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ABSTRACT: This article explores potential changes in employee motivation for retention in the Dutch hotel industry
after the COVID-19 pandemic, applying the self-determination theory to examine autonomy and competence. An
online survey was designed and applied to 298 Dutch hotel staff members, assessing variables such as (1) volition,
(2) perceived locus of causation (PLC), (3) perceived choice, (4) perceived competence, (5) optimal challenge and
(6) experience of success. Staff were categorised into two groups — managerial and non-managerial workers —
taking into account their distinct job responsibilities. Statistical analysis and content analyses were applied to the
research to comprehend and discuss the data. Findings indicate that although there were some differences between
the two groups and their emphasis on distinct sub-factors, it is clear that staff have assigned increased significance
to intrinsic elements of autonomy and competence post-pandemic. The study does not apply other dimensions of
the self-determination theory, such as relatedness; however, based on the quantitative and qualitative results,
recommendations are provided for supervisors, HR managers and other policymakers in the Dutch hospitality industry

to enhance employee retention in the sector.
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Introduction

Retaining personnel is crucial in the hotel industry, especially
given its constantly changing and demanding operating
environment. Skilled and loyal employees are the hospitality
industry's foundation, directly impacting productivity, service
quality and the overall stability of any establishment. This also
applies to the hotel business in the Netherlands. However, staff
retention, which has always been a major concern in hospitality
(Dwesini, 2019), grew in importance during and after the COVID-19
pandemic which disrupted global business operations (Bajrami et
al., 2021). The pandemic and the measures to control its spread
caused significant changes in the Dutch hotel industry, which
faced a major decrease in employment, and in turn, the overall
number of hours worked in the industry decreased (Centraal
Bureau voor de Statistiek [CBS], 2022). In addition, the Dutch
hospitality sector had difficulties filling job vacancies (Maurits,
2022) due to the high turnover rate experienced during the
pandemic, as many hotel workers switched to other industries
(Maurits, 2022). This means that re-evaluating and focusing more
on talent acquisition, (re-)training and retention is necessary.

During the pandemic, staff needs also shifted (Mahmoud et
al., 2022). For instance, following the disruptions brought on
by COVID-19, employees are more interested in having a sense
of choice in their work, including in how activities are carried
out. This perceived choice empowers them, which improves
job satisfaction and therefore motivates them (Mahmoud et
al., 2022).

Employees in hospitality are interested in feeling more
confident about and having more autonomy in conducting
their tasks and in strategic situations. However, confidence is
related to competence, and so adding new skills and practising
existing skills is a must. Despite the fact that the employees
require more autonomy, they also show a great desire for a
collaborative workplace. They enjoy belonging to a strong team
that promotes cooperation and togetherness (Yam et al., 2018),
especially during the COVID-19 pandemic, when many people
experienced feelings of loneliness. Therefore, the research topic
is to investigate the motivational factors in staff retention in
the post-COVID-19 era. Accordingly, the main objective of this
research is to analyse the role of autonomy and competence in
the retention intentions of Dutch hotel staff post-COVID-19.

Research on how COVID-19 has changed what employees
expect from their work environment in the hospitality industry
could provide valuable insights, which could then be used
to create strategies that fit with new working conditions
and meet the needs of employees, ultimately helping to
improve staff retention in a post-pandemic world. Therefore,
a pragmatic study was carried out, applying an inductive and
mixed-method approach, combining qualitative and quantitative
data collection. It was applied to a survey where the questions
were developed based on the self-determination theory and
other relevant literature reviews. Autonomy and competence
were the main variables, and these constructs were broken
down into multiple measurable components such as (1)
volition, (2) perceived locus of causation (PLC), (3) perceived
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choice, (4) perceived competence, (5) optimal challenge and
(6) experience of success. A dual approach was implemented
using a Likert scale and open-ended questions. The reliability of
the questionnaire used for data collection was evaluated using
Cronbach's alpha analysis. Both convenience and purposive
sampling were applied in this study. The sample size calculation
used an estimated population of 53 500 Dutch hospitality
employees; therefore, to ensure consistency and relevance,
screening questions were introduced. The final sample consisted
of 298 respondents, 149 from each category — managerial and
non-managerial — from all Dutch regions to achieve the balance
between the groups. To increase response rates, participants
were offered the opportunity to enter a draw to win gift cards. It
was communicated that participation in the draw was voluntary.

The data analysis was conducted based on two different
methods. For the quantitative data, descriptive statistics were
applied, including the mean creating a clear interpretation
of the information. The qualitative data was examined based
on thematic analysis where identifying recurring themes
in participants' responses brought valuable insights to the
research.

