



[image: /var/folders/52/hk7sjfms4vggqq5wbp0glm2m0000gn/T/com.microsoft.Word/WebArchiveCopyPasteTempFiles/Coat_of_arms_of_the_University_of_Wales_Trinity_Saint_David.png]                                                                                           Prifysgol Cymru                                                                  Y Drindod Dewi Sant
University of Wales Trinity Saint David. 


                                             Research Title
Critical analysis of the challenges associated with employee engagement in the UK bakery chains: A case study of Greggs, Westminster Underground Station, Bridge Street.


                                  Supervisor  Name : Glenn Behenna 

                                      Submitted by
                                   Name : Md Jewel Bhuiyan 
                                       Id:1813856
                             Submission Date :27/04/2022


[bookmark: _Toc85573412]Acknowledgement 
At the end of this journey, a couple of thinks struck in my mind. However, the great person who helped me a lot complete this dissertation is my supervisor. I have little vocabulary to acknowledge his support. May Allah bless him. I am indebted to the people of Greggs who share their knowledge. I am thankful to my dear friends and colleagues. Lastly, I would like to acknowledge my family support. 

[bookmark: _Toc85573413]Abstract 
Purpose: The purpose of the research project was to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains. 
Methodology: The study was a pure qualitative research work, supported by purposive sampling method and content analysis. The study includes 7 participants of Greggs working in the outlet located at West-Minister Underground station by employing semi-structured interview. 
Finding: The study found that health and safety risk, psychologically engaged with job, job burnout, job security, work-life balance, and upskilling. HR directors are now concerned with health and safety risks. As the tactical employees of Greggs are bound to come at workplace, they are at great risk of being infected by covid-19. Covid-19 pandemic imposes challenges on Greggs’ employees to engage psychologically at workplace and their job role and responsibilities. Line manager at Greggs motivates employees to join employee at workplace training and development that contribute to developing employees’ skills and abilities at workplace, and provides psychological counseling, mental support, and motivation to cope up with the pandemic situation as well as continue their job effectively and efficiently.
Recommendation: The study recommended that Greggs should offer health and safety training in relation to protect Covid-19 infection, provides personal protective equipment (PPE), and provide training how to sanitize hand in proper ways, and how to maintain social distancing appropriately. The Greggs is strongly recommended to revise their policy statements including corporate values, mission, vision, and strategic directions. In doing so, companies are recommended to conduct an extensive survey or interview on what employees expect from their organizations or they can use expert opinions.
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[bookmark: _Toc85573414]Chapter 1: Introduction 
This chapter is vitally important in providing a comprehensive understanding of the backbone of this current research. This research is aimed at critically examining the challenges associated with employee engagement. This aim has been developed by reviewing a substantial number of influencing researches in the field of employee engagement. The process of reviewing the past work develops the background of this work. The background leads to identify the potential gap of literature. For instance, there is a copious amount of research in the field of employee engagement, but there is little research in the field of UK bakery chains (Stoyanova & IIiev, 2017). Based on the potential research gaps or problems, it devises the research aim. The breakdown of the research aim enables to set up of some important research objectives. These research objectives are converted into some achievable research questions using the scientific research method. Most importantly, the interest of doing this research work is articulated in providing a rational justification. Finally, it places dissertation structure, which helps understand what is included in this value-added research work. 
[bookmark: _Toc85573415]Background to the study 
The study of employee engagement(Gupta & Sharma, 2016; Hameduddin & Lee, 2021; Zeidan & Itani, 2020) has been expanded in the field of strategic human resource management because engaged employees are viewed as competitive assets for an organization (Mann & Harter, 2016). This assumption is coined by the well-known resource-based view theory. However, 50 years ago, Gallop, the well-regarded research company, started researching employee engagement (Gallop, 2021). As a result, the company developed 12 scales employee engagement measurement scales. The company found that employee engagement is directly linked to enhanced and improved organizational performance, but unfortunately, 35% of employees in the USA, and 15% of the worldwide employees fall in the category of engaged employees (Gallop, 2021). 
Employee engagement(Galanti et al., 2021; Kaushik & Guleria, 2020; Soubjaki, 2021) is a hot topic in the field of human resource management because covid-19 has posed unprecedented challenges for the companies regardless of sector to increase employee engagement (Moyo, 2020). Thus, it has become a burning issue to identify what are key challenges associated with employee engagement during the covid-19 pandemic (Risley, 2020). 
