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Abstract: To understand how to strengthen employee’s loyalty programme (LP) behaviour, this
research examined the connection between Chinese hotel employee’s intrinsic motivation (IM),
extrinsic motivation (EM), their intention to apply loyalty programme practices (LPP) in the Chinese
hotel industry and lastly the degree to which Chinese hotel employees feel that LPP are relevant to
them. Data was collected from 1047 hotel employees (893 final valid responses) in China. Path analysis
was employed by SPSS Statistics 24 and Mplus 7.4 to test the proposed hypotheses. The findings
suggest that both extrinsic and intrinsic motivation of Chinese hotel employees were found to have a
positive impact on their intentions to adopt LPP. The employee’s loyalty programme involvement
mediated the above influence process. Theoretical and practical implications are also discussed.

Keywords: hospitality industry; employee management; loyalty programme; motivation

1. Introduction

There is a growing number of hotels across the globe, and the industry competition
have raised hotel organisations awareness of LPs (Yu et al. 2022). The full support, as well
as the assistance of management practices of crucial stakeholders, such as hotel employees,
should not be underestimated. For this reason, investigating what affects hotel employees’
intentions and motivation to apply LPPs is important and significant to contemporary
business actions. Motivation is a well-studied topic that has been extensively explored in
the field of literature. Kim et al. (2016) highlighted that numerous studies have indicated
impacts on employee motivation in regard to job performance and satisfaction. However,
there is a lack of research on the connection between employee motivation, employee
involvement, and the role of employee motivation towards their intention in applying
LPPs. Therefore, this research closes the gap of limited research in regard to this topic.
Studying the motivation and engagement of employees is crucial when considering the
implementation of LPP in hotels, as it plays a significant role in influencing decisions and
ensuring the successful implementation of these programmes.

Self-determination theory explains the basic difference between intrinsic motivation
and extrinsic motivation (Deci and Ryan 1985). This theory has been used by many studies
that focused on the motivation of staff (Gatling et al. 2016). For this reason, it is beneficial
to employ the framework of the self-determination theory in order to explore the intentions
and interaction of employee motivation, employee involvement and LP intentions.

China’s hotel and hospitality industry has undergone transformative changes driven
by various factors, such as economic development and the influence of international hotel
chains. Since China’s economy opened in 1978, there has been a remarkable increase in
hotel construction (Li et al. 2021). Regardless of the growth, there is limited research that
has focused on customer retention practices from the perspective of hotel employees. LPs
have different regulations and recruitments and offer different benefits based on the client’s
tier. Each status level has its own perks, which customers are entitled to receive during
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their stay. All this is additional information that requires employees to fully understand
the programmes to apply successful CRM strategy practices.

The paper aims to examine the relationship between Chinese hotel employees’ intrinsic
and extrinsic motivation, loyalty programme involvement and intentions to implement
loyalty programme practices. The objectives of this research are as follows:

1.  Examine how intrinsic motivation and extrinsic motivation relate to employee loyalty
programme involvement.

2. Investigate the effects of employee loyalty programme involvement on intentions to
apply loyalty programme practices.

3.  Provide advice for hotel management on how to improve employee motivation and
involvement in the context of applying loyalty programme practices.

Given that the hospitality and lodging industry is known to be a very competitive
market (Grigoryeva 2023; Mnyakin 2023; Bahar et al. 2022), employees play a crucial role
as one of the key stakeholders in the hospitality sector (Bibi et al. 2022), while customer
relationship management is an evolving strategy for this industry (Afaq et al. 2023). Under-
standing employee motivation in the context of applying loyalty programme practices is
vital, as the involvement of hospitality and service employees is a key factor in a successful
hotel operation. The conclusions provided in this study can offer valuable insights for man-
agement to develop successful strategies for motivating employees on how to implement
loyalty programme practices and focus on customer relations.

The purpose of this study is to be achieved through a structure that includes five
sections. The first section outlines the justification for conducting this research. The next
section outlines the theoretical framework and seven hypotheses, which are based on a
thorough review of literature related to research on international hotels in China, loyalty
programmes in the Chinese hotel sector, employee motivation, and employee involvement.
Section three provides an explanation of the methodology used for data collection and
analysis. The fourth section presents the findings of the study to determine whether the
hypotheses are supported. Finally, section five concludes the study by summarizing the
key findings and highlighting the practical and theoretical implications of the research.

2. Literature Review
2.1. Loyalty Programmes in the Chinese Hospitality Sector

Recent research, exemplified by the study of Gubiniova et al. (2023), illuminates
key factors shaping Chinese consumers’ perceptions of hotel LPs. The study focuses on
monetary and non-monetary benefits that provide nuanced insights into the motivations
driving Chinese consumers to participate in such programmes. The qualitative nature of the
study gives the opportunity for a deeper understanding of the preferences and expectations
of Chinese consumers. Moreover, recent trends underscore the changing landscape of
consumer expectations. Chinese millennials, in particular, value personalized experiences
and exclusive perks, and LPs that cater to these preferences are likely to witness continued
growth. The multifaceted benefits offered by LPs align with the evolving demands of a
sophisticated consumer base. Liu et al. (2022) performed a bibliometric analysis on value
cocreation in tourism and hospitality, emphasizing global trends. Although not specific
to China, the research suggests an industry orientation toward meeting evolving guest
expectations. The analysis underscores the industry’s responsiveness to changing consumer
needs, indicating a trend toward providing unique and personalized experiences for guests.