The consequences of the COVID-19 pandemic on the
hospitality industry and the well-being of hospitality staff during
the pandemic have already been studied (Bajrami et al., 2021,
Cuc et al., 2022; Mahmoud et al., 2022); however, there is a clear
gap regarding the post-pandemic effects on motivation within
this group. Additionally, this study attempts to fill the gap by
examining the motivation of managerial employees in the hotel
sector.

The results may provide a basis for future research into the
effects of autonomy and competence on employee retention in
various other settings after COVID-19, including other industries
and geographical regions. Therefore, the wider implications of
this research involve assisting other sectors in creating efficient
staff retention programmes.

The research is divided into five sections. The introduction
gives an overview of the subject, the context, the objectives,
relevance and methodology. The second section reviews
the relevant literature, providing access to secondary data
on the topic and context for the research. In turn, the third
section displays and evaluates the data gathered. In the fourth
section, the study's limitations are clarified, drawing relevant
conclusions, with suggestions for further research. The final item
includes all relevant references.

Literature review

As the COVID-19 pandemic spread worldwide, the Dutch
economy experienced significant changes. Forced into lockdown,
the second quarter of 2020 experienced the most severe
economic contraction (nearly 8% quarter-on-quarter) since the
Second World War (Mares, 2021; NOS Niews, 2021). This resulted
in many job losses, especially in the cultural and other "contact”
sectors (Ministry of Finance, 2021). The hospitality industry was
one of the first to experience the impacts of the pandemic (CBS,
2022). According to the Netherlands' National Bureau of Statistics
(CBS), there was a decline of 33.9% in the industry's turnover in
2020 compared to the previous year. In response to these
difficulties, many businesses reduced their workforce to diminish
costs associated with sustaining employees when the volume of
work decreased. This resulted in approximately 100 000 fewer

hospitality positions at the beginning of 2021 compared to the
beginning of 2020, with on-call workers being the most affected
(Notten & Hooijmaaijers, 2021).

The economic crisis caused significant psychological distress
for employees. CBS data reveals that various age groups
responded differently to the COVID-19 crisis. Nearly half (45%) of
young adults reported feeling lonelier since the pandemic, with
increased reports of frequent sadness (37%) and increased stress
(31%) (Reep & Hupkens, 2021). Given that young people form the
majority of employees in the Dutch hotel industry (CBS, 2022), it
is assumed that the impact on this group was substantial.

Changes in the work environment caused by the pandemic,
including reduced working hours or even employment loss,
contributed to feelings of loneliness, anxiety, gloom and stress
(Reep & Hupkens, 2021). This may have been exacerbated in
the hospitality industry by the widespread use of "zero hour" or
"on-call" contracts, which typically contribute to a sense of job
insecurity (Van Aerden et al., 2017; CBS, 2021; Hoeberichts et al.,
2021; Codrington, 2021). Wood and Burchell (2014) found that
the inherent uncertainty of these contracts negatively affects
employees' mental health. The pandemic merely worsened
these concerns, resulting in a significant rise in feelings of job
insecurity (Wilson et al., 2020). The way to reduce insecurity and
low productivity is to invest in staff motivation, increasing job
satisfaction and retention. Autonomy and competence could be
an essential factor in this equation.

Autonomy is a combination of several interrelated elements.
One of these elements is the degree to which people believe
their actions are the product of their own free will rather
than outside forces (Deci & Ryan, 1985). Autonomy can also
be expressed in the feeling of engagement and willingness in
one's actions, contrasting with the sense of obligation or being
forced to act (Gagné & Deci, 2005), or the feeling of having
the freedom to make independent decisions, thereby having a
sense of control over one's actions (Van den Broeck et al., 2008).
These "components” contribute to the sense of freedom and
independence that defines autonomy.

It is generally believed that managers have a high level of
autonomy and decision-making freedom, particularly due to
their jobs requiring them to be "in control”. Employees, in turn,
also require autonomy in their day-to-day tasks. For instance,
frontline employees need freedom of action and creativity to
adapt their behaviour to meet each customer's unique service
requirements (Slatten & Mehmetoglu, 2011). While the definition
of autonomy may vary between managers and employees based
on their job roles, both positions necessitate a level of freedom in
making decisions and determining their task execution methods,
which has been shown to promote job satisfaction and retention
(Lee & Way, 2010).

