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[bookmark: _Toc107324151]Introduction and Background
IHG Hotels & Resorts also known as InterContinental Hotels Group PLC is a global hospitality company based in Buckinghamshire, England. The company was founded by William Bass in 1777 as a local brewery. Intercontinental Hotels was founded by Juan Trippe in 1946. Intercontinental Hotels was sold to multiple buyers like Grand Metropolitan and Saison Group before it was sold to Bass group in 1998. Bass group later sold off its brewing assets and moved to hotel business in the coming years (IHG Hotels & Resorts, 2022). The company has offices in England, USA, South East Asia & Korea, and Middle East & Africa. On June 2022, the company reached its 6,000 open hotels milestone. Its hotels are categorised into four categories: Luxury & Lifestyle, Premium, Essentials and Suites. The notable brands of the company are Holiday Inn, Candlewood Suites, Avid Hotels, Crowne Plaza Hotels & Resorts, Six Senses Hotels Resorts and Regent Hotels & Resorts. In total the company has 17 brands in 100 countries around the world. Around 325,000 employees work with IHG brands (franchised and managed hotels) as on 2021 (IHG Hotels and Resorts, 2021). 
Employee engagement is a human resource tool which is used to describe the level of dedication, loyalty and motivation of the employees working in an organization. It is a workforce approach which focuses on creating right conditions for all the members of the company so that they are committed to work towards the organizational goals and values (Saks & Jamie A., 2021). This approach of managing employee increases the prospects of business success and contributing to organisational and individual performance, improving overall productivity of the employees. It helps in developing deeper commitment amongst the employees so that leaves, conflicts and grievances go down (Schneider & Meyer, 2021). As per Sergi & Barnett (2021), greater employee engagement increases retention of talent, nutures employee loyalty, stakeholder value and improve organizational performance. 
To understand the employee engagement of IHG Hotels & Resorts, the company needs to roll out various employee engagement strategies such a surveys, exit interviews, virtual meetings and emails to comprehend the general mood of its workplace. Each of the methods has its own negative and positives thus using a mix of all would enable the company to get a more accurate picture. The research methodology followed in this study would be both primary and secondary. 
The aim of this research is to investigate the impact of employee engagement on organization performance- A case study of IHG Hotels & Resorts UK. 
The following are the objectives of the study:
· To study employee engagement and its importance in a company
· To understand the current employee engagement and retention strategy in hotel industry
· To evaluate how employee engagement and retention strategy can impact the performance of IHG Hotels & Resorts UK
· To suggest improvements in employee engagements in IHG Hotels & Resorts UK
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[bookmark: _Toc107324153]Employee Engagement and its Importance: 
Employees are the biggest asset of a company, as they are major contributors to the sales and profits. Employees are backbone of a company. Disengaged employees costs $450-$550 billion each year as a result of low productivity and high absenteeism. Investing in staff is one of the effective methods for retaining them (Schneider & Meyer, 2021). Employee engagement is one of the most important tools to gauge employee satisfaction. According to Gallup data, 147% of the companies with engaged workforces outperform their competitors in earning per share. Employees today value and want to get involved in the work, have a sense of belongingness, and afford flexibility around their work schedules. 93% of the employees surveyed in Global Human Capital Trends survey stated that sense of belonging drives them to work for their organization (Raju, 2021). Employee Engagement is a strategic business objective for many companies as engaged employees led to long term employee retention, employee performance and enhanced quality of work and organizational success (Page & Connell, 2020). The factors that have direct impact on employee engagement are open and transparent communication within the organization, employee’s trust in company’s leadership, employee pride and employee’s relationship with management/supervisors (Saks & Jamie A., 2021). 
With employee engagement strategy, employee is more engaged, which make them invest in the work they do which leads to high performance of the employees. As per Glassdoor research, a 1-point increase in company ratting and company employee rating increases the consumer satisfaction to 1.3 point. Furthermore, Harvard Business Review stated that high employee engagement score results in 48% fewer safety incidents and 41% lesser patient safety incidents (healthcare industry) (Rokach, 2021). Human resource department are focused on improving employee engagement initiatives in companies. Retention is one of the key reasons. High employee engagement helps in reducing the turnover and hiring costs, on the other hand disengaged employees results in high employee turnover. Engaged employees are very important to retain the top talents, disengaged employees are likely to leave jobs (Phillips, et al., 2020). Furthermore, engaged employees are more productively at work. Companies who have high level of engaged employees are more profitable by 21% as per TechJury. Employees who are engaged are likely to be 38% more productivity on an average (Rokach, 2021). Customer service and client satisfaction is very crucial for any company. Happy and engaged consumers help in improving consumer service which results retaining consumers, getting consumer referrals. To flourish and stay relevant in business, companies often have to transform its policies and objectives. Engaged employees helps in better adoption of company initiatives with full participation and less restraint (Phillips, et al., 2020). 