In the hospitality sector of China, low importance has been given to employee develop-
ment in the past, which has resulted in issues related to the sustainable quality of services
provided by employees. This perspective is different from the global understanding (Kong
and Cheung 2009). However, there seems to be a change, as Miao et al. (2021) highlight the
growing philanthropic practices among hotel organisations in China, considering the im-
portant position of state ownership, misconduct in associates, and executive remuneration.
The research highlights philanthropy as a means for social impact and corporate reputation
enhancement. Beyond economic contributions, the hotel industry engages in philanthropy,
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reinforcing its integral role in China’s overall development. This adds a layer of social
responsibility to the growth narrative, showcasing the industry’s multifaceted impact.

2.2. Working in the Chinese Hospitality Sector

The hotel sector in China witnessed rapid expansion, necessitating a heightened
focus on professional customer service and customer retention among hotel employees.
Recent research underscores the intricate relationship between employee attitudes, turnover
intentions, and their impact on customer experiences. Understanding these dynamics is
crucial for hotels aiming to navigate the complexities of a dynamic and competitive market.

Xin and Choi (2020) study sheds light on the impact of service attitude on employees to
provide helpful information regarding their relationship with hotel industry product quality,
consumer satisfaction, and customer loyalty. Their conducted study emphasizes the critical
significance of hotel staff in shaping customer perceptions and loyalty. It highlights the
necessity of a positive service attitude among employees and directly links this employee
characteristic with outcomes relating to customers. A service attitude is vital in enhancing
customer satisfaction and loyalty among Chinese hotel employees. The study suggests
investments into training programmes to promote and reinforce positive service attitudes,
which create everlasting relationships with customers amidst fierce competition in the
hotel sector. Also, Pu et al. (2022) investigated how customer incivility influences turnover
intention in employees of Chinese hotels using a chain mediator’s model. However, the
survey recognizes that internal and external factors, such as customer behaviour, can be
attributed to employee turnover. Customer incivility in the form of rudeness to employees
may have consequential effects on turnover through overall work satisfaction and emotional
exhaustion (Pu et al. 2022). The problems of client incivility will be addressed as part of
Chinese hotel management, which has become an important issue. It is possible to ward
off the harmful effects of organizational changes on employees wanting to leave through
strategies to arm employees with coping mechanisms and emotional resilience.

In general, the hospitality industry is known to be a hard job for employees with
constant pressure (Islam et al. 2024). Due to the rapid growth in LPs resulting in a growing
number of status guests, the constant changes as well and extensions of LP benefits, it
is assumed that hotel employees face increasing pressure, which influences employees’
motivation to work according to the standards and regulations of a LP.

2.3. Employee Motivation

Motivation is a sequence of deliberate incentives designed by company leaders to
encourage employees to voluntarily engage in specific behaviours that contribute to en-
hancing performance and achieving predefined organizational goals. Motivation is an
internal drive that influences the intensity, orientation, and continuity of one’s work exer-
tion. The provision of motivational rewards directly affects the behaviour and productivity
of staff members. When compared to all other effective strategies for enhancing employee
productivity, motivation emerges as the most crucial and influential factor (Gohari et al.
2013). The significance of motivating employees is acknowledged by both the hotel in-
dustry and academia. Past research has primarily focused on determining the elements
that drive employee motivation and proposing recommendations for enhancing it further
(Simons and Enz 1995; Wong et al. 1999). Encouraging staff members can have a favourable
impact on their performance, consequently influencing both the quality of service and
hotel occupancy rates. As a result, employee motivation is a crucial part to focus on for
management of the hotel sector (Ndivo and Wasike 2015).

Motivating employees to keep their positions and provide individuals with the effi-
cient and satisfactory service they desire is a challenging task for hotel managers (Lee-Ross
2005). Many managers believe they possess the knowledge and skills to motivate their
employees and maintain their motivation levels. However, it is actually one of the most
challenging tasks to accomplish on a daily basis. Poorly motivated individuals can under-
mine even the most well-structured organization. Since individuals are driven by various
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incentives, motivation can originate from within oneself (intrinsic) or be influenced by ex-
ternal factors (extrinsic). Hence, it is crucial for a manager to identify the most appropriate
form of motivation for their employees, ensuring that they feel motivated and consequently
enhancing productivity levels. Recognition of these factors can be valuable for shaping
motivational strategies in the hospitality sector, aligning with broader social considerations
(Feng et al. 2023). Zhang’s (2023) research on the work-life balance of workers in the
Chinese Internet industry provides a broader understanding of factors impacting employee
motivation. Although not directly related to the hotel sector, the study offers a contribution
to understanding work-life balance as a crucial aspect of employee well-being and motiva-
tion. Insights from this research could guide strategies to enhance motivation and balance
for Chinese hotel employees.

