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[bookmark: _Toc6007239]1. Introduction
Human power or the HRM keeps the most important contribution to any kinds of mission, plan or go achievement. Each and every organization have been involved in marketing and quality development to compete their close competitors, and the quality service and marketing solely dependent on the employee, so the active engagement of employee in work is very crucial. Oliver Bonas is one of the most famous online department stores which sells dresses,Jewelry, Homeware, Furniture and Gift items. This research is going to discuss the effectiveness and real outcome from employee engagement by Oliver Bonas, from the perspective of the UK market.
[bookmark: _Toc5748792][bookmark: _Toc6007240]1.1 Research Background
The world is every day increasing with the human being, the population has become very crucial issues for every nation, on the basis of usage and engagement population is considered a blessing and on the other side, the population is considered a burden. Nowadays, without proper and efficient HRM plans and strategies, an organization can't bring success for their organization. According to Stamm, (2012)Employee engagement is considered the core and most valuable functions of HRM that can contribute highly to any organization or business.He also added that the higher the employee can be engaged in work the higher will be the outcome and profit. On the other hand, (Satinoff and Teitelbaum, 2013) believes that not only the employee engagement but the surety of engaging skilled employee is the key to success. (Satinoff and Teitelbaum, 2013)added that only proper planning and the skilled employee engagement can ensure success not just merely engaging employee into work can ensure success, profitability and achieving the goal through unqualified services to potential customers. So, this study has been taken into consideration to find out the actual impact and benefit of employee engagement on delivering quality service. Bothma, 2015).
[bookmark: _Toc5748793][bookmark: _Toc6007241]1.2 Research aim
The aim of the research is to critically analyze the impact of employee engagement to ensure quality service delivery by Oliver Bonas. 
[bookmark: _Toc5748794][bookmark: _Toc6007242]1.3 Objectives of the research
The objectives of this research are given below: 
1. To measure the benefits of employee engagement for delivering quality service by Oliver Bonas
1. To analyze the ways of employee engagement in Oliver Bonas
1. To investigate the impacts of proper employee engagement to ensure customer satisfaction through quality service by Oliver Bonas
1. To recommend the best ways for Oliver Bonas to improve the process of employee engagement in the workplace.
[bookmark: _Toc5748795][bookmark: _Toc499852512][bookmark: _Toc6007243]1.4 Research Rationale
The topic of this research is “Role of Employee Engagement on Delivering Quality Service by Oliver Bonas”
The present business world is very up to date, each and every small and big company use the HRM or the human resource to achieve their goal and reach their destination with efficient time ad endeavour. As Oliver Bonas is online based fashion business store so it has to maintain a huge employee group for perforin and serving their huge customer group as said by Stamm (2012). The organization depends on the employee engagement, their contribution and dedication around 80% for ensuring quality series. EVANS (2016) said employee engagement is ensured by various ways out the most important and effective are- Training, Motivation, leading and controlling. Oliver Bonas is one of the most popular online fashion stores which has been serving the UK people from 1993, now this brand has grown up to 70 stores around the UK. OB has been leading the board as an online store by serving the most designable and updated gifts, dresses, jewellery and others. This research is necessary to analyze the ways of employee engagement and the impacts of their engagement to ensure quality service to the customer to bring success and earn a profit (The WorldatWork handbook of compensation, benefits & total rewards, 2017).
[bookmark: _Toc5748796]

[bookmark: _Toc6007244]2. Literature Review
[bookmark: _Toc5748797][bookmark: _Toc6007245]2.1 Benefits of employee engagement for delivering quality service by Oliver Bonas
[bookmark: _Hlk6005098]The positive sides and benefit of employee engagement are very voluble by any organization, as customers are the most important part of a company so delivering quality service is highly important. According to Poole (2013), customer satisfaction can be ensured by100% dedication and sacrifices by employees which possible by their involvement into work. Customers get satisfaction due to the quality of the products, dedication of employees, behaviour, & loyalty. Loyalty only can become from the employee if they involve them in work from the heart (Narayanan, 2014). The higher is the customer satisfaction the higher is the customer retention the profit. ageing if the employee engages themselves into work the cost minimization is possible by ensuring effective use of raw materials, machinery etc.   
[bookmark: _Toc5748798][bookmark: _Toc6007246]2.2 The ways of employee engagement for delivering quality service
The ways of engaging employees depend on the relationship between the organization and employees. There are few ways of developing effective employee engagement, those are given below: 
Figure: The ways of developing employee engagement 
Source: (Partnerships for emerging research institutions, 2009)
Motivation is the best way to involve employees in the work, they feel more lost to the organization because of financial or nonfinancial motivation like- Rewards, increments, cash money, gifts etc. Another term is Training proving sanded training make employees understand the necessity of their contribution to the organization (Long, 2012). Training make a better relationship between organization and employees; employees feel responsible as they have been trained by the organization so employees can't easily leave the organization. Leading & controlling is another way to propel employee in right line, Proper and effective leaders can lead the better way by building a good relationship between both parties, and the good relationship let leaders control employee keep both parties happy (Liff, 2017).
[bookmark: _Toc5748799][bookmark: _Toc6007247]2.3 The impacts of proper employee engagement to ensure customer satisfaction through quality service by Oliver Bonas
The customer is the king of any business organization, so the satisfaction of the customer is prime issues anyhow it has to be done.As, Oliver Bonas is very famous so this brand has more responsibility to the customer because they already gained reliability from the customer(Fitzwater, 2019). Impactof proper employee engagement to ensure customer satisfaction through quality service are given below;