On the contrary stated, Sergi & Barnett (2021), despite of employee engagement used widely, majority of the employees are found disengaged at work. According to the Gallup data, engaged employees in 2021 was 39% which went down to 34% in 2022. Low employee engagement can result due to number of factors such as lack of recognition by managers, poor company communication and poor company policies for employees (Werner, 2021).
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Measuring employee engagement is extremely important but it’s tough to measure as it’s not easy to quantify. Leaders often find it difficult to create an engaged team culture which would drive the company to success. The following tools would help in effective measurement of employee engagement:
Emails: The employee newsletter and company news are a regular way to reach the employees. With an employee engagement tool companies can easily monitor the open rate of the emails. High open rate are great indictors of employee’s curiosity in the business and if they are feeling engaged. Greater click-through rate is a good indicator that your employees are aware and interested in key company information (Phillips, et al., 2020).
Pulse Surveys: Rather than long surveys, this kind of survey is very short with pointed questions. It’s very quick and can be completed in few minutes. It is very helpful in getting quick, consistent, and actionable insights about the firm. It is a great way to gauge the overall temperament of the workplace. It lets employees feel heard (Saks & Jamie A., 2021). Even though surveys are done anonymously, employees still feel that they can be tracked and identified. The fear of repercussions makes them fill dishonest feedback about their condition in the firm. They do not provide real time, ongoing or holistic feedback (Saks & Jamie A., 2021). As this data is personal in nature, it is very important for the companies to protect the data under General Data Protection Regulation (GDPR) (Phillips, et al., 2020). 
ENPS (employee Net Promoter Score): This is a quantitative employee engagement metrics which measures the difference between the highest employee engagement score and lowest engagement score of the company (Phillips, et al., 2020).
Social Media: With rise in social media, companies have another useful tool on their fingertips. To measure the sentiment of the employees, employers may use Glassdoor reviews and ratings (Page & Connell, 2020). 
Virtual Meetings: Setting one to one virtual meeting are also an effective way to connect to the employees. It’s simple and straightforward. It makes the employees feel heard and seen. It creates a safe feedback environment and meaningful answers (Rokach, 2021). 
Apart from the above measures, it is very vital to keep a check on the employee retention by keeping a monitor on the employee turnover. Exit interviews are also an effective tool which can give employers insights on why employees chose to depart and identify areas which can help to retain and attract the best talents (Schneider & Meyer, 2021). 
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As per Glassdoor reviews given by the employees, the company has been facing high turnover (glassdoor, 2021). In Aug 2020, the company announced to axe 650 jobs around the world as it faced difficult financial crisis in history. Its prominent brand Holiday Inn announced 10% cut in its corporate workforce due to tough times in travel industry (IHG Hotels and Resorts, 2021).
Employee Engagement Survey Score (IHG Hotels & Resorts)
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Fig.1 Source: IHG Hotels and Resorts (2021)
The company conducts Colleague HeartBeat survey which helps its employees to express themselves on working with IHG. From the above graph it can be seen that employee engagement has increased from 2020 (IHG Hotels and Resorts, 2021). On the contrary, as per Comparably, 50% of the employees of IHG take pride to be associated with the company. Also 67% of the employees believe they work in positive workplace. On Comparably platform IHG scored C+ on employee retention,B+ on office culture and C- on overall employee happiness (Comparably, 2022).
Based in USA, Comparably is an external party which collates and analyses compensation and work culture data of different companies (Comparably, 2022).
From the above findings from glass door and Comparably it appears that employee engagement in IHG Hotels & Resorts is not upto the mark. This aspect is lagging as the score quite low on happinness and retention. Also the firm is suffering from high turnover despite of 85% Colleague HeartBeat survey score. Clearly the company needs to work upon this issue and needs to check the execution of various employee policies and career building opportutnities laid down by it. 
The world has just emerged from pandemic. Travel and hospitality industry has been hit the most due to lockdowns and less travel across the world. The employees of these industries have suffered ruthlessly during this time due to uncertain medical cure of the pandemic (Raju, 2021). It becomes extremely crucial to understand the position of its employees by IHG so that it does not lose its talent any further. Prudent usage of various employee engagement tools is very significant of the company at this point of time when things have just started looking up in terms of pandemic. Frequent pulse surveys, exit interviews, social media and HR tools are essential for the company to execute systematically with proper planning to know its employee better. 
