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Abstract


Aims of the study: The study aimed to examine the impact of employee engagement in the fast-food sector more specifically at McDonald’s Colchester.

The study design: The mixed method research was used for this study where qualitative and quantitative data were collected and analysed.

Major findings and contributions: The results of this study indicate that that the leaders in the fast-food sector have implemented effective techniques such as recognising achievement or rewarding higher performance, offering training and development opportunities, prioritising feedback, and emphasising on the core organisational values. Furthermore, McDonald’s Colchester has realised several benefits due to high levels of employee engagement. 

The identified benefits include improved organisational performance, higher employee retention, better team performance, enhanced customer satisfaction and motivated staff. However, the leaders experience a variety of challenges in their efforts to achieve a motivated workforce and examples of these drawbacks include providing constructive feedback that could foster productivity, translating the feedback into actionable insights and frequently changing trends in the industry.

Importance and significance of the study: This study examinates the importance of employee engagement in the fast-food sector and the impact it has on organisational performance. Moreover, the study can be further used by other companies which operate in the fast-food sector.
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Chapter 1: Introduction

In the fast-food industry, customer satisfaction and customer loyalty are vital components for success. The customer is the most crucial aspect of any industry as they provide a market for the product or service. Nguyen (2021) states that customer satisfaction fulfils the clients’ needs or wants in their preferred way. The desire and expectation levels of the customers must be met. Delighted and satisfied customers are potentially loyal customers and are more likely to give positive reviews on the establishment (Nguyen, 2021). Many studies have shown that engaged employees can improve customer satisfaction which leads to more customers and increased sales.
In the fast-food industry, employee satisfaction contributes to improved individual and organisational performance because it stimulates commitment of employees in the workplace. Thus, engaged employees bring many benefits to the company for example, the satisfaction of customers which leads to increased sales.
Measurement of customer satisfaction indicates how the industry provides services or products. According to Khan et al. (2013), in the fast-food industry, customer satisfaction is defined by various factors, including customer expectations, service quality, prices, promotions, physical environment, the taste of food, and brand. The significant determinants that influenced customer satisfaction were brand and service quality. Murad and Ali (2019) state that customer satisfaction is measured against the customers’ standard quality based on their desires and expectations. 

Research Aim

The purpose of this dissertation is to explore the engagement of employees in the fast-food sector, more exactly the engagement of McDonald’s employees in Colchester, United Kingdom. 


 Research Objectives

The objectives of this study are as follows:
1) To explore some of the methods used to manage employees' engagement at McDonald's Colchester.
2)  To identify the role of motivation in the engagement of employees at McDonald's Colchester.
3) To establish how employee motivation plays a key role in ensuring higher productivity. 

Research Questions

Based on the above research objectives, this study will aim at responding the following questions
1) Does the management use appropriate methods to engage all the employees? 
2) How much does motivation increase employee engagement at McDonald’s? 

Case Organization

The purpose of this dissertation is to explore the engagement of employees in the fast-food sector, more exactly the engagement of McDonald’s employees in Colchester, United Kingdom. The selected participants for the research will be people over 18 years old from different backgrounds and cultures which are working for McDonald’s in Colchester, United Kingdom. Their participation for the research is voluntary and highly appreciated, the participants have the right to withdraw from the research at any moment without any reason. All the information obtained will be strictly confidential and the access of a third party will not be permitted. 

        Company Background

McDonald’s is a worldwide fast-food restaurant that offers quality fast-food meals for people of all ages. McDonald’s is operating for over 38 years in Colchester and the first branch opened in Colchester 1984 on High Street, according to Collitt (2015). McDonald’s is global known fast-food restaurant which started operating in 1955 in USA, the brand is known for their beef burgers, french fries, pies, happy meals and milkshakes which is now associated with affordable fast-food and great taste. According to their website McDonald’s continues to offer quality food while engaging in different charities and programs for people’s well-being. 

Problem Statement

The success of a company, regardless of the sector it operates in is crucial on long term, and the employees are very important stakeholders of an organsation. The fast-food sector is a fast placed environment where the salaries are one of the lowest salaries in the hospitality sector, according to GOV.UK (2021) the national minimum wage for people aged 23 or over is £8.91. Grealish (2021) states that McDonald’s pays per hour about £8.25 for crew members which is lower than the national minimum wage in UK. 
There are some benefits offered by McDonald’s to its employees and these are discounts and offers to 800 retailers, free meals on shifts, career progression, personal development. Grealish (2021) Thus, it takes a lot to keep the employees motivated and engaged with the work they are doing in order to provide the best service for the customers and for the clients to happily return. Nowadays people prefer to order takeaway and cook less at home, according to Ibbetson (2021) the first choice for British people when ordering takeaways is Chinese food followed by Indian food and fish and chips, compared to ten or twenty years ago when McDonald’s was one of the first choices for takeaway food. Now the competition between fast-food shops and restaurants is very high.
 As stated by Lowe (2016) McDonald’s is the worlds’ second leading employer where 1.9 million employees are working for McDonald’s around the world both in branches and offices. The global known company started to invest more in their employees by cultivating pride, providing equal opportunities, investing into training the staff, promoting gender equality, treating the employees as individuals and introducing the ‘’Meet our people’’ campaign (Lowe,2016).
This research is significant because it concentrates on expanding the understanding of pertinent and key pillars—employee motivation and customer satisfaction—of the fast-food industry by highlighting the gaps in the literature research regarding the topic. Precisely, the current research is important to major fast-food restaurants such as McDonald’s, Greggs, Costa Coffee, Burger King, KFC, and many others in the UK’s fast-food industry. The findings of this study can further be used by other related industries, such as the major supplier industries to the fast-food business. Lastly, other relevant government bodies and organisations such as the UK’s Ministry of Labour can deploy the current study’s findings to formulate different policies and revise the current guidelines touching employee management and welfare in the fast-food industry. 