Figure:The impacts of proper employee engagement to ensure customer satisfaction
Source:(Poole, 2013)
Poole (2013)said that customer experience is a silent asset which can bring huge success for the business. If employees are engaged and they have a better relationship with the organization, employees think the business s their own and they treat customers with proper care and respect. According to Partnerships for emerging research institutions (2009),if the management invests over employee engagement it will bring returns as profit from business so it is not any cost its investment (Training cost, Financial incentives, arranging a picnic, other benefits etc.) are an investment not cost. On the other hand, EVANS (2016) believe that investing for employee engagement are profitable for companies in many ways as one satisfied employee can serve and retain 10 customers at least so it's profitable.
[bookmark: _Toc6007248]3. Methodology
[bookmark: _Toc6007249]3.1 Research Approach
The researcher has two options conductive and deductive research approaches for conducting his/her research (Cahoon, 2017).Here, the information has been collected in a quantitative format so the researcher has selected the deductive research approach. The researcher has assessed the benefit of employee engagement in Oliver Bonas how it ensures benefits in the operation.
[bookmark: _Toc6007250]3.2 Population and sampling
The population of the study is the employees of Oliver Bonas & the sample size is 40. For ensuring biases, the researcher has used random sampling approach and collected responses from 40 people. Random sampling approach is very effective one to conduct this kind of research, the researcher has also ensured the neutral statement by respondents through asking basic questions so these will be pretty enough to understand the reliability of the research.
[bookmark: _Toc6007251]3.3 Data collection
Here, data has been collected from respondents through a well-designed questionnaire, including 6 questions regarding the issue. The first-hand researcher has met with every respondentrandomly and explained to them the basic issue so that they don’t feel uneasy or disturbed in the time of answering. The researcher also tried to collect information about the overall business condition by the impact of employee engagement in the UK (Goddard and Melville, 2011).
[bookmark: _Toc6007252]3.4 Data Collection Tools
The questionnaire is the most common way of collecting primary data for research (Fletcher, 2016). A well-designed questionnaire involves several types of questions including multiple choice questions, open-ended questions, and ranked order questions etc. (Partnerships for emerging research institutions, 2009). The researcher has used a structured questionnaire to conduct the study- which has been added to the appendix part of the report.



[bookmark: _Toc6007253]4. Data analysis
The research has conducted an analysis of the collected data with the help of Microsoft Excel. The findings have been shown through charts and graphs. In the following part of the report…
[bookmark: _Toc6007254]4.1 The ways of employee engagement in Oliver Bonas
For making employees more skilled and expertise organization have to invest over them in respect to motivation, training and incentive providing. Oliver Bonas has been trying to establish a better relationship with its employees.
Figure 1: The ways of employee engagement in Oliver Bonas
The figure shows that 60% of the people strongly believe and 25% of the people believe that employee engagement can be increased by providing motivation. customers. For developing this organization can also use training, incentive, counselling, sessions etc.
[bookmark: _Toc6007255]4.2 The impact of proper employee engagement to ensure customer satisfaction
The impact of employee engagement is very positive and profitable for any kind of organization. As. UK is a very fashionable place so the endeavour of Oliver Bonas to make their products up to date has created different value in the market of UK. It has been possible by the sacrificing & dedicating employee of Oliver Bonas

Figure 2: The impact of proper employee engagement
The figures show that 55% of the respondents strongly agreed and 20% of the respondents agreed that the impact of proper employee engagement in the profitability and success is mandatory.  It ensures the quality of services which attract new customers, that is called the customer retention profit without newer investment and working.  