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Gone are the days when employee’s needs were only solved by giving promotions and rise in salary. Employers today take keen interest in the physical as well as mental wellbeing of their employees. Employee engagement became one of the key aspects of managing employees in 2021 (Rokach, 2021). 
IHG is a global hospitality firm which enjoys great brand name worldwide. In 2019, the company earned revenue of $4627 million which drastically dropped by 48.3% to $2394 million in 2020 due to pandemic. Revenue increased by 21.4% to $2904 million in 2021. The company suffered operating loss of $153 million in 2020 which transformed to $494 million operating profit in 2021 (IHG Hotels and Resorts, 2021). Employee engagement has been its priority and culture. The company has focuses of its employee’s wellbeing, talent development and recruitments (IHG Hotels and Resorts, 2021). The company has just overcome its difficult financial year in history as things have started to open up after the pandemic. Thus, it is a very important aspect on company’s timeline to retain its existing talent and attract new talent. This can significantly drive the revenue and profits of the company. 
As per the financial reports of IHG the company already uses Colleague HeartBeat survey to measure employee engaegement. However as discussed in Measurement of Employee Engagement section, surveys do have limitations such as it may be time consuming, requires regular followups and employees may not give honest feedback due to fear of repercussions (Saks & Jamie A., 2021). 
Thus a mix of various engagement tools is considered to be useful if used sincerely by the HR department. Various useful tools apart from surveys are exit interviews, emails, social media and virtual meetings. Each measumememt tools has its own limitations, hence it is advisable to use multiple tools so that drawback of one is taken care by another. 
For instance IHG has high employee turnover as per glass door, thus usage of exit interview in this scenario can be a great tool to understand the issues faced by employees, give insights into problems which are not evident otherwise and opens up chances for a honest feedback as the employee is leaving (Sergi & Barnett, 2021). 
As per Saks & Jamie A. (2021), a research in University of Pennsylvania stated that business spending 10% of its revenue in capital improvements witnessed 3.9% increase in productivity; however, 10% of revenue when spent on employees gave a productivity increase of 8.5%. Hence employee engagement is a crucial strategy for IHG to upgrade to enhance its performance. 



References
Comparably, 2022. IHG Employer Brand. [Online] 
Available at: https://www.comparably.com/companies/342644/employer-brand
[Accessed 28 June 2022].
glassdoor, 2021. IHG Hotels and Resorts. [Online] 
Available at: https://www.glassdoor.co.in/Reviews/IHG-Hotels-and-Resorts-high-turnover-Reviews-EI_IE4232.0,22_KH23,36.htm?countryRedirect=true
[Accessed 28 June 2022].
IHG Hotels & Resorts, 2022. IHG Hotels & Resorts marks 6,000 hotels milestone with spectacular openings and partnerships to reward travellers. [Online] 
Available at: https://www.ihgplc.com/en/news-and-media/news-releases/2022/ihg-hotels-and-resorts-marks-6000-hotels-milestone-with-spectacular-openings-and-partnerships
[Accessed 26 June 2022].
IHG Hotels and Resorts, 2021. Annual Report and Form 20-F. [Online] 
Available at: https://www.ihgplc.com/en/-/media/FBC3B4884AB449A4975A4302F38F1F7D.ashx
[Accessed 26 June 2022].
Page, S. J. & Connell, J., 2020. Tourism A Modern Synthesis. Oxfordshire United Kingdom: Taylor & Francis.
Phillips, J., Phillips, P. & Ray, R., 2020. Proving the Value of Soft Skills Measuring Impact and Calculating ROI. Virginia, United States: American Society for Training & Development.
Raju, D. S. S., 2021. Performance Evaluation Techniques in Hospitality & Tourism Industry. North Carolina, United States: Lulu Publication.
Rokach, A., 2021. Leadership and Supervision. Oxfordshire United Kingdom: Taylor & Francis.
Saks, A. M. & Jamie A., G., 2021. Advanced Introduction to Employee Engagement. United Kingdom: Edward Elgar Publishing Limited.
Schneider, B. & Meyer, J. P., 2021. A Research Agenda for Employee Engagement in a Changing World of Work. United Kingdom: Edward Elgar Publishing.
Sergi, B. S. & Barnett, W. A., 2021. Environmental, Social, and Governance Perspectives on Economic Development in Asia. Bingley, United Kingdom: Emerald Publishing Limited.
Werner, J. M., 2021. Human Resource Development: Talent Development. Massachusetts, United States: Cengage Learning.




	11
	



image1.png
2020 79.0%

2019 87.0%
2018 86.0%
2017 85.0%




