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Holiday Inn is a 150 bedrooms hotel situated in South London, with more then 300 employees. When hospitality faced Covid pandemic at the beginning of 2020, situation had to be managed in a way as the company lost millions. “The owner of Holiday Inn and Crowne Plaza suffered a half-year loss of $275 million (£210.5 million) after a "substantial" hit from the coronavirus crisis. Intercontinental Hotels Group reported the pre-tax loss for the six months to June 30 compared with pre-tax profits of $375 million (£287 million) a year earlier.” (insider.co.uk, 2020). As everywhere else, people had to be sent on furlough and jobs been made redundant to make the money loss smaller, as the company had no clients after travellers and flights been stopped. “The owner of the Holiday Inn, InterContinental Hotels Group, suffered a sharp drop in revenue in the third quarter as fresh Covid-19 restrictions kept travellers at home. The company, which also owns the Crowne Plaza, Regent and InterContinental chains, reported a 53.4% fall in revenue per available room (RevPAR) in the third quarter.” (Makortoff, 2020).
When restrictions finished and lockdown was over, Holiday Inn could open its doors to guests. Some of the old staff accepted the opportunity to come back, and the company had to start recruiting to replace the staff that decided not to come back. By the time, staff engagement had become very poor due to other Covid restrictions and staff morale, mood and performances became very low. Also, the fact that recruiting was to slow sue to restrictions that government put in place with vaccination, did not helped staff engagement and morale as they were working in short staff almost every day. As management we must find a solution and keep with us at least the talented work force that drives the boat in the same direction as us. “I've written recently about the clear mental health challenges facing workers during Covid-19, with a combination of job insecurity and the associated financial concerns combine to produce a growing prevalence of depression and anxiety. New research from Ohio State University highlights how this not only has obvious implications for one's mental health and wellbeing, but also one's engagement at work.” (Gaskell, 2020). According to this article, there is research proof that post pandemic affects not only social and family life, but work engagement also, and we can avoid at least the last one. 
In this report I will use primary and secondary research, tables, and graphics, and at the end of it I will make a conclusion of which one will be the most effective.
Employee engagement is critical in hospitality industry. If employees are not happy and engaged int their job, they can send that to our customers and their performance is not what the company expect. “A hotel’s employees often are the first defines in the profitability game. A lack of engagement in their respective roles or during guest interactions can lead to declining customer satisfaction, and in turn, decreasing profitability power. And in such a high-turnover industry as hospitality, successfully engaging with and retaining team members can prove challenging.” (Hoisington, 2019)
Apart from making sure that employees are engaged to do their tasks professional and in expected manners, equipment and what the company offers to them are also very important. We can not expect employees to do their job as they should without the right equipment (i.e., cleaning products for housekeeping, quality food in food and beverage, or good software in front desk.) Also, training and policies and procedures are very important, especially for new hired staff. Employees need training on a regular basis, so they get up to date with the expectations that the company have from them. “Hiring, training, and retaining great talent is critical for service companies. It takes time for a new staff member to reach such a high level of knowledge and performance.” (Rewardian, 2021)



Graphic 1. Returning to work.
[image: ] (Marek Zemanik, 2020)

Returning to work will be a big challenge for employees after so much time that they spent home. Some of them might need some more training because they forgot what they need to do and how to do it. Other might need new policies and procedures in place as they forgot what the old ones were, or some employees might be stressed and anxious for the fact that they are coming back to work and they are not good at this job anymore, or sim ply because they are scared that they will get Covid if measures are not taken properly. However, the biggest percentage in our graphic is that people does not feel that they are anxious about commuting to work because of Covid, but on the other side of the problem, nearly 43% od employees feel anxious about returning to work because of covid, even if in both cases, a big percentage of 52% agrees that they look forward to come back to work, so life starts to kind of getting back to normal after several month.
So, the hardest part of retuning is to make staff engage and feel positive when they fear coming back to work, meeting people, and working with people, scared of getting the virus, even with the safety measures that we introduced. 



Graphic 2. The impact of Covid 19 on employee mental wellbeing. 
[image: ] (Martic, 2020)

The biggest percentage on the graphic is level of stress at work of on-site employees. That is a big problem as employees’ performance is not good and they cannot concentrate on their job when they are stressed and anxious. We need to focus on things like familiar-friendly atmosphere, creating a positive work environment. Also, motivation at work, team morale, and productivity are less then 50%, which means that less then our staff are motivated, and they give their best. 
Analysing this graphics, we can look at primary and secondary research, in what ways we can use them, and which is the best one in our situation.