Another crucial point to note is that, according to the study conducted by Robescu
and lancu (2016), individuals who are driven by motivation tend to be afraid of failure.
Consequently, they inadvertently hinder their own performance through their actions. Ni
(2020) explores how motivational elements influence staff retention in China, especially by
looking at the mediating function of work engagement. This study recognizes the interplay
between motivation, specifically work engagement, and the impact of retaining employees
from a Chinese background. It provides insights into the motivational aspects contributing
to sustained commitment and job retention among hotel employees. Understanding the
intricacies of work engagement as a mediator can guide strategies to enhance motivation
and reduce turnover in the hospitality sector.

2.4. Intrinsic Motivation

Motivation serves as a push for people who work towards achieving previously estab-
lished goals. Rewards and acknowledgement are two distinct mechanisms for motivating
individuals. Rewards are driven by external factors, whereas recognition boosts internal
motivation.

Intrinsic work motivation indicates the inspiring fact of individuals through their
inner drive, such as experiencing a sense of achievement and enhancing self-confidence.
If individuals are driven to act based on their own perception of importance and feel
personally fulfilled, it can be considered IM. Nonetheless, according to self-determination
theory, IM can be categorised as a form of autonomous motivation (Gagné and Deci 2005),
emphasising that workers engage in tasks aligned with their personal values and objectives
(Welters et al. 2014). It is suggested that the impact of both intrinsic motivation (IM) and
extrinsic motivation (EM) on enhancing employees” motivation to act according to the
in-house customer relationship strategies be investigated. LPPs involve complicated as
well as difficult tasks, such as personalising benefits tailored to individual customers’ needs
and adjusting recognition to customers’ tiers. Thus, it is of utmost importance to ensure
that employees are self-motivated and embrace responsible behaviours, and therefore, the
following hypothesis is presented.

H1. Employees Intrinsic Motivation predicts intentions to apply LP practices.

2.5. Extrinsic Motivation

Extrinsic motivation can be highly effective and, when used properly, can lead to
impressive outcomes. According to Chiang and Jang (2008), the expectancy theory suggests
that employees engage behaviours if they anticipate receiving favourable rewards as
a result. External incentives have the ability to generate interest and engagement in
individuals who may not have initially been interested. Praise has the power to encourage
the acquisition of new skills and knowledge. As people study and learn more, their IM
tends to increase. External rewards can serve as indicators of a job that has been done
well and help individuals recognise that their performance is being reinforced. Rewarding
employees may be an effective approach to improving the attitudes and behaviours of
hotel industry workers, considering the industry’s reputation for low wages that can have
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a detrimental impact on job satisfaction and behaviour (Chiang and Jang 2008). Thus, the
following hypothesis is proposed.
Therefore, the following hypothesis is suggested.

H2. Employees Extrinsic Motivation predicts intentions to apply LP practices.

2.6. Employee Involvement

Employees are crucial stakeholders in service sectors such as hospitality, but the
literature does not share any knowledge of which way hotel employee involvement (EI) in
motivating and applying LPPs entails.

Employee work involvement has become a focus of interest in management research
over the last few decades (e.g., Ju et al. 2020; Yeh 2021). Employees who are personally and
on a professional level engaged are more inclined to invest additional efforts into their work
and strive for better job outcomes (Saks 2019). According to Welikala And and Sohal (2008),
EI has a significant impact on both individual and whole organisational focus on quality.
This fosters a sense of belonging among employees towards the company (N. C. Liu and Liu
2014) and promotes a readiness to engage in activities aimed at achieving organizational
success (Zaware et al. 2020). Organizations benefit from EI as it allows those directly
involved in the work to propose and carry out improvements based on their knowledge
and skills (Thomas et al. 2009). The literature has highlighted the importance of EI in
creating a supportive environment for quality as well as promoting certain dedication to
organizational excellence (Assarlind and Gremyr 2014). A lot of research of the past has also
revealed the factors within an organization that contribute to EI, including the influence
of managers’ techniques in encouraging and empowering employees to participate in
activities in relation towards innovation (Cadwallader et al. 2010; Hsieh 2016; Valtakoski
and Jarvi 2016). According to Krajcsak (2019), training and motivation are key components
in enhancing dedication to achieving organizational excellence. Also, Kebede Adem
and Virdi (2021) have proposed that involvement and training work together to improve
organizational performance and promote a commitment to excellence. Salessi and Omar
(2019) suggest that when employees are given the opportunity to participate in their
company’s activities, they are expected to excel better due to a certain involvement feeling,
which boosts their self-esteem and reputation. Firstly, EI leads to a greater emphasis on
training to equip them with the necessary skills to contribute to organizational growth
and development. The more involved the employees are, the more motivated they are to
support improvement projects (Tan et al. 2014) and the more dedicated they become to
achieving organizational excellence (Beraldin et al. 2022). Prior research has indicated that
when EI results positively in increased employee commitment, satisfaction in their jobs,
productivity, motivation, and engagement (Bahjat Abdallah et al. 2017; Garcia et al. 2019).