[bookmark: _Toc6007256]5. Findings of the study
The organization is very famous in the UK online market, this brand has been trying to develop its service through huge employee engagement. As we know to improve the quality of service increase thenumber of customers. The analysis showed75% of respondents believe that employee engagement has the influence on the success of Oliver Bonas significantly. In addition, 80% of the respondents believe proper strategy and planning along with the best HRM team can make Oliver Bonas successful.  
[bookmark: _Toc6007257]5.1 Ethical evaluation
In every span of life being ethical is must, in the completion of this research, the researcher has collected information with reliability and ensured authenticity. So the readers don’tget confused and be betrayed through my wring and fake information (Burnett, 2012). As a researcher, he tried his best to make it perfect but nothing is perfect in the world. Researcherhighly focused on not manipulating the information in addition, the researcher has promised to keep the secret of the respondents.
[bookmark: _Toc6007258]5.2 Individual reflection of the studies
 From the research, I have learnt a lot of things like how to complete a research paper on a contemporary business issue. I have learned to gather information and processing the raw data into structured information. I have also learned to design a pie chart, graph and some excel work under this period. I have tried to learn and apply my knowledge for establishing my acquired knowledge to make it permanent for me.   









[bookmark: _Toc6007259]6. Conclusion and recommendations
A business organization or any kinds of organization it needs the help and assistance of an employee. In this digitalized world, everyone needs updated things for use, so the employees from their position have been working hard so their involvement is must to make an organization smile. The UK has been always influenced by the fashion, luxury and standard lifestyle. So, employee engagement is important for Oliver Bonas to use their contribution, creativity, endeavour and sacrifices. The management of Oliver Bonas should follow the following recommendations-
· Ensure employee engagement for delivering quality service which will ensure in return the qualified employee group and satisfied customer. And, the satisfied customer means more profit and more success. 
1. The ways of employee engagement in Oliver Bonas need to be improved by taking opinions from existing employees which will make them more loyal to the company. 
1. Oliver Bonascan develop a two way and prompt communication between management and employees so that management can inform employees how their every single action impact both positively and negatively. 
1. [bookmark: _GoBack]Training, workshop and other relevant event can be organized to educate employees regarding how to serve customers well. Besides these will also help to identify the factor which make employees dissatisfied. 
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[bookmark: _Toc6007261]Appendix
	Questionnaire
Name:                                                                                  Contact
Occupation:                                                                         Age

	No
	Questions
	Strongly 
Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	The ways of employee engagement in Oliver Bonas

	1.
	 Motivation is the best way to engage the employee 
	24
	10
	5
	1
	0

	2.
	Providing financial increment make the employee more engaged in the organization
	17
	13
	4
	3
	2

	3.
	Employee engagement is crucial for each and every organization
	20
	10
	2
	4
	4

	The impact of proper employee engagement to ensure customer satisfaction

	4.
	Employee engagement ensure quality service
	22
	8
	1
	4
	5

	5.
	Employee engagement cost is investment
	25
	10
	2
	1
	2

	6.
	Oliver Bonas should focus on more employee engagement
	15
	12
	3
	5
	5

	7
	What is your recommendation regarding the impact of employee engagement to ensure quality service……………………………………………………………………………?









Employee Engagement 


Ensure perfect behaviour


Ensure Profitabiliity 


Ensure Customer Retention 


Ensure profit maximization


Ensure resource utilization


Ensure cost minimization























Motivation


Training


Leading & Controling









The ways of employee engagement in Oliver Bonasr
Series 2	Strongy Agree	Agree	Neutral	Disagree	Strongly Disagree	17	13	4	3	2	Series 3	Strongy Agree	Agree	Neutral	Disagree	Strongly Disagree	20	10	2	4	4	


The ways of employee engagement in Oliver Bonas
Sales	
Strongy Agree	Agree	Neutral	Disagree	Strongly Disagree	24	10	5	1	0	Column1	
Strongy Agree	Agree	Neutral	Disagree	Strongly Disagree	17	13	4	3	2	Column2	
Strongy Agree	Agree	Neutral	Disagree	Strongly Disagree	20	10	2	4	4	

The impact of proper employee engagement 
Series 1	Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	22	8	1	4	5	Series 2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	25	10	2	1	2	Series 3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	15	12	3	5	5	


The impact of proper employee engagement 
Sales	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	22	8	1	4	5	Column1	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	25	10	2	1	2	Column2	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disgree	15	12	3	5	5	
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