	Primary Research 
	Secondary Research

	Daily team meetings 
	Using internet data

	Frequent 1-1
	Public libraries 

	Employee observations 
	Initial data

	Questionnaires 
	Government data

	Anonymous feedback forms
	



· Daily team meetings can be a good opportunity to meet everyone in the morning, keep them informed of what has changed with government guidelines or policies, to set a goal for the day and encourage trust in leadership at the beginning of the day. 
· Frequent one to one is good for employees to share their wishes and opinions about the workplace, to listen to them. If there are nay problems and they feel that they have problems at work, on the floor, or with themselves, internet data will be good in this situation, as we can get informed about how to deals with problems that we did not face before, if that is the case. “Increased communication between management and employees allows issues and concerns to be voiced, allowing time to more easily anticipate or resolve them.” (Kewalramani, 2021)
· Employee observations should be done on a regular basis as well, and where there are old talented employees, we can compare our observations with initial data that we have in our records, to check if there are any changes in their performance or their work. “Observations are carried out impartially, by simply observing an event and taking organised notes. In this method, there is no direct interaction between the researcher and the subject… Observations can be carried out by camera or by a trained observer.” (SmartSurvey, 2021)
· Questionnaires are a useful tool in this situation, as we can get some feedback, or we can ask staff is there is something that they miss or need. 
· Anonymous feedback forms I see them very useful after something happened in the company, like a staff Christmas party, after entertainment or an activity that was done for staff’s engagement, so next time when we hold this kind of activities, we know what to do so it will be better every time, or if it worth. Also, being anonymous will also cover data protection. 

	
	Advantages 
	Disadvantages 

	Primary research
	Information is taken more up to date and more relevant. New information is always better then stored date or old information as it can be actioned these days.
	TIME-CONSUMING: “Surveys and interviews, for example, may take several days, depending on the number of respondents” (Penpoin, 2021)

	Secondary research 
	CONVENIENCE: “Going through a pile of books, magazines, journals etc. may be daunting; however, a cup of coffee and background music may make it convenient” (Rahman, 2021)
	Being old, information might be out of date and inaccurate 




After analysing graphics, primary and secondary research, considering social life before and after pandemic, employee engagement is a challenging job, that must be successful, as it is important for both employees and company. “…employee engagement has been proven to reduce staff turnover, improve productivity and efficiency, improve customer service and retention, and deliver higher profits. Ultimately, having an engaged team makes a business easier to run, and enables leaders to focus on activities that deliver higher value, such as innovation, process improvement, and development.” (Multiplier, 2021)
Daily teams’ meetings are a good and easy opportunity to be held in the morning, when everyone is ready to start jobs and take their tasks. They can be held my supervisors; every meeting should have a goal that staff needs to achieve by the end of the shift and rewards should be given to employees if they achieve their goals. 
Regular one to one meeting should also be held by HR monthly on a certain day. Slot time should be available to book in, and employees can attend to discuss their problems and how they can be improved. This will lead to management trust and will allow time to solve the problems before they get to the stage where employees get frustrated and not appreciated and they leave or are not on the same boat with the team. 
Observing employees is an important way of making sure that everyone is in the right role, and they deserve their position. To observe employees on the cameras when possible is a very good tool, as they work “honest” when they think nobody watch them. And very important, everyone needs to have their right role, in this way talented employees will feel appreciated, and they will stop with the company, and it makes them all more ambitious, wanting to progress. 
As I mentioned above, social life before and after pandemic play an important role. Employees might get anxious and frustrated with the routine that they have now, not many activities going on in the social life outside work, because that is what the world faces these days. We have an opportunity to change this with our employees, give them and us the chance to get back to their normal lives and make them feel valued. Entertainment should be hold, when possible, with every occasion. Questionnaires will help in this situation, as they can share their wishes regarding what kind of entertainment they want and what they expect from it, how they see it.
Feedback forms are part of the entertainment, are the proof that are work is successful or not, and what we can improve next time. 
In the end, after analysing advantages and disadvantages of secondary and primary research, I decided that primary research is more efficient for what we need. We can use secondary research as well where relevant, but the plan that I just made for employee engagement is manly based on primary research.
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