Therefore, further hypotheses have been developed.

H3. Employees” Intrinsic Motivation is positively related to employees” LP involvement.
H4. Employees” Extrinsic Motivation is positively related to employees’ LP involvement.
H5. Employee LP Involvement is positively related to employees’ intention to apply LP practices.

H6. Employees’ LP Involvement mediates the relationship between intrinsic motivation and the
intentions to apply LP practices.

H7. Employees’ LP Involvement mediates the relationship between extrinsic motivation and the
intentions to apply LP practices.

Based on the literature and past studies, seven hypothesis were developed in order
to investigate employees intentions to implement loyalty programme practices. In the
proposed model, shown as Figure 1, intrinsic motivation and extrinsic motivation are
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Figure 1. Proposed Model.

3. Methodology
3.1. Questionnaire Development

The questionnaire was divided into several parts to assess hotel employees’ intrinsic
motivation, extrinsic motivation, involvement in LPs, and intentions of applying loyalty
LPPs. Statements based on previous studies (Ahmad et al. 2019; Amabile 1993; Carlini and
Grace 2021), modified to this paper’s topic and was employed to retrieve Chinese hotel
employees’ extrinsic motivation (four statements), extrinsic motivation (five statements), EI
(four statements), and intention to apply LP practices (two statements). Participants rated
each section using a 5-point Likert scale that ranged from ‘strongly disagree’ to ‘strongly
agree’, with a midpoint at 3 called ‘neutral’. Scale measures appropriate for this study were
chosen based on previous research findings and modified accordingly in the model.

The first and second part was applied to measure intrinsic and extrinsic motivation
based on the research by (Amabile 1993) and then modified to this paper’s research focus.
The next part was inserted to examine the degree to which the employees feel whether LPP
is relevant to them or not. These statements were taken from Carlini and Grace (2021) and
modified for this study. The next section assessed the intention to put an LPP into practice
and was created and adjusted as outlined in the research by (Ahmad et al. 2019). The final
part of the research concentrated on the demographic attributes of the hotel staff, such as
their age, gender, department of work and level of education.

3.2. Data Collection

Management departments of international hotel cooperations and LPPs were reached
out to for the purpose of obtaining access to Chinese employees working in the hospitality
sector in China. In total, 100 hotels expressed interest in participating in the research. The
questionnaire was shared with their staff between May and June 2024.

3.3. Demographics

In total, 1047 questionnaires were filled out by the hotels that participated in the
research. Due to inconsistency in some of the answers, a total of 893 usable responses were
taken, resulting in an obtained sample of 893 paired data points (89.30% valid rate). In
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total, 443 respondents (49.6.6%) were female. Sixty-three percent of the respondents were
aged between 18 and 35, with the rest being over 36 years old. When it came to educational
qualifications, most respondents had education levels below a master’s degree, accounting
for 59.3%. Respondents with work experience within the hostel sector for no more than
three years accounted for 34.4% of the total, while those with six to ten years of experience
made up 24%. The data indicated that an almost equal number of employees working
in the hotel are both single (49.46%) and married (47.49%). The remaining percentage
was either divorced or widowed. Table 1 summarizes the demographic information of
our participants.

Table 1. Demographic information (N = 893).

Demographic Information Percentage Coding
Gender
Male 450 (50.39%) 1
Female 443 (49.60%) 2
Age
18-25 years old 257 (28.78%) 1
26-35 years old 304 (34.04%) 2
36—45 years old 217 (24.30%) 3
46-55 years old 101 (11.31%) 4
56-64 years old (1 57%) 5
over 65 years old 0 (0%) 6
Education
High school 221 (24.75%) 1
Bachelor’s degree 309 (34.60%) 2
Master’s degree/ MBA 20 (2.23%) 3
PhD 0 (0%) 4
Other 343 (38.41%) 5
Work experience
0-3 years 307 (34.38%) 1
4-5 years 111 (12.43%) 2
6-10 years 214 (23.96%) 3
11-15 years 140 (15.68%) 4
16-20 years 61 (6.83%) 5
over 20 years 60 (6.72%) 6
Job position
General Manager Level 15 (1.68%) 1
Senior Management Level 157 (17.58%) 2
Assistant Management 130 (14.56%) 3
Level
Supervisor Level 197 (22.06%) 4
Employee in Operation 125 (14.00%) 5
Internship/Entry Level 269 (30.12%) 6