There is no universal definition of employee engagement. Organizations tend to define employee engagement from their perspectives (Osborne & Hammoud, 2017). A well-known definition of employee engagement is the cognitive state of readiness of an employee to engage in a job(Rubeena, 2021; Sudershana et al., 2021). This cognitive state of readiness arises from the mental evaluation of the worth of doing the job (Taneja et al., 2015). For instance, engaged employees tend to learn from doing their jobs for their future betterment. In contrast, less engaged employees search for earning money. In reality, there is no scope to develop without being engaged in a job (Bailey et al., 2018). In the past five decades starting from the 1970s, a substantial number of academic research was conducted to understand the meaning, and drivers of employee engagement (Greer, 2021). 
According to Moyo (2020), employee engagement falls into three important categories. They are affective engagement, behavioral engagement, and cognitive engagement. There is a strong connection between emotion and employee engagement (Risley, 2020). Emotion is explained as the judgment of value, according to the cognitive approach of defining emotion (Taneja et al., 2015). The Mehrabian and Russell model of Stimulus-Organism- Response theory says that emotion is expressed by the pleasure-arousal-dominance dimension (Bailey et al., 2018). For instance, an engaged employee tends to get the excitement of doing novel work(Adhitama & Riyanto, 2020; Risley, 2020). He improves and develops creativity in tackling upcoming challenges. There is a lot of models such as PAD, Gallop 12 scale, and three-dimension of employee engagement in contemporary employee engagement literature. Despite this, organizations face the challenge to increase employee engagement. 
Employee engagement is positively associated with key business metrics. They are customer satisfaction, productivity, innovation, staff retention, efficiency, health and safety performance (Bailey et al., 2018). The positive association between employee engagement and business metrics is evident by cross-sectional research study. However, there is a pitfall that employee engagement shows correlation but not causation(Djoemadi et al., 2019; Ogueyungbo et al., 2020; Zeidan & Itani, 2020). In contrast, some studies found a causal relationship between employee engagement and task performance. This relationship is comparatively weak, and therefore, it is called for further research work (Moyo, 2020). Although a substantial amount of research was conducted on employee engagement, there is a lack of connecting loosely connected insights regarding employee engagement. For evidence, an article published in Harvard Business Review claims that more than 1500 scholarly works were conducted to explore the facets of employee engagement up to 2020 (Stein et al., 2021).
The line manager faces a tough decision on how to improve employee engagement (Greer, 2021). This is true for the line manager of Greggs, a well-regarded bakery chain in the UK. The company is a fully equity-based company. It has no leverage. It provides a stock bonus, and a share of its profits to its employees (Greggs, 2021). It has a good performance management system. The talent management policy of the company is well. Despite this, the company is not confident that it has 100% employee engagement score. In the meantime, the covid-19 has posed an extra challenge to improve health and safety measures (Greggs, 2021). It has posed a new challenge for employee engagement, but there is no universal solution to increase employee engagement. Considering this the study aims to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains. 
[bookmark: _Toc85573416]Study Context/ Organizational Background 
Greggs is a well-regarded bakery chain. It has expertise in producing and selling bakery items such as bread, sausage, snacks, and vegan items (Greggs, 2021). It is also specialized in selling good-quality coffee and beverage items. The organization is based on its values of innovation, openness, honesty, fairness, and appreciation.  It has an innovative culture. This culture is aligned in its value chain configuration. It employs around 25000 employees who perceive a shared sense of beliefs, and attitudes (Greggs, 2021). The company has a good number of talent management, recruitment, selection, compensation, health and safety, and reward management policy. Despite this, the company is not confident that it has 100% employee engagement score. In the meantime, the covid-19 has posed an extra challenge to improve health and safety measures. The line managers of Greggs often face the challenge to increase the engagement rate of front-line employees (Greggs, 2021). The study is an endeavor to identify the challenges regarding employee engagement. 
[bookmark: _Toc85573417]Research aim 
The study aims to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains.
[bookmark: _Toc85573418]Research objectives 
· To review what past studies say about employee engagement in the crisis period, especially in the time of covid-19
· To identify key challenges of current programs at Greggs that influence employee engagement.
· To understand the role of line managers in employee well-being and development at Greggs 
· To recommend some feasible, suitable, and acceptable solutions for high employee engagement at Greggs.
[bookmark: _Toc85573419]Research questions
· What did past studies say about employee engagement in the crisis period, especially in the time of covid-19?
· What are the key challenges of current programs at Greggs that influence employee engagement during covid-19?
· How do line managers contribute towards increasing employee well-being and development at Greggs?
· How can Greggs improve employee engagement during covid-19?
[bookmark: _Toc85573420]Rationale of the study 