The COVID-19 pandemic, with its unforeseen challenges,
underscored the importance of autonomy for employees and
management staff in the hospitality industry. At every level of
an organisation, the uncertainty of the pandemic and the quickly
shifting environment brought attention to the necessity of
adaptable decision-making and individual initiative (Kniffin et
al., 2021). Additionally, the sense of a lack of control and the
associated psychological distress (anxiety) experienced by
individuals during the pandemic further emphasise the critical
role of autonomy in feeling content and deriving satisfaction
from a job. Providing employees with control over their work
and decision-making can enhance motivation, satisfaction and
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overall well-being. Although there is a literature gap in studying
the significance of autonomy in the post-COVID-19 hotel industry,
it is logical to assume that fostering autonomy post-pandemic is
a strategy that can increase the resilience of the industry.

In terms of competence, this psychological need involves
multiple distinct components and goes beyond a simple
measure of capability. Firstly, there is perceived competence,
representing an individual's confidence in their ability to
complete tasks and achieve goals. Such a perception, according
to Gagné and Deci (2005), has a significant correlation with
job satisfaction as it provides employees with a sense of
accomplishment. The next factor is optimal challenge, which
balances an individual's skills against their responsibilities,
which in turn also contributes to the sense of achievement
(Deci & Ryan, 1985; Mandigo & Holt, 2002). Furthermore, when
achieved, it creates a state of “flow", which is characterised by
total, energised focus, linked to increased job satisfaction and a
decreased motivation to quit (Mandigo & Holt, 2002; Maeran &
Cangiano, 2013). Finally, the regular experience of success can
strengthen organisational commitment and lead to increased job
satisfaction since it strengthens an employee's sense of value
and purpose (Demir, 2020).

When considering competence in the hospitality industry,
it is crucial to keep in mind that various roles necessitate
different needs and expectations. Managerial roles, for instance,
often require a wide set of skills like flexibility, adaptability,
industry knowledge, leadership and interpersonal skills (Jain &
Bukhari, 2021). On the other hand, when discussing hospitality
employees, researchers most often mention interpersonal and
soft skills, such as communication and customer service, as
being crucial (Kabii et al., 2019).

The COVID-19 pandemic highlighted the importance of
competence for both employees and managers. Employees had
to adapt quickly to new roles and responsibilities, follow stricter
hygiene protocols, and use digital tools (Rawal et al., 2020;
Bharti & Sharma, 2023). For managers, the unpredictable nature
of the pandemic and the operational challenges it presented
made competence in decision-making, crisis management and
technology even more important (Lai & Cai, 2023). Security in
one's competence serves as a psychological empowerment tool
and lessens feelings of job insecurity (Knezevi¢ & Krsti¢, 2019), a

Being able to do the work tasks, which are in line with
what | really want is one of the key motivators for me to

stay with my current company.

FIGURE 1: Volition (managerial staff)

common fear among hospitality workers during the pandemic.
It motivates people to see a threat as a challenge and fosters
stress resistance (Kammeyer-Mueller et al., 2009).

Exploring the complexities of human motivation, a theory
emerged from the relationship between psychology and business
called the self-determination theory (SDT). The SDT emphasises
that motivation is an active interaction between internal and
external elements, rather than a one-dimensional drive (Ryan &
Deci, 2000). Central to SDT is the belief that meeting some basic
psychological needs such as autonomy and competence can
lead to achieving one's full potential and improving long-term
well-being (Ryan & Deci, 2000). However, considering the
complexity of human motivation, the relevance of SDT could
differ in diverse settings, for instance, among different cultures
(Chirkov et al., 2003). Despite these variations, most empirical
studies (Vansteenkiste et al., 2010; Deci et al., 2017) agree that
these needs are crucial for enhancing motivation and well-being.
Again, the motivation, in this sense, could be intrinsic or extrinsic.
Engaging in activities that result in personal fulfilment is intrinsic
motivation, which fosters creativity and engagement. On the
other hand, extrinsic motivation is sparked by rewards from
outside sources, or the need to avoid punishment (Ryan & Deci,
2000). Numerous environmental and individual factors impact
the balance between these types of motivation, underscoring
the complexity of human motivation (Gagné & Deci, 2005).
However, the focus of this study is limited to the intrinsic
components of SDT, namely autonomy and competence.

Results

Autonomy was the first item evaluated in this research. Based
on a Likert scale, the respondents were required to choose
between five options that expressed their opinions about
specific statements (Strongly disagree, Disagree, Don't know,
Agree, and Strongly agree). When asked how important volition
is for their intention to remain at the hotel, while most managers
were uncertain about their response (39.6%), a number of
them still expressed their agreement (38.93%) (Figure 1). Most
non-management employees agree (65.11%) or strongly agree
(20.14%) with the statement, resulting in an average response
value of 4 (Figure 2) compared to 3 for managers (Figure 1).