3.4. Analytical Strategy

The following descriptive statistics were used in this quantitative study to analyse
the collected data. First of all, the gathered data on intrinsic and extrinsic motivational
factors among Chinese hotel employees was analysed using the weighted mean method
based on the Five Point Likert Scale Format. Weighted mean results between 3.5 and 3.99
are considered moderate, and results ranging between 4.0 and 4.5 are considered very
strong. Furthermore, SPSS was used to assess the reliability of measurement instruments
by computation of Cronbach’s «. The data collected were examined using path analysis in
Mplus 7.4 to test the proposed hypotheses. Additionally, we employed a bootstrap method
to determine the confidence interval of mediation effects.
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3.5. Ethical Consideration

Participants were informed of the research’s objectives and provided their informed
consent. The employees involved in this study were told that they could choose whether or
not to participate. The research posed no risk to the participants since no identifying infor-
mation such as names and employer names was collected, and all data was analysed and
protected their anonymity to the fullest. Additional factors were defined using carefully
created scales specifically designed for this research. The scales underwent pretesting by
both experts in the field and consumers. Panel members filled out the surveys and then
gave their input during individual interviews regarding the clarity or difficulty of the mea-
surements. Another group of experts evaluated the revised questionnaire and concluded
that it was suitable for the research. The research was carried out following the declaration
of the research ethics review panel of Xi'an Jiaotong Liverpool University in Suzhou, China.
The project approval code of the Ethics Council is ER-LRR-12881053620240202155653.

4. Results
4.1. Descriptive Statistics

Table 2 highlights the intrinsic motivating factors for Chinese hotel employees. The
result shows that the fifth factor (Today, I felt motivated at work to provide services
according to the LP guideline due to pressure I feel within myself) was the most influential
one among the respondents. This was determined by the overall mean value of 4.28
(very strong). All other factors ranged between 4.06 and 4.21, meaning that the intrinsic
motivational factors are all strongly affected.

Table 2. Intrinsic Motivational Factors.

Verbal

Intrinsic Motivation Weighted Mean .
Interpretation

1. Today, I felt motivated at work to provide services
according to the LP guidelines because I am 4.06 Strong
interested in it.

2. Today, I felt motivated at work to provide services
according to the LP guidelines because I like the 4.06 Strong
challenge of it/I like to challenge myself.

3. Today, I felt motivated at work to provide services
according to the LP guidelines because I like to be 4.08 Strong
involved in it.

4. Today, I felt motivated to provide services

according to LP guidelines because I enjoy doing so. 4.21 Strong

5. Today; I felt motivated to provide services
according to the LP guideline due to the pressure I 428 Very strong
feel within myself.

Extrinsic motivational factors were identified in Table 3. The results show that pressure
from management seems to be the strongest extrinsic motivation to apply LP practices. In
this case, the participants considered factor one to be the strongest (Today, I felt motivated
at work to provide services according to the LP guidelines, as it may lead to receiving
recognition from my boss) was indicated with a weighted mean of 4.29 (very strong). This
implies that Chinese hotel employees feel a strong pressure to impress either management
or their boss. This could be explained by the cultural background of saving face.
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Table 3. Extrinsic Motivational Factors.
Extrinsic Motivation Weighted Mean Verbal .
Interpretation
1. Today, I felt motivated at work to provide services
according to the LP guidelines, as it may lead to 4.29 Very strong
receiving recognition from my boss.
2. Today, I felt motivated at work to provide services
according to the LP guidelines, as it may lead to 4.13 Strong
receiving rewards from my boss.
3. Today, I felt motivated at work to provide services
according to the LP guidelines because I am getting 4.01 Strong
paid for it.
4. Today, I felt motivated at work to provide services
according to the LP guidelines due to pressure I 3.68 Moderate

receive from my supervisor or the hotel
management.

In regard to Table 4, statistically significant results were observed in the expected
connections among the variables analysed. Hotel employees’ extrinsic motivation and
intrinsic motivation positively predicted the intentions to apply LPP. Furthermore, em-
ployee LP involvement positively predicts employees’ intentions to apply LP practices.
Firstly, according to Table 3, all Cronbach’s alpha and composite reliability values exceed
0.80, exceeding the minimum requirement of 0.70 and demonstrating internal consistency

reliability as outlined by (Nunnally 1978).

Table 4. Measurement Items.