Chapter 2: Literature Review

Employee Engagement 

Armstrong et al. (2013) argues that the engagement of employees is the result of committed people to their work and organisation and are focused to accomplish high levels of performance. According to research there is not only one definition of employee engagement available. There are many other definitions resulting in more confusion. Additionally, Gallup (2020) states that employee engagement as is the involvement and enthusiasm of employees in the workplace. From both definitions we can argue that employee engagement can be defined as the involvement, enthusiasm of employees and their will and dedication to the company’s goals. The engagement of employees result in increased levels of performance, as stated by Armstrong et al. (2013) In my opinion, employee engagement is crucial in any organisation. Employee engagement results in benefits to the company, less absenteeism, satisfied customers and increased sales. Macey et al. (2009) argues that the motivation in engagement is fundamental when the work in meaningful. Thus, employers should provide to the employees the necessary work environment, fair treatment, rewards, trainings and personal development opportunities for an improvement in the engagement of employees. 
As noted by CIPD (2021) in HR the employee engagement is used as an umbrella term where different characteristics are gathered into a holistic area of people approach. Moreover, the term employee engagement includes terms such as organisational commitment, motivation, organisational engagement, intellectual engagement. (CIPD,2021) It seems that, the research by CIPD has put together the elements of employee engagement clearly and simply which helps understanding the term of engagement. Personally, I believe that motivation and commitment are important aspects of engagement at the workplace.
IES (2004) definition of employee engagement is the optimistic attitude of the employee towards the company and its beliefs. The engaged employee is conscious of the business perspective and works with colleagues to increase performance for the benefit of the organisation. Some might argue that the definition is outdated but it is very much relevant in the business context today.
The employees can be motivated by many factors such as rewards, recognition and appreciation but financial rewards are not always the best factor for motivation. Work by Da Costa and Loureiro (2019) has shown that salary or dues do to amount to employee engagement. People value being treated as exclusive human beings and would like to be recognized whenever they put an extra effort. These scholars further determined that relationship between employee and employers are mutual. 
[image: C:\Users\Odhis\Downloads\Capture.JPG]
Figure 1: Engagement and success (Source: Da Costa and Loureiro 2019).
Based on their findings, while employees are motivated by their happiness and wellbeing within their workplaces, employers are motivated by low turnover rates and increased benefits (Da Costa and Loureiro 2019). According to much research, motivation and engagement leads to organisational performance which will be discussed in the following paragraph.
The engagement of employees has many beneficial results for organisations. Companies significantly rely on the skills and time inputs of their employees. Engaged employees are more focused towards the company’s goals resulting in work satisfaction, increased profitability, satisfied customers. Marrelli (2011) indicates a significant correlation between employee engagement and organisational results such as higher levels of customer loyalty and satisfaction, enhanced productivity, and increased profitability. Depending on the efficacy of the employee engagement, it encourages the involvement of employees in companywide activities, which encourages emotional connection with the organisation. 
[bookmark: _Toc97179924]
Employee Engagement and Motivation

Employee engagement is powerful in increasing profitability, productivity, customer loyalty, retaining potential employees, and decreasing the rate of absenteeism. Besides its role in increasing organisational performance, employee engagement is also essential in motivating the employees. Sinha et al. (2014) states that motivation plays a crucial role in achieving organisational goals and objectives. Employee motivation can be regarded as the employee’s enthusiasm and energy for the working environment. Higher levels of motivation lead to improved work quality and higher productivity (Sinha et al., 2014). 
 The nature of motivation is to be energizing and consequence oriented. However, the type and level of motivation vary depending on the stimulant. According to Evangeline and Ragavan (2016), motivation can be categorized into two types. The first type is the intrinsic motivation that a person’s inherent tendency to perform an activity because it is enjoyable and interesting without external drive. The second type is extrinsic motivation that relies on an external drive such as a reward to perform an activity (Evangeline & Ragavan, 2016). They further determine that intrinsic and extrinsic motivational factors play a vital role in employee engagement. However, Ghosh et al. (2020) suggest that intrinsic motivation is a vital antecedent of employee engagement due to the voluntary performing of an activity for its own sake and deriving inherent pleasure and satisfaction. Employers need to keep their employees motivated, engaged, and committed to achieving the goals since the employees are the real assets of a business.
Macauley (2015) states that motivation constitutes goals, direction, persistence, and effort. The study evaluates that since employee engagement is the employee’s relationship with the work itself, it is imperative to identify possible areas such as organisational support, sustainable workload, reward, and recognition to foster employee motivation. As a result, employee engagement can increase the organisational performance.
Any organisation can benefit from engaged employees, especially where the competition is very high. Furthermore, in the UK fast food sector the employees are a great asset of organisations, and their commitment and motivation will reveal great benefits.

