word-of-mouth message to deliver excellent service quality  which in turn leads to customer satisfaction 

which is in consistence with Maslow’s theory (Dimanche and Lo, 2022; Jessica and Hancer, 2021; Phuong and Ahn, 

2021; Sibonde and Dassah, 2021). Research shows that in the Novotel Yangon Maxx Hotel, Myanmar, when 

frontline employees provide service effectively and efficiently, the difference of customer satisfaction is 72.5% 

(Myo, Khalifa and Aye, 2019). When employees can provide unforgettable experiences for customers through small 

gestures and extraordinary services, it will have a profound impact on reducing customer problems and complaints 

against the employees (Dimanche and Lo, 2022; Elgaed, 2019). 
 

2.8 Negative Impact 
 

2.8.1 Low Productivity 
 

Productivity is the employees’ ability to complete specific tasks as per standards of precision, completeness and 

foreordained speed (Janna, Wolor and Suhud, 2021). Study proved that dissatisfied employees are 43% less 

productive than satisfied employees. Dissatisfied employees have less momentum to work hard, commitment and 

intention to provide memorable experiences for customers because organizations do not appreciate their efforts and 

provide necessary support for employees to plan their career path. Consequently, employees lack of sense of 

belonging and decide to leave (Lovick-McDaniel, 2019). Moreover, based on Equity theory, when employees 

realize that they have been treated and recognized unfairly, they feel frustrated and react by changing attitudes and 

lowering their service performance (Taslima Jannat, Nor Asiah and Muhamad Nazri, 2020; Freeman, 2019). 

Therefore, an unbiased, fair and equal reward system is important as it can boost employees’ extrinsic and intrinsic 

motivation to perform effectively and efficiently that shapes better customer experience (Ghani, et al., 2022; Raed 

Walid, 2020; Okosi, 2020). 
 

3.0 Discussion 
 

This paper will discuss the positive and negative impacts of rewards and incentives on the frontline employees 

among Hilton Hotel, InterContinental Hotels Lusaka Zambia, G6 Hospitality and Bossotel Inn Bangkok Hotel. 
 

3.1 Positive Impacts 

3.1.1 Employee Engagement 
 

Wang et al. (2021) demonstrated that high employee engagement is a source of competitive advantage where 

engaged employees perform extra-role behaviour which could achieve higher productivity, customer satisfaction 

ratings and boost profitability. Motivated employees actively participate and willing to put maximum efforts to 

achieve new heights towards organizational sustainable growth (Kumari, et al., 2021; Badre, Taori and Gulhane, 

2021). Diamini (2021) posited that remuneration is the major driver which affects employee engagement. 

According to Herzberg’s theory, remuneration is one of the hygiene factors which leads employees from 

dissatisfaction to no dissatisfaction for short-term effect (Kumari, et al., 2021; Francoise, 2019; Siti Aishah and 

Nadzirah Zainordin, 2018). Remuneration is the extrinsically motivators that fulfills employee’s basic needs and 

enhance their sense of ownership with the company. Hence, they feel morally obliged to repay the organization by 

exhibiting higher affective commitment (Dorta-Afonso, et al., 2021; Ampofo, 2020). For example, Hilton Hotel 

cultivates employee loyalty and boost their work efficiency by providing performance-pay and salaries higher than 

the industry average (Rui, 2020). Go Hilton Travel Discount Program is Hilton’s best-known talent retention 

incentive where employees can enjoy hotel rates as low as $35 per night. Hilton also offers industry-leading 

benefits including employee stock purchase plan, retirement savings program and mental wellness support (Lamo, 

2019). However, Nasser Saad, et al. (2021) disputed that recognition is the top driver of intrinsic motivation which 

enhances employees’ psychological attachment to the organization and presents the citizenship behaviour that 

ensures higher and long-term return. It keeps employees’ spirits high, boost their morale and increase their 

confidence and self-esteem. Based on Herzberg’s theory, recognition is the motivator that increases employees’ 

sense of belonging to the organization and willing to commit when facing unpredictable changes. If absence of 

recognition, employees will be demotivated (Kumari, et al., 2021).  For example, recognition and appreciation is 

Hilton’s core belonging culture because Hilton believes that employees will take greater pride in providing 

outstanding customer service while encountering greater satisfaction when they feel appreciated, valued and 

respected. For instance, Hilton conducts the Team Member Appreciation Week devoted to offer thanks and 

acknowledgement to those employees that make Hilton operate smoothly and successfully. Therefore, Hilton’s 

people-centric culture has generated a certain level of excitement among employees and survey reported that 

Hilton’s employee engagement scored 80% in 2019 (Lamo, 2019). 
 