Q8: Managerial staff

Mean 3,369127517
Standard Error 0,068242821
Median 3
Mode 3

Standard Deviation
Sample Variance

0,833009793
0,693905315

Kurtosis -0,339083374
Skewness 40,144786394
Range 4
Minimum 1
Maximum 5
Sum 502
Count 149
672 Largest(1) 5
Smallest(1) 1

Confidence Level(35,0%) 0,134856174
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Perceived locus of causation (PLC) was reflected by the next
question, which asked if respondents’ perception of themselves
at work was a key motivator for their intention to remain with
their current employer. The data demonstrates that most of both

groups agree with the statement (managers: 42.96% agree +
8.06% strongly agree) (Figure 3); non-managers: 55.04% agree, +
28.86% strongly agree (Figure 4). It is again more evident among

Being able to do the work tasks, which are in line with what |
really want is one of the key motivators for me to stay with my

current company.

12,76 l

FIGURE 2: Volition (non-managerial staff)

65,11

w4 |

Feeling like | can be myself at my job is one of the key
motivators for me to stay with my current company.

5 28,19

17,45

FIGURE 3: PLC (managerial staff)

42,96

Feeling like | can be myself at my job is one of the key
motivators for me to stay with my current company.

N 10,74
C 537

Strongly disagree Disagree Don't know

FIGURE 4: PLC (non-managerial staff)

55,04

28,86

Q8: N gerial staff
Mean 4,026845638
Standard Error 0,054663116
Median 4
Mode 4
Standard Deviation 0,667248371
SampleVariance 0,445220388
Kurtosis 2,820881586
Skewness -0,860133908
Range 4
Minimum 1
Maximum 5
Sum 600
Count 149
Largest(1) 5
Smallest(1) 1

Confidence Level(95,0%)

0,108021014

Q9: Managerial staff

Mean

Standard Error
Median

Mode

Standard Deviation
Sample Variance
Kurtosis

Skewness

Range

Minimum
Maximum

Sum

Count

Largest(1)
Smallest(1)
Confidence Level(95,0%)

3,348993289
0,079636266

4

4
0,972084515
0,944948304
40,385632678
40,438073901

0,157371017

Q9: Non-manageriol staff

Mean

Standard Error
Median

Maode

Standard Deviation
SampleVariance
Kurtosis

Skewness

Range

Minimum
Maximum

Sum

Count

Largest(1)
Smallest(1)
Confidence Level(95,0%)

4,073825503
0,06395142
4

4
0,780626565
0,609377834
0,744733982
0,821134587
3

2

5

607

149

5

2
0,12637584
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Q10: Managerial staff

Being able to do my job the way | think it could best be Mean 3,563758389
done is one of the key motivators for me to stay with my ::::?a:d e 0‘“535100:
current company. Mode 4
60 Standard Deviation 1,041841844
Sample Variance 1,085434428
5 Kurtosis 0,319564849
i Skewness -0,82601355
Range 4
30 Minimum 1
Maximum 5
o Sum 531
10 Count 149
el [es] el :
0 Smallest(1) 1
Strongly disagree Disagree Don't know Agree Strongly agree Confidence Level(35,0%) 0,16866405
FIGURE 5: Perceived choice (managerial staff)
Q10: Non-managerial staff
Mean 4,134228188
Being able to do my job the way | think it could best be ‘Standard Error I 0,056867977
done is one of the key motivators for me to stay with my ‘Median | 4
current company. ‘Mode . 4
s ‘Standard Deviation [ 0,694162125
‘Sample Variance | 0,481861056
» Kurtosis | 2127002239,
50 |Skewness . -0,800122468
Range . 4
o Minimum _ 1
30 ‘Maximum | 5
55 ‘Sum | 616
Count . 149
10 - Largest(1) | 5
PR~ ‘smallest(1) [ 1
Strongly disagree Disagree Den't know Agree swonglyagree  Confidence Level(95,0%) 0,112378089
FIGURE 6: Perceived choice (non-managerial staff)
Q 11: Managerial stoff
Since the COVID-19 pandemic, I've found it increasingly important | | 1
that my work tasks are in line with what | really want to do. |Mean I 3,194630872|
© Standard Emor | 0082846736
Median 3
. [Leedhe | 4
Standard Deviation 1011273297
o Sample Variance _ 1,02267368
% Kurtosis -0,306992174
“ Range 4
Maximum 5
10 Sum | 476
. I Count o s
e e
o Smallest(1) | 1
Swongy disagree Disagree Don't know Agree Strangly agree | mm&z ﬂ 0,1637153

FIGURE 7: Volition after COVID-19 (managerial staff)
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non-managerial employees, as the range of their responses is 3
(Figure 4) compared to 4 for managers (Figure 3).