UK Fast-Food Sector

In the fast-food industry, employee satisfaction contributes to improved individual and organisational performance because it stimulates commitment of employees in the workplace. Ukandu and Ukpere (2014) stated that the uniqueness of the fast-food workforce requires the management to pay attention their goals, values, potentials and needs to enhance a motivated workforce. High job satisfaction contributes to increased levels of motivation whereby the staff focus on successfully achieving strategic goals and objectives. Arokiasamy (2019) noticed that employees are kept satisfied through provision of good fringe benefits, medical aid and remuneration that eventually encourage them to offer quality services. Unsatisfied workers report high rates of turnover, low quality outputs and high absenteeism. Naqvi et al. (2013) suggested the need for in depth scrutiny of the compensation structure in the fast-food sector to ensure improve reward and pay system that promotes employee satisfaction. Working at the fast-food sector is challenging because work-life balance is not achieved, a situation that contributes to increased stress. Hence the need for greater autonomy that enable the staff to feel the sense of accomplishment in the organisation and take responsibility in their tasks. 
To keep employee satisfaction high, research done years ago by Ukandu and Ukpere (2014) showed that the management should consider the following best practices; creation of a positive work environment through listening and promoting equal opportunities, building healthy working relationships, and open communication; ensuring adequate employee feedback; appreciation and recognition of employees from time to time; and maintaining work life balance through flexible working hours, and encouraging staff and manager interactions. Corporate wellness programs or sessions could be useful in ensuring the employees are healthy and stress-free to enhance their productivity (Naqvi et al., 2013). Therefore, it can be stated that the key factors to employee satisfaction include motivation, fair compensation, praise and appreciation and finally, high levels of engagement in the workplace.

Issues on Employee Engagement in the Fast-Food Sector

             Employee engagement is crucial in any organisation in any sector. As competition grows, the demand for employee engagement is increasing. (Khanday, 2021) It is known that the fast-food sector is part of the hospitality sector where the employees must take contact with the customers daily and their engagement within the company will reflect on that. Lubag (2022) states that the productivity and motivation of employees will increase when the employee engagement is improved and the employees are dedicated to work for a common goal. Some challenges might appear if employee engagement is not managed correctly. There might be a communication gap, inefficient use of people analytics to drive business results, lack of support from managers, unhealthy work environment Lubag (2022). The fast-food chain McDonald’s has been contracting people on zero hours contract which led to unhappy employees in UK. In 2017 many employees stroked against McDonald’s zero hours contract and demanded at least £10 per hours according to Kolloewe and Slawson (2017). Working in a fast-food restaurant means long working hours, zero hours contracts and working under pressure. Additionally, this could lead to unhappy and unengaged employees because they are not certain on the working hours and the wages received every week.
Another strike against McDonald’s in 2019 revealed that the issues have not been solved. According to McAllister (2019) McDonald’s employee demand the salaries to be increased to £15 pounds an hour, guaranteed hours of up to 40 a week, notice of shifts four weeks in advance and recognition of the BFAWU which represents the employees.

Summary

To conclude, the UK fast-food sector has some unresolved issues regarding employee engagement. Employees are unhappy with their pay and are asking for higher wages. Moreover, employees are disappointed by the low pay and zero hours contract which lead to frustration and the uncertainty of not knowing how many hours they will work and how much money they will receive. According to Lubag (2022) productivity can be increased when the employee engagement is managed correctly and the employees are working toward a common goal, but if the employees’ requests are not met and honoured the future of the organisation can be affected in a serious way.
Ukandu and Ukpere (2014) also found that a healthy working environment and work life balance is beneficial for employees. Furthermore, McDonald’s employees are unhappy with the long working hours and the lack of communication with the superiors which will affect the employee engagement and overall employee satisfaction at the workplace. 





[bookmark: _Toc97179928]Chapter 3: Methodology

[bookmark: _Toc68048289][bookmark: _Toc68050950][bookmark: _Toc76310133][bookmark: _Toc79185918][bookmark: _Toc97179929]Introduction 	

This chapter presents the outline of the research process of the current study. It provides comprehensive explanations and justification of the techniques deployed in the current study. Specifically, the chapter presents framework of the research procedure and method used. The structure of the succeeding sections aligns with the research onion model designed by Saunders et al., (2019). According to the onion, the methodology first addresses the philosophies and approaches of the research, thereafter, narrows down to data collection and analysis methods. 
[image: C:\Users\Odhis\Desktop\figure-1-research-onion.png]
Figure 2: Research Onion (Source: Saunders et al. (2019)

[bookmark: _Toc97179930]Research Philosophy 

[bookmark: _Toc97179931]The research philosophy applied for this paper is pragmatism, which is the most suitable for this study because it focuses on concrete, real world issues. Easily, the pragmatism paradigm can be defined as a research approach for interrogating and evaluating concepts in conditions of their practical functioning. (Cordeiro,2019) As the researcher used mixed methods research which includes the collection of quantitative and qualitative data, the pragmatism paradigm was the most correct choice. Morgan (2014) argues that pragmatist epistemology is the knowledge based on experience and each person has different and unique experiences. For this study, the subjects that took part of the research had unique experiences and backgrounds which offered the researcher sufficient knowledge about the topic studied.