Variable Item Loading Cronbach’s «
Intrinsic Motivation 1. TQday, I felt.mf)tlvated at work to provide services according to the LP guidelines because I 0.90 0.92
am interested in it.
2. Today, I felt motivated at work to provide services according to the LP guidelines because I 0.88
like the challenge of it/I like to challenge myself. :
3. Today, I felt motivated at work to provide services according to the LP guidelines because I 0.89
like to be involved in it. ’
4. Today, I felt motivated at work to provide services according to LP guidelines because I enjoy 0.90
doing so. :
5. Today, I felt motivated at work to provide services according to the LP guideline due to the 0.79
pressure I feel within myself. .
Extrinsic Motivation 1. Today, I fgl? motivatetfl at work to provide services according to the LP guidelines, as it may 074 0.79
lead to receiving recognition from my boss.
2. Today, I felt motivated at work to provide services according to the LP guidelines, as it may 0.84
lead to receiving rewards from my boss. ’
3. Today, I felt motivated at work to provide services according to the LP guidelines because I 0.80
am getting paid for it. ’
4. Today, I felt motivated at work to provide services according to the LP guidelines due to the 077
pressure I receive from my supervisor or the hotel management. :
Involvement 1 It means a l'ot to me whgn Isee organisations acting in a'respon51ble way regarding LP 0.90 087
implementation and treating loyal customers in a responsible way.
2. I think it is important for the hotel to act in a responsible way with loyal customers. 0.76
3. It matters to me how to treat customers according to the LP and what benefits they receive. 0.84
4. Thave a significant interest in the LPP of my hotel. 0.88
Intention 1. Tintend to treat customers according to LP benefits and practices in my hotel. 0.91 0.79
2. I would apply LP benefits and practices if there is any opportunity to do so. 091

4.2. Hypothesis Test

We conducted a path analysis to test our hypotheses (shown in Table 5). Regression
analyses indicate that hotel employees” intrinsic motivation positively predicted intentions
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to apply LP practices (b = 0.14, SE = 0.04, p < 0.001), supporting H1. In addition, employ-
ees’ extrinsic motivation positively predicted Intentions to apply LP practices (b = 0.20,
SE =0.02, p < 0.001), supporting H2. Furthermore, employees’ intrinsic motivation pos-
itively predicted employees LP involvement (b = 0.65, SE = 0.02, p < 0.001), supporting
H3. To continue, employees’ extrinsic motivation positively predicted employees” LP
involvement (b = 0.15, SE = 0.02, p < 0.001), supporting H4. Looking at hypothesis 5, the
results show that employee LP involvement positively predicted intentions to apply LP
practices (b = 0.62, SE = 0.02, p < 0.001), supporting H5.

Table 5. Means, SD, correlations among variables (N = 893).

M SD 1 2 3 4 5 6 7 8 9
1 Gender -
2 Age —0.09 ** -
3 Education 0.05 —0.08 * -
4 Work experience —0.17 ** 0.67 ** —0.14*
5 Job position - - 0.08 —0.34 % 0.22** —0.59 **
6 Intrinsic Motivation 40.14 0.84 -0.19* 0.14** —0.02 0.13** —-0.03 (0.92)
7 Extrinsic Motivation 10.03 0.85 —0.12** 0.08 * —0.01 0.02 0.04 0.66 ** 0.79)
8 Involvement 40.30 0.74 —0.15** 0.18 ** —0.06 0.20 ** -0.13* 0.86 ** 0.65 ** (0.87)
9 Intention 40.17 0.82 —0.15** 0.16 ** —0.06 0.18 ** —0.14 % 0.76 ** 0.66 ** 0.82 ** (0.79)

Note. M = Mean, SD = Standard deviation. ** p < 0.01, * p < 0.05. Cronbach’s alpha in parentheses.

Finally, we conducted a mediation analysis (Table 6). The results highlight that
employees LP involvement mediated the relationship between intrinsic motivation and
intention (Estimate = 0.40, SE = 0.03, 95%ClI = [0.34, 0.45], didn’t include 0), supporting H6.
And lastly, employees LP (Figure 2) involvement mediated the connection between EM and
intention (Estimate = 0.09, SE = 0.01, 95%CI = [0.07, 0.12], didn’t include 0), supporting H7.

Table 6. Regression results (N = 893).

Mediator: Involvement Dependent Variable: Intention

Estimate (SE) p-Value Estimate (SE) p-Value
Intercepts 1.08 *** (0.10) <0.001 0.32*(0.13) 0.014
Gender 0.05 (0.03) 0.058 —0.02 (0.03) 0.473
Age —0.01 (0.02) 0.488 —0.00 (0.02) 0.919
Education —0.01 (0.01) 0.339 —0.01 (0.01) 0.553
Work experience 0.03 ** (0.01) 0.007 0.01 (0.02) 0.686
Job position —0.04 *** (0.01) <0.001 —0.03 *** (0.01) 0.008
Intrinsic Motivation 0.65 *** (0.02) <0.001 0.14 *** (0.04) <0.001
Extrinsic Motivation 0.15 *** (0.02) <0.001 0.20 *** (0.02) <0.001
Involvement 0.62 ***(0.02) <0.001
R? 0.76 *** (0.01) <0.001 0.71 *** (0.02) <0.001
Mediation path
intrinsic motivation — LP involvement — Intention 0.40 *** (0.03) <0.001
Extrinsic motivation — LP involvement — Intention 0.09 *** (0.01) <0.001

Note. ***p < 0.001, ** p < 0.01, * p < 0.05.
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Figure 2. Proposed Model Results. Note. *** p < 0.001, ** p < 0.01.