The following question was about the significance of having
a choice in how tasks are performed. Again, the non-managerial
employees mostly agreed with this statement (57.72% + 28.86%),
with a disagreeing minority of 1.36% in total. Managerial staff

also agreed with the statement, with 62.43% in total, resulting in
a 3.57 mean (Figure 5) against 4.13 for non-managers (Figure 6).
The next question aimed to determine whether COVID-19
impacted the respondents’ perceptions of the significance of
performing tasks of their own volition. Managerial employees
questioned whether pandemics had any impact on this factor,

Since the COVID-19 pandemic, I've found it increasingly important

that my work tasks are in line with what | really want to do.

. [Lsw |

Srongly disagree Disagree Don't know Agree

FIGURE 8: Volition after COVID-19 (non-managerial staff)

Since the COVID-19 pandemic, it has become more important for me

to feel like | can be myself at my job.

a2

FIGURE 9: PLC after COVID-19 (managerial staff)

Since the COVID-19 pandemic, it has become more important for me

to feel like | can be myself at my job.

0
0
o N e I

Swongly disagree Dot know Agre

-

B

Disagree

FIGURE 10: PLC after COVID-19 (non-managerial staff)

Q 11: No I staff
Mean 3,93959?315
Standard Error 0,076914578
Median 4
Mode 4
Standard Deviation 0,938862077
Sample Variance 0,881461999
Kurtosis 1,892746757
Skewness -1,268883204
Range 4
Minimum 1
Maximum 5
Sum 587
Count 149
Largest{1) H
Smallest{1) 1
Swongly agme Confid Level(95,0%) 0,151992628
Q 12: Managerial staff
Mean 3,32885906
Standard Error 0,084346676
Median 3
Maode 4
Standard Deviation 1,029582394
Sample Variance 1,060039906
Kurtosis -0,303870502
Skewness -0,395832003
Range 4
Minimum 1
Maximum 5
Sum 496
Count 149
Largest(1) 5
Smallest(1) 1
Swongl ag Confidence Level(35,0%) 0,166679364
Q 12: Nonr gerial staff
Mean 3,805369128
Standard Ermor 0,077764576
Median 4
Mode 4
Standard Deviation 0,94923762
Sample Variance 0,901052059
Kurtosis 1,305384009
Skewness -0,993185262
Range 4
Minimum 1
Maximum 5
‘Sum 567
Count | 149
Largest(1) 5
Smallest{1) 1
Swongh agme Confid Level(95,0%) 0,153672327
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The COVID-19 pandemic has made it more important for me to fee Q13: Managerial stoff
free to do my job the way | think it could best be done
Mean 3510067114
Standard Error 0,096000866
42,29 Median 4
Mode a4
Standard Deviation 1,171839912
Sample Variance 1373208779
Kurtosis 0652729774
Skewness -0,573552813
Range 4
o 19,47 Minimurm 1
Maximum 5
4 Sum 523
Count 149
Largest(1) 5
Smallest{1) 1
Confidence Level(95,0%) 0,189709471
FIGURE 11: Perceived choice after COVID-19 (managerial staff)
Q 13: Non ial staff
Mean 3912751678
Standard Ermor 0,071223715
Median 4
Mode 4
Standard Deviation 0,869396233
Sample Variance 0,75584981
Kurtosis 2/081746058
Skewness -1,142474925
Range 4
Minimum 1
Maximum 5
Sum 583
Count 149
Largest{1) 5
2= Smallest{1) 1
Confidence Level(35,0%) 0,140746784
FIGURE 12: Perceived choice after COVID-19 (non-managerial staff)
TABLE 1: Themes identified from open questions related to autonomy
Themes Considerations
Value and recognition in the  Among managers, the most prominent theme was value and recognition. The pandemic shifted the perception of
workplace work, emphasising the importance of feeling valued and recognised by employers. This includes valuing autonomy

to acknowledge employees' contributions beyond profit generation. For instance, one food and beverage managerial
employee stated:

It has always been important to feel good at the workplace, but especially after being at home for several months, |
understood how much time I spend at work and the importance of being happy and feeling valued in the workplace.

Work-life balance and Another prevalent theme, especially among non-managerial employees, was "Work-life balance and well-being".
well-being Lockdowns and remote work during the pandemic heightened awareness of the importance of this balance and personal
well-being. Autonomy was seen as crucial in achieving this balance. One front-office employee shared:
The pandemic made me perceive work in a different light; now being able to be more comfortable and myself is more
important than before as | am more focused on ensuring my mental health is first before the company's goals and profits.