 

3.1.2 Employee Retention 
 

Employee retention is a central issue of an organization’s competitive advantage, because it will affect the 

organization’s efficiency, productivity and sustainability. Motivated and satisfied employees are willing to remain 

with the organization longer, more dedicated to perform beyond their responsibilities and assists organization 

achieve sustainability growth (Ghani, et al., 2022; Adnan Ahmed and Muhammed Arif, 2021; Kebede, 2019).  
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Matuga and Bula (2021) affirms that fairly provide rewards according to employee’s performance, recognize 

employee’s contribution and provide opportunities for achievement are the components of satisfaction which 

increase employee retention. For example, Hilton hotel’s honour-winning reward, recognition and training 

programs have created a thriving corporate culture procuring it the title of “2022 Second Best Companies to Work 

in the U.S.”  (HILTON, 2022; Great Place to Work, 2022) and “2021 Third World’s Best Workplaces” (HILTON, 

2021). In consistence with Herzberg’s theory, where monetary reward is the hygiene factor while recognition and 

training programs are the motivators which have significant effects on employee retention (Dogonyaro, 2021; 

Irabor and Okolie, 2019). Hilton strives for providing lifelong learning to meet employees’ sense of purpose and 

fulfilment by investing in their long-term personal and professional success. Coaching, motivational support and 

personal advisor will be provided in the “Hilton High School Completion Programs” for U.S. employees who wish 

to pursue a General Education Development certificate. Besides, Hilton also provides in-house job skilling platform 

which acts as the foundation before obtaining professional certification (Great Place to Work, 2018). Recently, 

Hilton aims to enrich employees career advancement opportunities by partnering with Guild Education to benefit 

employees obtain a tremendous new education credentials for free including digital literacy, English language 

learning and data analytics (Cameron Sperance, 2022). Hence, in the US, 84% of Hilton employees said that they 

have received professional training and development and 84% of employees felt that managers care about them as 

people, not just employees (Great Place to Work, 2018). Moreover, according to Denny who changed from 

houseperson to a frontline assistant and now a lunch host, Hilton actively assists employees throughout their career 

which stimulates their commitment and 40% of the employees have been working at Hilton for a decade (Cameron 

Sperance, 2022; Great Place to Work, 2018). Therefore, Hilton’s culture enhanced employee engagement and led to 

13% reduction in employee turnover in 2018. Furthermore, Balanced Scorecard conducted in 2016 showed that 

Hilton experienced 13% reduction in turnover among millennials who perceived high job security (Lamo, 2019). 

However, a survey conducted by Zeaid Masfar (2020) showed that 45% of respondents decided to exit from 

organization because of poor compensation packages and irregular payment methods. For example, after 200 

employees were laid off during COVID-19, InterContinental Hotels Lusaka Zambia Trade Union Congress 

criticized the organization’s human resource management due to lack of communication with trade unions and 

absence of organization’s strategic human resources planning. These poor human resources planning also took 

place from September 2017 and 2018 where over 80 employees decided to leave the hotel because of feeling 

emotional exhaustion and stress at work (Musumali, 2022). Hence, organization should plan an interesting 

employee value proposition, develop a comprehensive reward system and create engagement culture to reduce staff 

turnover (Marques, 2021).  
 

3.1.3 Customer Satisfaction 
 

Since frontline employees are the forerunners of customer satisfaction, their motivation emphatically determines 

customer experience. Motivated frontline employees will possess appropriate customer-oriented behaviour to 

achieve excellent service quality (Phuong and Ahn, 2021; Khassawneh and Tamara, 2021; Otieno, et al., 2019). 

