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The hospitality industry is working as a remarkable source of revenue and employment all around the world. This industry encourages economic development by creating a large percentage of employment. Customer satisfaction and retention as well as inviting new visitors to tourism services are markedly dependent on the services provided by the human resource of a hospitality organization (Ward, 1997). So, the employees employed in the respective organization are required to be managed properly throughout their job tenure. Premier Inn is one of the most popular hotels in the United Kingdom being the largest chain in the industry. After the outbreak of COVID-19, the hotel went into a big crisis following the economic condition of the world (Latour and Rose, 2012). Due to the travel restrictions, millions of bookings were canceled. As a result of which revenue generation was nearly closed as for the pressure created by the lockdowns imposed. In that regard, the hotel management decided to lay off 18% of their workforce numbering around 6,000 employees all around the branches (Nadkar, 2020). However, the human resource managers rebounded from this crisis when the economy started to settle down. The engagement of the employees can ensure the efficiency and performance efficacy of the workforce. 

Employee lifecycle acts as the blood of a hospitality organization. If the employees are provided with enough facilities and scaled compensation, they will show their earnest devotion to serving the customers. So human resource managers should understand how to maintain the employee lifecycle in an efficient way. Employee engagement is the rudimentary factor that has to be ensured in every department of an organization. Premier inn being the UK’s number one hotel, they are trying to maintain all the necessary measures in the employee lifecycle. Due to the pandemic, they have had a dramatic shift in their normal course of business (Blackstone, n.d., 2022). But soon after the dark crisis period was gone, the hotel went for action in a very stronger way. Allocating a huge amount of funds for the enhancement of employee engagement is a very appreciable thing in a working organization. During the pandemic, many people were in a monetary crisis, but after the recovery, the hotel wanted to fill up all the shortcomings they were going through during that period. 

According to statistics, 64% of employees are not properly engaged in their workplaces (Pierce, 2020). Premier inn is considering employee engagement as an exacting issue and has become very aware of taking care of the workforce. After the effect of the pandemic, they are scrutinizing how their expectations can be met and how to provide further development opportunities as a part of their employee engagement retention strategy. 

The hotel has made a holistic strategy of making teams in the workforce through which they can ensure greater value to the organization. Due to the obstacles created by the pandemic, it was essential for the hotel to build up a stronger workforce with a view to regaining its performance. Engagement of the employees works in a life cycle which starts from attracting the candidates to the organization to the separation phase (Emerald, 2008). The initial phase of employee engagement involves attracting candidates for a suitable position. After the employment cut during the hit of the pandemic, they concentrated on hiring more than the previous number of employees. Intending to increase brand awareness, the culture of the company Premier Inn hotel has the intention to gather more and more employees in the respective posts. 

During the pandemic, the hotel could not include new employees in its workforce. However, when the situation got better, they started to recruit competent candidates for the organization. COVID-19 has opened new opportunities for job positions. At present, HR managers are more aware of cleanliness and hygiene factors. As a result, a large number of employees are to be recruited in Premier inn hotel. Besides, they began to hire back its old personnel soon after the lockdown ended, and hotels across the UK were given permission to reopen in restricted capacity while adhering to health requirements.

In the third phase of the employee lifecycle, the HR managers need to provide the employees with proper job orientation after the recruitment (LaMont and Lucey, 2022). Premier inn hotel keeps records of all employees’ identities in the management information system (Emerald, 2008) during this phase. All the necessary information collection, security number providing and central network access are to be given to all the new employees in the hotel.
The most important part of the lifecycle is employee development. In this stage, the skills and competencies are required to be aligned with the most recent condition in the industry (G, S and R, 2019). The pandemic situation has insisted that hotel managers keep their environment safe from the intangible virus. Soft skills and related technical skills are required to be developed on a regular basis. Ensuring all the necessary social gatherings, meetings or any normal course of action in contactless services has become a new challenge after the outbreak of the virus in Premier inn (Benit, 2020). As a part of their development strategy, the employees were provided with online-based training. This hotel has taken the initiative of engaging 74% of the employees with a scorecard to track the performance of each team in the organization (G, S and R, 2019). Around 17,000 members worked dedicatedly toward attracting customers. Customers are largely touched by their cordial services during the most recent period. Employee Value Proposition has been formed for supporting the employee team members in increasing new opportunities, developing them and fulfilling them in an efficient way. The introduction of a new operating model and distribution model and its proper implementation through the use of human resources in turn has increased the market share of Premier inn in the United Kingdom (Nadkar, 2021). 