Adaptation to new work Some responses mentioned "Adaptation to new work dynamics” and the importance of autonomy in improving customer
dynamics service. Respondents believed that autonomy at work can improve customer service in response to increased customer
demands after COVID-19. One front office employee shared:
The demand for services has increased dramatically since the COVID-19 pandemic, which also requires us to better serve
our customers.

Job insecurity and economic A theme of "Job insecurity and economic uncertainty" emerged in one response. The COVID-19 pandemic raised concerns
uncertainty about job security and economic stability, leading this respondent to value autonomy at work to ensure stability. This front
office employee expressed her worries thus:
The pandemic made me more stressed, and | feel that | did not have a lot of control over my work, and | felt that | have
to do a lot of things which I do not really like doing because I did not have choice...so | guess after the pandemic | just
started giving these things [autonomy factors] higher importance.
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as the mean of their responses was 3.2 and a high percentage
of 34.9 chose the "Don't know" response (Figure 7). However,
among non-managerial employees, the change caused by
COVID-19 was evident, as the mean is 3.9, and 55.04% + 25.51%
agreed or strongly agreed with the statement (Figure 8).

When presented with the statement that the COVID-19
pandemic changed the perception of the significance of being
oneself at work, most managerial staff respondents (36.92%)
agreed or strongly agreed (10.74%) with this statement.
Nonetheless, many respondents in this group expressed
doubts (32.22%), which resulted in an average score of 3.33,
again slightly above the medium (Figure 9). In the case of
non-managerial staff, the inclination towards the fact that the
pandemic influenced people's perception of PLC at their work is
much more evident, with almost half of the whole sample (49%)
agreeing and 21.48% strongly agreeing with the statement,
resulting in the mean of 3.8 (Figure 10).

The next question aimed at identifying if respondents
placed greater importance on having the choice in performing
work tasks after COVID-19. There was an evident variance in
managers' responses, as seen on the bar chart. However, once
again the majority of respondents in this group agreed (42.29%)
or strongly agreed (19.47%) with the statement (Figure 11).
Non-managers, on the other hand, only had a small percentage
of those who disagreed or were uncertain (22.16% in sum), while
the overwhelming majority agreed (55.71%) or strongly agreed
(22.15%) (Figure 12).

Since the COVID-19 pandemic, it has become more
important for me to feel confident that | am good Mean

at the things | do in my job.

33,56

28,19

188 |

R N NG s &

\
i 1
e

Strongly disagree Disagree Don't know

In the "Autonomy and COVID-19" section of the survey,
participants were asked to explain their points of view in relation
to various statements. This aimed to gain insights into autonomy
after the pandemic. A total of eight responses were analysed,
with two from managers and six from non-managers. These
responses were categorised into four themes (Table 1).

The results reveal a pattern: following the COVID-19
pandemic, respondents overwhelmingly acknowledged the
increasing significance of autonomy-related factors (volition,
PLC, perceived choice). Non-managerial employees confidently
voiced their agreement and were particularly aware of this shift.

The data indicates that the importance of autonomy, especially
regarding volition and perceived choice, experienced a
noticeable increase among respondents post-COVID-19 (Figures
7, 8,11, 12). Notably when elaborating on their agreement, many
non-managerial respondents highlighted the pandemic's role
in changing their perception of the importance of autonomy.
They associated experiencing autonomy at work with having a
healthy mental state and feeling happy. These results support
the self-determination theory (Ryan & Deci, 2000), which
establishes a relationship between autonomy and psychological
health and well-being.

Anxiety, depression and mental health problems were all
made worse by the pandemic (Reep & Hupkens, 2021). These
circumstances frequently restrict personal autonomy (Bergamin
et al., 2022), which provides a valid justification for most
respondents who consider increasing autonomy as crucial to
their workplace retention.

Q 25: Managerial staff

3,348993289
Standard Error 0,08929972
Median 3
Mode 4
Standard Deviation 1,090041993

Sample Variance 1,188191547

FIGURE 13: Perceived competence after COVID-19 (managerial staff)

Since the COVID-19 pandemic, it has become more
important for me to feel confident that | am good

at the things | do in my job.