Intrinsically motivated frontline employees through empowerment will boost employees’ self-confidence and give 

employees a sense of control over their work in taking prompt action to enhance customer experiences (Hai and 

Park, 2021; Cho and Choi, 2021; Andi Tamsang, 2020). For example, according to the 2019 American Customer 

Satisfaction Index (ACSI), Hilton’s customer satisfaction index is consistently around 80 points throughout the year, 

making it truly outstanding in the hotel industry from 2015 to 2019. This resulted from the excellent service quality 

and customer experience provided by the hotels (Rui, 2021). Based on Maslow’s theory, empowered employees the 

autonomy to make decisions can assist employees achieve higher self-esteem which stimulate their dedication to 

offer personalized services by adapting to customers’ specific requirement, prompting high customer commitment 

and willingness to seek future cooperation with the organization (Dimanche and Lo, 2022; Asnoni, Sambung and 

Milwan, 2021; Bourini, et al., 2019). Through recognition, reward, training and empowerment practices, Hilton 

frontline employees can elevate their ability to handle customers’ concerns with responsiveness while maintaining a 

professional demeanour that create superior customer value (Great Place to Work, 2018). However, Andi Tamsang 

(2020) argued that empowered frontline employees that without adequate training, experience and supervision will 

demotivate employees because employees feel stressful when making decision that might impact customer 

satisfaction. For instance, due to the lack of quality services and amenities of higher-priced hotel chains, G6 

Hospitality’s ACSI scored the least point with 64 points in 2019 (Tesse, 2020). Hence, when employees are 

inherently rewarded with training and empowerment, they will have a strong sense of membership with the 

organization and reciprocate through supportive behaviour toward the customers thereby guarantees customer 

satisfaction (Wang, et al., 2021; Khassawneh and Tamara, 2021; Asnoni, Sambung and Milwan, 2021). 
 

3.2 Negative Impact 
 

3.2.1 Low Productivity 
 

Due to its nature including inflexible work hours, lower pay, lack of career development opportunities and 

unfavourable working environment, the hotel industry has been criticized for facing high job stress. This 
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contributes to employee’s dissatisfaction, low productivity and high turnover intention (Norbu and Wetprasit, 2020; 

Mukumbuta, et al., 2019; Syed Hussain et al., 2019). For example, Bossotel Inn Bangkok hotel experiences low 

employee productivity and directly impacts the customer satisfaction. This is because employees reported that they 

feel under-valued, lack of supportive work environment and career development opportunities. Hence, employees 

choose not to extend their contract with the organization because lack of belonging. Moreover, employees feel 

unequally treated and insufficiently trained because lack of training programs which are unable to fill the 

employees’ knowledge and skill gap. Therefore, employees work in different ways, leaving a bad impression on 

customers. This can be concluded that if employees do not receive sufficient and fair organizational commitment, 

employees will feel vulnerable, emotionally exhausted and lose their commitment to the organization (Susanto, 

2019). This is in consistence with Equity theory, where employees tend to show negative behaviour and decrease 

their performance when they experience inequity and unfair reward distribution (Ghani, et al., 2022; Okosi, 2020; 

Freeman, 2019). While, Orajaka (2021) emphasized that proper and adequate rewarding employees are essential to 

yield better organizational outcome. For instance, with Hilton’s people-centric culture, Hilton’s booming business 

is upheld by their thriving team members. A 2017 survey revealed that 93% of employees reported positive work 

experience in Hilton, thereby contributing more than 20% year-over-year profit growth and doubling the 

shareholder’s earning per share. Therefore, organizations should develop an effective reward system and cultivate a 

continuous improvement culture to boost employee morale and commitment (Lamo, 2019). 
 

4.0 Conclusion 
 

In conclusion, this paper has discussed the positive and negative impacts of rewards and incentives towards 

frontline employee’s motivation and job satisfaction in the hotel industry. Firstly, it evaluates the literature review 

and highlight the impact of rewards and incentives towards frontline employee’s motivation and job satisfaction, 

followed with recommendations. This paper disclosed that intrinsic and extrinsic rewards lead to employee 

motivation and job satisfaction, which further leads to improvement of employee retention, employee engagement 

and customer satisfaction. Moreover, this paper illustrates that intrinsic rewards have a higher positive effect on 

employee motivation and job satisfaction compared to extrinsic rewards, which is consistent with previous research 