Primary and Secondary Data

Primary data was used in this research and was gathered through semi-structured interviews. According to Prada-Ramallal et al. (2018) primary data is tailored towards the study objectives to allow collection of up-to-date, specific in nature and authentic information. Accuracy of the data improves, and the researcher highly controls the entire process (Paradis et al., 2016). Despite these benefits, primary data is associated with limitations such as time-consuming and limitation of respondents or study setting. 
The quantitative data will be collected using secondary literature, including company documents and financial statements. The use of secondary research methods allows for gathering existing data from the existing literature relevant to the study. The researcher is encouraged to use their critical thinking skills to compare the different research findings (Pal, 2017). Secondary data collection is beneficial due to the large amount of easily accessed information. Vital and relevant data is gathered from multiple sources effectively. This method is also inexpensive and efficient, unlike compared to many of the primary research methods.

[bookmark: _Toc98636691] Data Collection Methods

Data collection is a vital phase in the research process as it avails the necessary data that allows for the discussion of the phenomenon under study. It is a significant step as the data collected determines the study’s analysis and findings. The information the researcher collects is essential in formulating theories, answering the research questions, and realising the study’s objectives (Browne et al., 2019). The researcher ensures that the information collected is reliable and sufficient. The researcher utilises both primary and secondary data collection methods to gather adequate information on employee engagement in the present study. 
The survey can be defined as a list of questions where the subjects simply respond to questions with a choice of answers already given. The format of surveys is usually clear, inflexible, simple and straightforward. (Trasa, 2017) The interview can be defined as a conversation where a person obtains information from another individual. The researcher chose for this study both interviews and surveys because the surveys are straightforward and more impersonal, but the data is stated clear from the respondents. Moreover, the interviews are more personal and the researcher can obtain spontaneous information, analyse non-verbal behaviour and obtain data for more complex questions. Both interviews and surveys complement each other because the surveys can restrict the answers of the subjects while the interviews invite the subjects to offer open opinions.

Research Population and Sample

             The population can be defined as a set or group of all the elements on which the results of the research will be applied to. (Shukla,2020) Furthermore, is a set of all the elements which has variable qualities under study for which results of research can be generalised. The research population chosen for this study is employees of McDonald’s.
The sample is a specific group from which the researcher will collect the data from. The present study obtained responses from ten (n=10) employees at the four McDonald’s fast foods restaurants within Colchester. The main inclusion criteria were the incorporation of workers aged 18 years and above, and with over five years of experience at the restaurant. 
 The researchers thoroughly think through their sample population even though it may not be a statistical representation of the greater population available. However, the researcher focuses on a particular group of individuals who fit the profile of individuals they require (Suri, 2011). The present study deployed purposive sampling as it is extremely cost-effective and time-sensitive, unlike other methods. It is efficient in identifying and selecting information-rich individuals using limited resources (Palinkas et al., 2013). Purposive sampling was further suitable for the present study because while it targets a specific demographic niche relevant to the study, it lowers the margin error in the research process as the data included are from sources that best fit the research context of the phenomenon under study.


Figure 3: Gender of participants (Source: Primary data)


Research Ethics 

Based on the Data Protection Act (2021) all the information obtained from the participants will be confidential and access by third parties will be restricted. Therefore, in line with the University of Wales Trinity Saint David's ethical guidelines, this study will ensure participants' autonomy, confidentiality, integrity, and consent will be observed to make this study compliant with the ethical considerations. Other ethical aspects include respect for the participants and not causing any form of harm to the respondents.

Data Analysis

Data analysis is the organisation and synthesis of the obtained data, and this will be done using the qualitative software Survey Monkey. This software will allow a more logical analysis approach for the transcribed interview responses (Silverman, 2015). The analysis of quantitative data will involve a descriptive statistical analysis to evaluate the current state of job satisfaction at McDonald's Colchester, organisational culture, and to test the correlation between employee engagement and performance indicators finally.

Summary

The study focuses in analysing the employee engagement at McDonald’s Colchester. The research population was chosen for the study according to the researcher’s demands. Primary data and secondary data were used for this study in order to give a more in-depth information. The researcher ensures that every participant's integrity and personal dignity are upheld while their confidentiality remains a key priority and according to the University of Wales Trinity Saint David ethic guidelines the study will ensure the participants privacy.
Chapter 4: Findings and Data Analysis

Data Analysis

Data analysis is the organisation and synthesis of the obtained data, and this will be done using the qualitative software Survey Monkey. A qualitative thematic analysis of the participant's responses to the interview questions was undertaken. The transcribed data from the interviews was first edited to minimize errors, enhancing the accuracy of the analysis. A thematic analysis was chosen as the primary data analysis technique as it enabled the researcher to codify the different statements into core themes identified in the literature. In this way, thematic analysis enabled a determination of the different social, organisational, and sustainability impacts of accounting. 
The analysis of quantitative data will involve a descriptive statistical analysis to evaluate the current state of job satisfaction at McDonald's Colchester, organisational culture, and to test the correlation between employee engagement and performance indicators finally.