50,34

Kurtosis -0,674916634
Skewness -0,256180993
Range 4
Minimum 1
Maximum 5
14,77 Sum 499
Count 149
Largest(1) L4
Smallest(1) 1
trongly agree Confidence Level(95,0%) 0,176467185
Q 25: Non-managerial staff
Mean 4,040268456
Standard Error 0,07491406
Median 4
Mode 4
Standard Deviation 0,914442635
Sample Variance 0,836205333
Kurtosis 2,024378118
Skewness -1,262510401
Range 4
Minimum 1
Maximum 5
Sum 602
Count 149
Largest(1) S
Smallest(1) 1
Confidence Level(95,0%) 0,148039358

FIGURE 14: Perceived competence after COVID-19 (non-managerial staff)
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Since the COVID-19 pandemic, I've found it
increasingly important to feel successful at
mastering my work tasks.

40,27

21,48

12,76 |

‘ 5,37 ‘

Q 27: Managerial staff

Mean 3,570469799
Standard Error 0,090974446
Median 4
Mode 4
Standard Deviation 1,110484637
Sample Variance 1,233176129
Kurtosis -0,306222238
Skewness -0,615198431
Range 4
Minimum 1
Maximum 5
2 Sum 532
Count 149
Largest(1) 5
Smallest(1) 1
Confidence Level(95,0%) 0,179776649

FIGURE 15: Experience of success after COVID-19 (managerial staff)

Since the COVID-19 pandemic, I've found it
increasingly important to feel successful at
mastering my work tasks.

50 55,71

Agree Str

Q 27: Non-managerial staff

Mean 3,993288591
Standard Error 0,077072692
Median 4
Mode 4
Standard Deviation 0,940792107
Sample Variance 0,885089788
Kurtosis 2,920336752
Skewness -1,516347804
Range 4
Minimum 1
27,52 Maximum 5
Sum 595
Count 149
Largest(1) 5
Smallest(1) 1
Confidence Level(95,0%) 0,152305081

FIGURE 16: Experience of success after COVID-19 (non-managerial staff)

The employees' strong desire to feel valued at work is another
important aspect influencing the increased importance of
autonomy, because it makes them feel "heard" and "trusted", as
several respondents claimed. Employees increasingly associate
feeling valued by management with having more autonomy in
their work. These findings align with the study by Guo et al.
(2021), where autonomy, and therefore being granted freedom
at work, promotes a positive environment since the employee
feels valued for their input. The change in the perception of
importance given to autonomy at work can be ascribed to
how the pandemic affected people who sought purpose and
control during uncertainty and stress. Autonomy enabled staff
to take charge of their work, make impactful decisions, and
boost the general resilience of the organisation. Therefore, the
findings suggest that, to a significant extent, autonomy plays a
crucial role in influencing the intentions of both employees and
managers to remain with their current company in the Dutch
hotel industry post-COVID-19, and COVID-19 had a major impact
on this impression.

The next variable investigated was competence. The need
for competence was studied by examining respondents’
desires for perceived competence, optimal challenge and
the experience of success. As with the preceding needs,
managers and non-managers reported a consistent pattern,
acknowledging that all competence-related factors had gained
greater importance for them after the pandemic. Interestingly,
the managers emphasised the increased importance of

the "experience of success" factor (Figure 13). In contrast,
non-managers highlighted "perceived competence"” as the most
crucial competence factor (Figure 14).

The COVID-19 pandemic underscored the importance of feeling
successful at mastering work tasks. Among non-managerial
staff, most respondents agreed (55.71%) or strongly agreed
(27.52%) with the statement, leading to a mean of 4 (Figure 16).
Managerial staff, on the other hand, while generally more
diverse in responses, on average gave this statement the most
agreement in the section "Competence after COVID-19" (the
mean was 3.6) (Figure 15), which also made it the most "agreed
to" statement across the "after COVID-19" sections in this group.

In the "Competence and COVID-19" section of the survey,
participants were asked to explain why any of the competence
factors became more important to them after the pandemic. A
total of 10 responses were collected, with six from managers and
four from employees in non-managerial roles. These responses
were categorised into several themes (Table 2).

There was this tendency among managers, as a result of the
pressure they experienced during the pandemic, to keep the
company operating in an uncertain environment (Graf-Vlachy et
al., 2020), as the experience of success, in this case, determines
the future of the organisation. The concept of experiencing
success may have taken on a new meaning — it no longer
represents personal competence, but also the idea that the
managers' efforts contribute to the organisation's resilience and
recovery. On the other hand, non-managers placed the greatest
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TABLE 2: Themes identified from open questions related to competence

Themes Considerations

Learning and skill

It was a recurring theme among managers (two responses) and non-managerial employees (two responses). In response

enhancement for confidence to uncertainty during the pandemic, individuals wanted to learn more about their jobs and improve their skills. This was
seen as a way to boost their confidence and adapt to changing circumstances. For example, one front office employee

mentioned:

The pandemic brought a lot of anxiety to me. It makes me quite worried that if something goes wrong again I can also be
fired, so to stay “in shape”. I try to learn more about my job and boost my confidence by doing it.
This quote indirectly implies feelings of job insecurity.