The main strategy of employee engagement in the Premier inn hotel is its retention strategy. In the present year, the company had gotten full recovery through a new employee retention strategy. The owner of the hotel spent 23 million pounds as part of employee retention (Nadkar, 2021). They gather more employees to enhance their workforce which they lost during the severe wave of the pandemic and then planned to give them all sorts of training possible. The employee life cycle in Premier Inn, as a result, took a massive shift in management. The scorecard namely WINcard worked as the measurement tool which is able to monitor the performance target (Briggs, 2016). The employees are rewarded and incentivized according to their respective performance given to the organization. The recognition scheme also includes an award presentation for those who gave their level best. These reward and compensation strategies are carefully planned under the supervision of human resource managers in Premier Inn hotel. It has also ensured to work in a flexible working environment which also considers the time for family and personal lives of the employees Alarifi, A. and Al-Abbasi, J., 2020. 

The last phase of the lifecycle is separation, where the employees leave the company. Losing an employee is not a pleasant matter for any of the employees. Though the company needed to lay off a large number of workers during the onset of the pandemic, later they tried the new employees to be retained for a long time. Yet as a part of their employee engagement policy they try to take feedback from the terminating employees and provide necessary retirement plans and funds after offboarding. There are several generational disparities in the workplace, spanning from attitudes to working methods. Furthermore, today's workplace is quite diversified in terms of generation. The aged and experienced employees have their farewell with intense respect and gratitude toward serving the organization for a long time (Ilmakunnas and Ilmakunnas, 2014). 

The goal of Premier inn is to provide customers with the best comfortable way with its bold and bright motto. With the proper implementation of employee engagement strategies, the company has been able to improve its revenue by 9.8% by the end of the last financial year (Nadkar, 2021). Sustainable plans have been able to satisfy the customers and employees alongside financial performance and thus it has placed the first position in the hospitality industry in the United Kingdom. 

There are a number of employee engagement model that is practiced in a hospitality organization (Wong, 2022). As per the practice, their human resource management can be fallen under The Kahn Model of employee engagement. The model was formed by one of the famous organizational psychologists namely William Kahn who identified three rudimentary concepts of employee management (Sinclair, 2020). While working in an organization, the employees need to be physically, emotionally and cognitively involved in the working environment. When the employees find their feeling meaningful and the working environment safe then they can be available to their organization with full concentration. 

Physical engagement of the employees is related to physical energy and spirit to work in an organization (Stuart, 2021). This ability is quietly linked with their emotional condition and mental energy. As the hotel staffs have to deal with several stranger visitors, it is important to build up strong interpersonal relations among them (Trice, 1984). Strong cognitive management can be performed through the employer’s vision and strategies. This can give the employees meaning to their work inside the organization. 

As Premier Inn has the reputation of being the best hotel in the United Kingdom, they are very much aware of these facts for the fulfillment of their organizational goals (Yaneva, 2018).  The cost of disengagement is high, as the employees do not involve themselves in the working environment in a proper manner (Sinclair, 2020). In basic terms, employee engagement is comprised of four elements. The quality of the development the human resource managers provide to the employees enables them to be energetic and encouraged them to be empowered in their respective position in the organization. Employees have a higher likelihood to stay with a firm if they have prospects for promotion, such as pay increments and bonuses (Bergquist, 2012). As Premier Inn has taken a huge amount of investment project for retaining the employees, they also include the plan of compensating them in a more pleasing way. Because of the continual influx of new challenges and learning opportunities, they remain enthusiastic about their profession.

Travelodge is another hospitality organization in the United Kingdom, whose employees are not trained and developed enough after the crisis created by the pandemic (Bryan, 2021). Travelodge laid off several staff during the outbreak of COVID-19, but when the situation got normal, they started hiring a large number of workers without any sufficient training and orientation. As a result of this, the customers were dissatisfied with many of their services, resulting in some negative reviews (Butler, 2019). The employees couldn’t engage with the organization with their three dimensions as per the model of Kahn. The role of human resource managers in ensuring these three dimensions is very vital. Trinity Hotel is another hotel prevailing in the hospitality industry in the United Kingdom where they are highly trying to engage the employees with all the possible means. After the COVID-19 phase is so crucial for them. For this reason, they are trying to improve their services through the satisfaction of the employees in the working environment. 

By analyzing employee engagement in the tourism and hospitality industry it can be ensured that it is heavily impacted by the reward they receive for their efforts. This includes the essentials of compensation, benefits, business culture, and the working environment (Yeneva, 2018). These are the fundamental qualities that tempt people to join the organization and dedicate themselves fully to the work at hand. Travelodge hotel has failed to connect the employees and customers because of the lack in the development phase of the employee life cycle. Whereas, Trinity Hotel has shortcomings in allocating a large number of funds in the employee retention strategy like Premier inn does. So, different hotels want to manage their human resource in different ways. In such ways, Premier inn is very much cautious about employee engagement in their services.

The hospitality industry has gone through a large transition since the outbreak of Coronavirus. This industry used to contribute a significant value to the economy of the United Kingdom previously, but this contribution shrunk in the following years by around 40% (Patterson, Ogilvie and Panter, 2021). However, the economy turned around positively after the crisis and the people residing in the cocoons demanded to travel to several destination spots in the tourism industry. In line with that, Premier Inn is managing their employees in all the effective ways possible. 
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