Findings

 The results of this study indicate that that the leaders in the fast-food sector have implemented effective techniques such as recognising achievement or rewarding higher performance, offering training and development opportunities, prioritising feedback, and emphasising on the core organisational values. Furthermore, McDonald’s Colchester has realised several benefits due to high levels of employee engagement. The identified benefits include improved organisational performance, higher employee retention, better team performance, enhanced customer satisfaction and motivated staff. However, the leaders experience a variety of challenges in their efforts to achieve a motivated workforce and examples of these drawbacks include providing constructive feedback that could foster productivity, translating the feedback into actionable insights and frequently changing trends in the industry.

[bookmark: _Toc98636699] Qualitative Results 

The responses from the interviews led to identification of four major themes that include strategies for employee engagement, importance of employee engagement, and challenges to employee engagement in the fast-food sector. These themes are analysed in the subsections below. 

[bookmark: _Toc98636700]Benefits of Employee Engagement 

Improved employee engagement at McDonald’s Colchester has contributed to increased and better team performance. Participant 2 stated that when colleagues are engaged with the work they are assigned, the goals are achieved easily. Also, participant 7 said similarly that when the work colleagues are engaged and stimulated, their daily tasks are easily done and the managers seem to appreciate their efforts. Leaders of the fast-food sector focus on engaging employees to realise benefits such as improved retention because the organisation delivers what individuals desire and expect. An engaged employee is determined to deliver the best for the company, and they remain loyal as they pay attention to enhanced quality of work to attract more customers for McDonald’s Colchester. 
As noted by participant 1, employee engagement can make a positive difference at the workplace, colleagues are more involved and they call sick less often, they come to work happier and more determined.. Henceforth, they could easily provide positive suggestions that promote innovative solutions that meet customer needs. Suggestions from employees are very important in any organisation as employees can feel valued and included and employers can use the feedback for the success of the company. As stated by participants 1, 2 and 7 employee engagement contributes to the work atmosphere, achievements of goals and overall wellbeing of employees at McDonald’s Colchester.

[bookmark: _Toc98636701]Challenges to Employee Engagement

The barriers to an engaged workforce at McDonald’s Colchester can be summarised into lack of adequate work life balance, insufficient clarity or communication gaps between the management and employees, inefficient use of people analytics, inappropriate support from the leadership, and failure to ensure workplace alignment to performance. Participant 4 states that there is a lack of communication from managers and the work-life balance is very unhealthy. Furthermore, participant 9 reported that the culture of individuals is not promoted and again, the work-life balance is not achieved. Participant 9 states that sometimes the managers do not provide the rota on time, they call on short notice for shift covering and they do not offer performance reviews.. As the participant 4 and 9 stated the results of a workplace where culture is not promoted and appreciated, the morale of employees can be negatively affected. Also, unhealthy work-life balance and the lack of performance reviews highly affects employees of McDonald’s Colchester. If the top management fails to show commitment towards support, there will be increased possibilities of a dissatisfied workforce especially when the employee data is not analysed adequately to identify trends in the industry labour market. When the employees are not updated regularly on their performance, it becomes difficult to identify areas that need further improvement, and some feel demotivated. 
Many employee engagement methods are centered around establishing trust within the organisation, especially between the employers and employees. McManus and Mosca (2015) suggest that an employee engagement method must emphasize recognizing positive actions, developing employees’ knowledge and skills, maintaining equitable treatment, and focusing on goal achievement to foster a culture of trust within the organisation.
[bookmark: _Toc98636702]Strategies to Enhance Employee Engagement 

To boost employee engagement, the leaders provide ample training and advancement opportunities, establish clear expectations and offer encouraging benefits or pay. Participant 3 stated that during the hiring process the manager clearly explained the company’s goals and offered benefits. The corporate training programs offered at McDonald’s Colchester continue to promote workplace motivation and reduce turnover. As indicated by participant 6 and 8, employee engagement is increased through rewarding achievements, recognising top performers and modelling the company’s core values. An emphasis on the mission and core values of McDonald’s Colchester allows the employees to focus on achieving same strategic goals and vision. An established sense of belonging as well as effective communication contributes to an engaged workforce that is committed and dedicated to deliver outstanding performance. 

[bookmark: _Toc98636703]Figure 4: Teamwork and training contributes to employee engagement (Source: Primary data)

Quantitative Results

The quantitative findings reveal that the level of employee engagement is high with a mean score of 7.279. Furthermore, majority of the responses (79%) revealed that McDonald’s Colchester training and advancement opportunities as well as teamwork have significantly contributed to the enhanced employee engagement at the company. McDonald’s Colchester is involved in having high employee engagement results. Employee engagements leads to high profitability to the company. A Pearson correlation of 0.205 was attained whereby the employees reported that they feel satisfied with the current organisational strategies used by the management to ensure an engaged workforce. The fast-food sector needs highly engaged employees for companies to remain competitive. Furthermore, there are many fast-food restaurants and shops in Colchester and the difference between each one of them will be reflected by the engagement of employees.