5. Discussions

Because there is limited research on factors influencing Chinese hotel employees’
intention to execute LPs in the Chinese hotel industry, this research examined and assessed
the impact of employee motivation and EI in facilitating the intentions to execute LPP. The
results confirmed that extrinsic motivation and intrinsic motivation influence the inten-
tions of hotel employees to apply loyalty programme practices. Our findings supported
the research model. As stated in Hypothesis 1, intrinsic motivation showed a positive
correlation towards the intention of applying LPs. Identifying the strongest underlying
factors of intrinsic motivation of Chinese hotel staff, results showed personal pressure to
be the strongest. According to Fang et al. (2021) employee intrinsic motivation plays a
vital role in the efficiency of operations within the hotel industry. The study conducted by
Priya et al. (2023) highlights in this regard that personal performance pressure should be
seen as a challenge, not a threat, leading to increased work engagement among employees.
This research also demonstrates the significance of managerial support in motivating em-
ployees to participate in applying loyalty programme practices. Therefore, it is essential
for management to motivate employees with the support of recognizing their work as a
motivational strategy.

Also, an increase in extrinsic motivation related to the intention of applying LPPs,
which supports the predictions made in Hypotheses 2. Identifying the strongest underlying
factors of extrinsic motivation of Chinese hotel staff, results showed recognition from
management to be the strongest and pressure from management or supervisor to be the
second strongest. As a result, reward regulations or pressure (receiving recognition from
my boss or pressure received from management) could significantly impact the findings of
the study, which showed a positive association between extrinsic motivation and intentions
to apply LP practices. The results align with previous studies that highlight that employees
are driven by external factors (extrinsic motivation) as they engage in an activity for its
practical purpose (Gagné et al. 2015). According to self-determination theory, extrinsic
motivation varies based on the level of autonomy (Deci and Ryan 2000). According to
research conducted by others (Gillet et al. 2013; Yoo 2015; Zhang et al. 2022) who focused
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on self-determination theory, the study confirms the considerable influence of perceived
supervisor autonomy support on autonomous motivation in the hospitality industry.

Tan et al. (2014) highlighted the fact that the more involved employees are, the
more motivated they are. This is also backed by this research as motivation is passively
related to involvement and therefore supports Hypothesis 3 and 4. Hypothesis 5 predicted
that employee involvement positively predicted intentions to apply LPP, and this was
supported. When an employee believes that their work is valuable to them, they tend
to have an increase in a certain professional identity feeling, leading to higher levels of
engagement and job satisfaction. On the contrary, if an employee’s professional identity is
weak, they may consider leaving their current job for a better opportunity (Applebaum
et al. 2010; Poon 2004). Salessi and Omar (2019) point out that employees who get the
opportunity to be more involved in certain projects tend to perform better, which aligns
with the results of this research. Interpersonal interactions between management and
employees, also referred to as leader-follower relationships, are considered crucial for the
overall success of individuals and companies in Chinese culture. This is especially true in
hotels with an international focus that are integrated into people-centric organizations (Ren
and Chadee 2020).

Therefore, our research contributes new information to the current literature on em-
ployee motivation and builds up findings on the intention of hotel employees to apply LPs.
The study found that EI actually increased the role of intention in applying LPP. Previous
studies back this up (Hazelton 2018; Khan and Lakshmi 2018) and urge the importance of
IE in leading to an increase in employees” work productivity as well as sustainable growth
of a firm (Rich et al. 2010). Focusing on the above, the results suggest that it is beneficial
to combine EI, training, and motivation in order to enhance commitment to achieving
organizational excellence and foster a supportive environment for LPP.

Additionally, the research highlighted the mediating role of employees’ LP involvement
between extrinsic motivation and the intentions to apply LP practices (Hypothesis 6) as well
as intrinsic motivation and the intentions to apply LP practices (Hypothesis 7). With this
in mind, the research confirms that EI plays an important role in encouraging employees’
intention to apply LPP. Below are the implications in theory and practice.

6. Theoretical and Practical Implication

Until now, there have been limited studies on the elements that impact the moti-
vation of Chinese hotel employees and limited studies focusing on their motivation in
implementing LPPs. The research findings provide good insights into hotel management,
especially how hotel employees feel and respond and which type of motivation predicts
the intention of applying LPs. Self-determination theory is frequently utilized to offer
theoretical interpretations for motivation, yet there is limited empirical focus on how it
is influenced by hotel employees” intentions to implement LPP practices. The research
confirms the direct correlation between motivation and employee LP involvement, as well
as how their relationship is mediated. The primary contribution of this research is the
connection between Chinese hotel employees’ extrinsic motivation and their extrinsic moti-
vation, which correlates with the intention of implementing LPPs in the hospitality sector.
Based on the evaluation of the structural model, it was confirmed that there was a positive
and direct correlation between intrinsic motivation and extrinsic motivation, which have a
direct and positive relationship with employees’ intention to apply LPPs. As highlighted,
intrinsic motivation that focuses on the recognition and rewards of management ranked as
the most influential response. This is in line with the expectancy theory, which proposes
that employees will exhibit certain behaviours when they believe they will be rewarded
positively and recognized by management (Chiang and Jang 2008).