(Che Supian, et al., 2020; Lencho, 2020; Kebede, 2019; Thiha, 2019). Based on Herzberg’s theory, remuneration is 

a hygiene factor which changes employees from dissatisfaction to no dissatisfaction for short-term effect. However, 

training and development, empowerment and recognition are motivating factors that will lead to employees’ long-

term job satisfaction (Kumari, et al., 2021; Francoise, 2019). Nevertheless, Langat (2021) claims that organizations 

should offer extrinsic and intrinsic rewards to fulfill employees’ variety of needs and maintain their work 

enthusiasm. If organizations fail to provide adequate rewards, employees will feel dissatisfied and react by 

changing attitudes and lowering productivity. Future researchers can study the impact of rewards and incentives on 

the frontline employees’ motivation and job satisfaction in other industries, including health, education or airline 

that are also facing greater challenges during COVID-19. Moreover, it is suggested to focus on a higher-level 

position such as senior managers. Furthermore, in future study, demographic variables could be included as 

intermediary factors to acquire more representative conclusions. 
 

5.0 Recommendations 
 

5.1 Training Programmes 
 

G6 Hospitality and Bossotel Inn Bangkok hotel need to provide sufficient and proper training programmes that 

comprehend technical and social skills which enable frontline employees equipped with necessary knowledge, 

skills and ability to deal with customers. Through training sessions, frontline employees feel motivated and 

committed to possess appropriate customer-oriented behaviours such as listening to customer problems, handling 

the difficult situation and provide prompt responses to unforeseen situations which foster the achievement of 

desired service performance (Khassawneh and Tamara, 2021; Otieno, et al., 2019; Norhamizan Hamir et al., 2018).  

For example, training and learning programs of Hilton Corporation and Accor Hotel Group were the core of the 

knowledge sharing and creation policies to develop professional competences and high-performing teams 

(Khassawneh and Tamara, 2021). Sandjong (2021) proposed that flexible training schedules can be offered to boost 

employees’ commitment. 
 
 

5.2 Career Development 
 

Bossotel Inn Bangkok hotel needs to implement the career development policy and structure where employees are 

given equal opportunity to be promoted to higher positions (George, Omuudu and Francis, 2020). Organizations 

should assist employees to clarify their career direction, determine their career goals and motivate employees with 

appropriate techniques including training, workshop and mentoring (Hu, 2020). For example, Maybank provided 

EXCO mentoring for talents by assigning mentors with preferred experiences to match mentees (Maybank, 2020). 

Simultaneously, after the completion of Workplace Enablers programme, 93% of Maybank’s non-clerical 

employees were promoted to clerical level with a 10% increment in their basic salary. This shows Maybank’s 

commitment to strengthen their M25 Strategic Priorities by providing support to ensure employees master new 
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skills to accelerate their career progression and take on greater responsibility (Bernama, 2022). Therefore, 

Maybank’s Sustainable Engagement Index scored 90%, an improvement of 2% against 2017 and 2% over the 

WTW Global High Performing Companies Norm (Maybank, 2021). 
 

5.3 Restructure Human Resource Policy and Use Two-way Communication 
 

InterContinental Hotels Lusaka Zambia needs to follow the human resource practices of successful hotels in 

Zambia including Taj Pamondzi and Paris Hilton Hotel. Organizations need to restructure the human resource 

policies by setting a clear vision and goals that align with organizational objectives and employee’s requirement. It 

should also ensure that a set of values have been developed, measured and managed to ensure employees have a 

sense of belonging, work-life balance and job security that can increase or maintain employee’s motivation, 

satisfaction and commitment during the COVID-19 crisis (Musumali, 2022). Moreover, organizations should 

manage the Talent Management through the learning and development programmes, performance appraisal, 

recognition, empowerment and career progression which encourages employees to follow the company’s core 

values and be willing to contribute to the accomplishment of organization’s goals (Badre, Taori and Gulhane, 2021). 

Furthermore, it is critical for InterContinental Hotels Lusaka Zambia to have two-way communication where 

management and employees have shared knowledge to reduce the possibility of misunderstanding. The 

communication system should be timely and accurate to provide job clarity among employees. Simultaneously, 

employees should be given the opportunity to express their ideas and opinion to design better customer loyalty 

strategies because they are the parties dealing with customers (Ghani, et al., 2022; Berhane, 2021; Dogonyaro, 2021; 

Chien, et al., 2020). 
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