[bookmark: _Toc98001887]Chapter 5: Discussion

The fast-food sector is one of the industries that faces high degree of competition, serving thousands of customers and according to Statista (2021) there were over one million people employed in the restaurants and fast-food service industry in 2019 in United Kingdom. This arises due to the high number of fast-food restaurants and franchises worldwide, the UK included. In most cases, most employees in the fast-food sector often chose this employment as a short-term engagement. As noted by Hatter (2020) on most occasions, these employees are always on transit, as most of them continue to seek other employment opportunities or pursue their education. Therefore, the fast-food industry managers face the greatest challenge to motivate their employees and improve employee retention since the sector faces some of the highest turnover rates. This situation, thus, makes employee engagement one of the most challenging key strategies for employee retention and, in turn, improvement of productivity within the fast-food industry. (Ghani et. Al, 2022)
For most employees, their inclination towards retaining their job within the fast-food sector is partly due to the management methods of employee engagement. Even with high job losses due to the awful effect of COVID-19, most employees prefer good treatment to a high pay rise. Most employees will stay longer and feel satisfied working within restaurants whose managers are observant and are willing to learn more about the employees, specific desires, motivations, and dislikes. Employees are most likely to produce higher quantity and quality results if there are properly and professionally engaged. Moreover, to maximize the employees' output, managers need to recognize any extra effort put in by their employees in various ways. (Firstup, 2021)
Employees’ engagement in an organisation is the source of innovation and development. Azka et al. (2011) show that employee engagement is usually influenced by the organisational culture, managerial methods, communication style, and other factors that support the employees. According to the findings of Kompaso and Sridevi (2010), employee engagement behaviours include the advocation for the organisation by the employees, an intense desire of the employees to remain within the organisation despite other opportunities, and action of extra initiative, effort, and time to achieve organisational success generally improves the performance of the business. Engaged employees are an important tool in the success of a business.
According to Anitha (2014), factors such as the working environment, co-worker relationship, leadership, remuneration, training and career development affect employee engagement. Thus, impacting employees’ performance. Ghuman (2018) determined that the three factors, including effective leadership, employee satisfaction, and customer satisfaction, play a predominant role in establishing employee engagement which impacts employee performance. The study further determined that effective leadership has the highest factor of employee engagement that impacts performance, with customer satisfaction having the least effect. However, Anitha (2014) determines that a good working environment and team and co-worker relationships significantly impact performance, affecting 53% and 36% of employee engagement, respectively. It shows that good workplace interrelations and a healthy working atmosphere led to better customer service, generating higher output boosting performance.
Currently, most businesses and organisations strive to increase their performance by demanding more productivity and efficiency. The dynamic relationship between employee engagement and performance must be successfully achieved to ensure positive organisational performance. According to Kompaso and Sridevi (2010), employee engagement methods should include effective recruitment and orientation programs for successful organisational performance. Similarly, Mishra et al. (2014) state that employees are relish in environments where they have good relations with co-workers and teammates, have pride in their work and trust their employers. The findings further reveal that employee engagement methods seek to create an environment primarily characterized by open internal communication that promotes transparency between the management and the employees. The employee engagements methods seek to enhance the passion and willingness of the employees to invest in themselves and expand their discretionary efforts applied to aid in the employer’s success.
An effective employee engagement and management of this process requires an open dialogue policy between fast-food managers and their employees. Such dialogue policies would guarantee the open sharing of goals and ideas. Moreover, these policies will ensure both the managers and employees get feedback (negative and positive) from the process. 
Most employees have emphasized the sense of feeling valued and important at their places of work. Therefore, most managers need to improve their employees' engagement by listening to their ideas and giving weight to their feedback as stated by Beheshti (2019). The article has proven that the element of employee motivation thus results in high-quality work and low turnover rates. This observation means that most managers should respond to issues and problems raised by their employees. In turn, employees will feel a valued part of the company. Like other industries, fast food employees value the ladder of hierarchy in the restaurant and the glory that comes with such titles. Whenever an employee scales the ladder, their motivation towards the company values and productivity within the restaurant is boosted. 
According to Mohanan et al. (2012), various employee engagement drivers influence the motivation of employees, including leadership, opportunities for growth and development, sense of achievement, empowerment, and fair treatment. The study further determined that the employee engagement programs that encourage job enjoyments, opportunities for personal growth, responsibility, recognition, and promotion influence employee motivation and facilitate positive organisational outcomes (Mohanan et al. 2012).
Many businesses need to retain and satisfy their employees while simultaneously growing their customer base. Employees’ satisfaction influences various aspects of any business, including customer satisfaction, customer loyalty, service quality, and customer-oriented behaviours. Evanschitzky et al. (2010) suggests that employee engagement methods enhance job satisfaction and motivation in the working environment. The employees also reciprocate to the customers by displaying customer satisfaction behaviours. Furthermore, the study determines that employee engagement and satisfaction can be an antecedent of customer satisfaction (Evanschitzky et al., 2010). Yagil (2012) states that the behaviour and attitude of the employees are some of the main factors that influence customer satisfaction. Employee engagement involves associating positive emotions with the working environment, making employees enthusiastic about their work (Yagil, 2012). Moreover, service from engaged employees results in a satisfactory service experience for the consumer and is likely to lead to revisits from the customer and customer loyalty.
In conclusion, employee engagement plays a key role in enhancing commitment, reducing turnover and increasing business performance. With increased competition in the fast-food sector, employers are increasingly concerned with managing employees in a manner that enhances performance. Because of the numerous substitute fast food points within Colchester, there is a need for McDonald's to enhance its efficiency and service quality. Constant communication with the customers and employee motivation can significantly help the company meet consumer demands. Because this research is in the context of the UK fast foods industry, it will be more insightful information about the benefits of employee engagement and how it enhances organisational productivity and whether it improves the commitment to work.
The objectives of the study are to explore the methods used to manage employee engagement at McDonald’s Colchester, identify the role of motivation of employee engagement at McDonald’s Colchester and establish how motivation has a key role for increased productivity. The objectives were achieved through this study. Moreover, the answer to the first research question in this study revealed that the management of McDonald’s Colchester uses appropriate methods to enhance the engagement of employees but they face a lot of challenges as well. The response to the second research question demonstrated that motivation increases the engagement of employees at McDonald’s Colchester, reduces turnover rates and absenteeism.