Human resource management is commonly recognized as a key competitive strategy
in the hospitality sector that sets a company apart from its rivals. For example, management
could create and strengthen employees’ involvement and intention in implementing LPP
by promoting better training and sharing regular programme achievements in order to
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get employees more motivated to utilize the relationship management strategies. Hence,
it is recommended that leaders and management of the hotel sector provide training and
mentoring to help employees strengthen their internal drive, particularly in relation to
applying LPP and their motivation as well as involvement. This approach can boost
employees’ confidence in handling obstacles and ultimately improve their motivation to
demonstrate self-efficacy when applying these practices. In addition to creating unique
training programmes for hotel staff, it is crucial to evaluate the effectiveness to ensure they
are well-received (Perron et al. 2006).

Through this research, hoteliers can gain a better understanding of employee man-
agement to increase individuals’ motivation and establish techniques to enhance EI and
intentions to apply LPP in the international hotel sector. Overall, achieving the right strat-
egy for increasing employees’ intention to apply LPP through motivation and involvement
seems to be a successful way to keep hotels competitive in the market and offer excellent
customer service to guests. It is recommended that management and leaders establish
guidelines that promote ongoing LP behaviours among employees as they play a key role in
raising awareness about the LP of the related hotels. Policymakers could use this research
as a reference point when implementing sustainable practices within the hotel and tourism
sector. Hotel management is encouraged to assess the factors highlighted in this research
regularly. They only need to survey employees on the specific items related to the focused
factor on a regular base. It would then be possible to observe fluctuations in the factors
throughout the year by evaluating the success or having the opportunity to adjust their
action plans.

Additionally, since hotel organizations are an overall service-oriented industry, the
attitudes and motivational factors of employees are crucial for the growth of hotels.
The evaluation conducted in the study regarding the relationship between employee
motivation, EI, and intentions to apply LPP could provide valuable insights for future re-
search on how employee motivation fosters positive behaviours within the hotel industry
(Amissah et al. 2016).

7. Limitation and Future Research

Although this study makes practical and theoretical contributions, it also acknowl-
edges certain limitations. The research concentrated on the relationship between EI in LPs,
employees’ extrinsic as well as intrinsic motivation, and the ability to adapt LPP within
the hospitality sector. The most important contribution of this research is the emphasis
on how employee extrinsic motivation and extrinsic motivation facilitate Chinese hospi-
tality employees’ intention to apply LPPs. Past research has focused on Chinese hotel
employees’ motivation with a focus on different variables, but no previous studies have
explored the factors influencing Chinese hotel employees” motivation in regards to working
with customer relationship strategies such as LPs. This research stands out for not only
answering such questions but also investigating the impact of Chinese hotel employees’
motivation. Besides the valuable contributions this study has revealed, it has come with
various limitations that should be considered as guidelines for future studies. First of all,
the research was carried out in China. Subsequent studies may replicate our experiments in
different countries, particularly with a focus on Western societies. This cultural background
could impact the outcomes. Instead of conducting the same research in a different cultural
setting, a comparative research project using information gathered from employees in
multiple countries could show great insights. In doing so, the findings could unveil direct
aspects of cultural differences that could impact intentions of implementing management
practices. Initially, the study was carried out in China’s first-tier and second-tier cities. A
replication of the research could involve other tier cities to determine if the findings vary.
Furthermore, future studies could conduct the same study in other service industries, such
as the cruise or aviation industry, that also use LPs. The information and data utilized in
this research were gathered from different hotel brands and chains, all of which work with
slightly different loyalty programmes. Conducting the research within a single hotel chain,
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with employees having an experience based on the same programme, could give more
exclusive insights into their behaviour. It is crucial for upcoming studies to utilize varied
research techniques to improve comprehension of the results. For instance, employing a
qualitative research strategy with the hotel employees can help gain a further and more
in-depth understanding of employees’ perspectives on management practices, such as
implementing LPP.

8. Conclusions

Research findings have verified that the connection between extrinsic motivation and
intrinsic motivation is most significant when it comes to the intentions of applying LPs.
Furthermore, no academic in the field of hospitality has demonstrated how LP involvement
of employees and EM and IM are influenced when applying LPP in the hospitality sector.
The research indicates that management should not focus either on extrinsic rewards
or on intrinsic rewards but rather on a combination of both to accomplish LP practices
and activities. Our findings indicate that Chinese hotel employees who possess a high
involvement in LPs are more inclined to participate in LPPs and execute those at work.
Lastly, Chinese hotel employees who demonstrate a higher level of EM and IM are more
inclined to be involved in LP practices. The study findings imply that the connection
between extrinsic motivation and intrinsic motivation is most significant when it comes
to the intentions of applying LPs. That means that management should not focus either
on extrinsic rewards or on intrinsic rewards but rather focus on a combination of both to
accomplish LP practices and activities.
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