Impact on industry and task
achievement

This was mentioned twice by non-managerial employees. The respondents acknowledged that their level of competence
directly impacted the resilience and customer appeal of their industry. They stated that they felt more confident when

they could achieve tasks effectively and contribute to the industry's resilience after the crisis:

Being at the brink of extinction of a hospitality industry during COVID-19, | realised the importance of good task
achievement at my workplace to keep the industry running and attractive for visitors. | am therefore very result-oriented
and feel more confident when | can complete tasks with a good quality.

Psychological resilience and
adaptability

While not mentioned by any non-managerial employees, the theme of "Psychological resilience and adaptability” emerged
among managers twice, with one of them mentioning:

It can improve the psychological quality of individuals.
The COVID-19 pandemic brought unexpected challenges and changes, highlighting the significance of confidence and a
positive mindset in maintaining resilience, adaptability and mental well-being.

Confidence in personal growthAnother common theme among managers was "Confidence for personal growth and control". According to two of the

and control

respondents, having competence and confidence at work is crucial because it gives them a sense of control over their lives
and opportunities for personal development:
Confidence gives us more control over our lives.

importance on perceived competence, which can be attributed
to the prevalence of feelings of job insecurity among this group.

When elaborating on their responses, both groups consistently
highlighted the importance of learning and skill enhancement
for building confidence. Vander Elst et al. (2012) agree that
competence serves as an empowerment tool for employees in
demanding situations such as job insecurity. Thus, as reflected
in this survey, the demand for perceived competence among
staff may reflect their efforts to recover a sense of control and
confidence after the uncertainty the pandemic caused.

These findings resonate with the self-determination theory,
as competence factors emerged as significantly important to
respondents in both managerial and non-managerial positions.
Within the framework of the self-determination theory (SDT),
competence stands out as a fundamental psychological need
(Deci & Ryan, 1985; Gagné & Deci, 2005; Deci et al., 2017),
which became particularly pertinent in light of the prevalent
job insecurity during the pandemic. According to the findings,
competence is crucial in motivating hotel staff to stay in the
Dutch hotel industry after COVID-19. It emphasises the need
to improve job skills, which is critical for job security and
adaptability in the industry's changing context.

Conclusions

This research aimed to analyse the role of autonomy and
competence in the retention intentions of Dutch hotel staff
post-COVID-19. Based on the quantitative and qualitative
analysis, it can be concluded that both constructs are relevant
in human motivation and have also grown in importance after
the pandemic for both managerial and non-managerial staff
in Dutch hotels. Respondents identified perceived choice,
perceived competence and the experience of success as the
most "relevant” factors for their retention. These same elements

increased in importance the most following the pandemic, both
among managers and non-managers. While these factors stood
out, other components were also highly valued.

Interesting insights emerged throughout the study, notably
concerning the influence of timing on respondents’ perspectives,
and the extent to which intrinsic motivation factors grew in
importance immediately after the pandemic is remarkable.
Additionally, higher levels of uncertainty were observed among
managers in their responses, providing a perspective on
distinctive challenges encountered by this group. These findings
added depth to the research findings and underscored the
importance of considering timing and managerial roles in future
research.

Some limitations were identified in this study, with the
relatively small sample size limiting the generalisability of
findings to a larger population. Additionally, the research
adopted a cross-sectional design, capturing a specific moment
in the post-pandemic period, which may not fully capture
long-term changes. The cross-sectional design provides a
snapshot of the post-pandemic landscape relevant to the time
of the study, which can further inspire and contribute to future
research on this topic.

Future research in this field could benefit from longitudinal
studies to capture the developing dynamics of staff motivation
over time, allowing for a better understanding of how the
motivational needs of staff change by degrees after a crisis.
Additionally, employing a strictly purposive sampling approach
and surveying a more extensive pool of participants in future
research could yield a more comprehensive and nuanced insight
into the variations of staff motivation in the Dutch hotel industry
post-COVID-19. Further studies using other motivational theories
may enhance the findings of this study, offering an expanded view
of employee motivation in this Dutch sector after the pandemic.
Other theories might provide new perspectives on the different
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variables impacting employee retention. Lastly, considering
different age groups, the demographics of employee motivation
may be the subject of future research and may provide valuable
insights for creating motivational methods aimed at certain
workforce demographics, considering the diverse experiences of
different age groups during the COVID-19 pandemic.
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