Chapter 6: Conclusion

The findings reveal that the fast-food industry is highly competitive and requires and engaged workforce that is committed to the achievement of the strategic organisational goals, objectives and vision. Enhanced employee engagement led to increased productivity, improved retention rates, motivated and committed workforce and finally, higher organisational performance. Previous studies by Bedarkar and Pandita (2014) and Khwaja and Yang (2018) obtained similar patterns of results by revealing that employee engaged in the fast-food industry contribute to enhanced team performance, reduced turnover rates, a satisfied workforce and availability of constructive or positive feedback that ensure the company meets customer needs and expectations. The findings imply that majority of the employees will stay longer and feel satisfied working within restaurants whose managers are observant and are willing to learn more about the employees, specific desires, motivations, and dislikes.
The findings of the study also show that the fast-food industry managers face the greatest challenge to motivate their employees and improve employee retention since the sector faces some of the highest turnover rates. These findings are in line with earlier studies by Casey and Sieber (2016) and Gupta and Sharma (2016) who revealed that leaders encounter a wide variety of challenges when they seek to ensure an engaged workforce and examples of these challenges include communication gaps, lack of workforce alignment and increased work pressure. These issues lead to a disengaged workforce who are feel demotivated or dissatisfied in carrying out their daily organisational activities. Therefore, it implies that to maximise the employees' output, managers need to recognise any extra effort put in by their employees by recognising and rewarding them effectively. Additionally, the review has established that new technological trends and the changing consumer buying behaviours play a role in influencing the quality of services offered and the distribution networks.
The three study objectives were achieved as follows; the first one was to explore some of the methods used to manage employees’ engagement at McDonald’s Colchester. The findings show that employee engagement is enhanced through methods such as soliciting and using feedback from the organisational teams, recognising top performers, providing advancement opportunities, and upholding the core values of the company. The second one was to identify the role of motivation in employees’ engagement at McDonald’s Colchester. Motivation in the fast-food sector through strategies such as forming meaningful relationships, welcoming feedback, and outlining expectations helps in ensuring an engaged workforce that seek to increase performance of the organisation. The third objective was to establish how employee motivation plays a key role in ensuring higher productivity. Employee motivation is essential in enhancing commitment, reducing turnover and increasing business performance. With increased competition in the fast-food sector, employers are increasingly concerned with managing employees in a manner that enhances performance. Because of the numerous substitute fast food points within Colchester, there is a need for McDonald's to enhance its efficiency and service quality. Constant communication with the customers and employee motivation can significantly help the company meet consumer demands.
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1. What is your main driving factor of working for McDonald’s Colchester, and would you recommend the company to your friends as an employer?
2. How do you feel about the current work?
3. Do you believe that your current compensation and benefits are fair? 
4. From your experience what would you like to improve? 
5. In what ways do you feel supported at work?
6. Does the company’s culture foster a comfortable, supportive work environment? 
7. From your experience, do you think that the company leadership invested in the organisational culture initiatives? 
8. What is your take on employee empowerment status within McDonald’s Colchester? 
9. In your view, what are the opportunities for people to grow and develop within the company? 
10. What are the major challenges in working with other team members and colleagues? 
11. What are the challenges of getting enough information from the company about what is happening?  
12. As an employee, do you feel you are being listened to? 
13. What are your thoughts about the company allowing you to achieve the balance between work and personal life?  
14. In what ways do you believe the company offers fair rewards of work input by employee?  
15. [bookmark: _Toc98001900]What are the areas you feel the company need to make improvement when it comes to employee engagement? 
Appendix 2: Quantitative Results

Correlations
	Descriptive Statistics

	
	Mean
	Std. Deviation
	N

	Teamwork has contributed to increased employee engagement
	2.49
	1.114
	80

	Training and employee advancement opportunities are offered at McDonald’s
	3.15
	.929
	80

	The fast-food sector needs highly engaged employees for companies to remain competitive
	3.96
	1.237
	80

	Employee engagement contributes to high retention rates at McDonald’s Colchester
	3.94
	1.194
	80

	Do you feel satisfied with the strategies used by the organisation to foster your engagement?
	2.66
	1.396
	80




	ANOVA

	
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Years you have worked at McDonald’s Colchester
	Between Groups
	13.282
	3
	4.427
	2.531
	.063

	
	Within Groups
	132.918
	76
	1.749
	
	

	
	Total
	146.200
	79
	
	
	

	Level of employee engagement at your organisation
	Between Groups
	21.838
	3
	7.279
	5.301
	.002

	
	Within Groups
	104.362
	76
	1.373
	
	

	
	Total
	126.200
	79
	
	
	

	Leaders are committed to enhance employee engagement at McDonald’s Colchester
	Between Groups
	3.611
	3
	1.204
	6.562
	.001

	
	Within Groups
	13.939
	76
	.183
	
	

	
	Total
	17.550
	79
	
	
	














	Correlations

	
	Teamwork has contributed to increased employee engagement
	Training and employee advancement opportunities are offered at McDonald’s
	The fast-food sector needs highly engaged employees for companies to remain competitive
	Employee engagement contributes to high retention rates at McDonald’s Colchester
	Do you feel satisfied with the strategies used by the organisation to foster your engagement?

	Teamwork has contributed to increased employee engagement
	Pearson Correlation
	1
	.039
	.069
	.099
	.205

	
	Sig. (2-tailed)
	
	.734
	.546
	.381
	.068

	
	N
	80
	80
	80
	80
	80

	Training and employee advancement opportunities are offered at McDonald’s
	Pearson Correlation
	.039
	1
	.974**
	.887**
	-.488**

	
	Sig. (2-tailed)
	.734
	
	.000
	.000
	.000

	
	N
	80
	80
	80
	80
	80

	The fast-food sector needs highly engaged employees for companies to remain competitive
	Pearson Correlation
	.069
	.974**
	1
	.889**
	-.484**

	
	Sig. (2-tailed)
	.546
	.000
	
	.000
	.000

	
	N
	80
	80
	80
	80
	80

	Employee engagement contributes to high retention rates at McDonald’s Colchester
	Pearson Correlation
	.099
	.887**
	.889**
	1
	-.400**

	
	Sig. (2-tailed)
	.381
	.000
	.000
	
	.000

	
	N
	80
	80
	80
	80
	80

	Do you feel satisfied with the strategies used by the organisation to foster your engagement?
	Pearson Correlation
	.205
	-.488**
	-.484**
	-.400**
	1

	
	Sig. (2-tailed)
	.068
	.000
	.000
	.000
	

	
	N
	80
	80
	80
	80
	80

	**. Correlation is significant at the 0.01 level (2-tailed).
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Please tick as appropriate 
1. Age 
 20 to 30 years
 31 to 40 years
 41 to 50 years
 50 to 60 years 
2. Years you have worked at McDonald’s Colchester
 10 years
 7 years
 5 years
 2 years
 Less than 1 year

3. Level of employee engagement at your organisation
 High 
 Moderate
 Low 
 Note sure 
4. Leaders are committed to enhance employee engagement at McDonald’s Colchester
 Yes
 No 
5. Importance of employee engagement at McDonald’s Colchester
 Very important 
 Important
 Moderately important 
 Slightly important 
 Not important 
6. Team-work work has contributed to increased employee engagement 
 Strongly agree
 Agree
 Disagree
 Strongly disagree 
7. Training and employee advancement opportunities are offered at McDonald’s Colchester 
 Strongly agree
 Agree
 Disagree
 Strongly disagree
8. The fast-food sector needs highly engaged employees for companies to remain competitive. 
 Strongly agree
 Agree
 Disagree 
 Strongly disagree
9. Employee engagement contributes to high retention rates at McDonald’s Colchester
 Strongly agree
 Agree
 Disagree
 Strongly disagree
10. Do you feel satisfied with the strategies used by the organisation to foster your engagement?
 Very satisfied
 Moderately satisfied
 Satisfied
 Dissatisfied
 Moderately dissatisfied
 Very dissatisfied 


[bookmark: _Toc97670878]Appendix 4: Project Timelines (Gantt chart)
	
	December 2021
	January 2022
	February
2022
	March
2022
	April 
2022

	Preparation of the thesis proposal 
	
	
	
	
	

	Presentation of thesis proposal
	
	
	
	
	

	Data collection
	
	
	
	
	

	Data analysis 
	
	
	
	
	

	Report writing 
	
	
	
	
	

	Submission of thesis 
	
	
	
	
	

	Presentation of thesis
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