The drive to continue this research project has been driven by the personal journey that the research has gone through over the past couple of years working in the UK bakery chains. Employees working at the operational level directly interact with customers (Moyo, 2020). This is the same for front-line workers. Line managers are key authorities to take care of the needs of employees working in the front office such as in-store environment (Greer, 2021). Organizations have embedded remuneration committees, compensation committees, diversity and inclusion policy, and health and safety policy, but how they are practiced remains an interesting question (Bailey et al., 2018). Greggs has a sophisticated reward management policy, compensation policy, and diversity and inclusion program. Despite this, operational employees often express dissatisfaction in terms of job security, good pay, and basic safety (Greggs, 2021). Considering Maslow’s hierarchy of needs, operational front-line employees struggle to satisfy basic needs (Bailey et al., 2018). This has had a great impact on employee engagement. It is evident that individual differences and personal resources such as family life, and material assets have a significant impact on employee engagement (Osborne & Hammoud, 2017). Despite good organizational programs, employees may not be satisfied because of their personal crisis and resource scarcity (Greer, 2021). Therefore, it has become a burning issue to identify key challenges associated with employee engagement. 
There is no single best strategy to keep people engaged in crisis period. Leaders play a critical role in increasing employee engagement. According to the definition of employee engagement(al Mehrzi & Singh, 2016; Rumman et al., 2020; Sahni, 2021), employees tend to perceive beliefs towards leader and organization. Leaders should take novel and innovative initiatives to keep people engaged. In addition to the role of leadership, an effective communication plan is important. Organizations should reach message through multiple channels. A fair and effective reward and compensation package should be launched to keep employees motivated. Employees want feedback during crisis period. That is why managers and leaders are encouraged to provide positive feedbacks to staff(Ababneh, 2021; Nazir & Islam, 2017). Moreover, there is a great importance of performance appraisal system in tough time. Therefore, it is suggested to increase the effectiveness of performance appraisal system during crisis period. Considering the important strategies of employee engagement during crisis period, this piece of research work conduct interview with the participant. This process would enable to collect important data in terms of employee engagement. 
[bookmark: _Toc85573421]Contribution of the study 
The study has twofold important contributions. The first is academic contribution. The remaining is the managerial implication. In some of the cases, the methodological contribution is considered a key research contribution. The study blends up academic models, theories, and techniques of employee engagement. It critically appraises the contemporary literature on employee engagement (Greer, 2021; and Bailey et al., 2018). This would enable to understand employee engagement and its associated challenges. The study provides a rationale justification of research methodology. This would enable understand how to design research methodology for a dissertation. The results of the study would create some investment opportunities for Greggs. These investments may optimize employee engagement (Moyo, 2020). 
[bookmark: _Toc85573422]Brief method of the study 
The study is explanatory in its nature. It aims to gain an understanding of the beliefs, experience, and knowledge of the line managers and employees in terms of optimizing employee engagement. In doing so, a qualitative research method (Bryman & Bell, 2015) is adopted. As it focuses on a single company, it could be described as case study research. Case means describing the situation, problem, and solution of a particular situation (Gupta, 2011). Here, Greggs is the case company. In collecting data, the semi-structured interview is considered the best method, because it helps satisfy the research aim and objectives. Convenience sampling, as suggested by Saunders et al., (2009), is employed to select sample size. Initially, a pilot interview with the managers of Greggs, Westminster Underground Station, Bridge Street will be conducted to prepare for interview and design semi-structured interview questions. 7 semi-structured interviews with line manager, supervisor, team leader, barista, HR Directors, and 2 junior employees to get expert opinion about the challenges associated with employee engagement. A thematic analysis suggested by Creswell & Creswell (2017) is used to thematically analyze subjective information. 






[bookmark: _Toc85573423]Dissertation Structure 
This dissertation is structured around five value-added chapters. The first chapter outlines the research background, study context, research objectives, rationale, and brief method. A theoretical framework using the established theories and models as to employee engagement is placed in the second chapter naming literature review. The third chapter aims to provide a rational justification of research methodology using the research onion model, developed by Saunders et al., (2009). An analysis of collected subjective information using the principles of thematic analysis suggested by Creswell & Creswell (2017) is put in chapter four. In this chapter, the findings are evaluated using the literature. This is called discussion. Finally, it summarizes the whole work and provides some interesting recommendations. It also includes further research work. 


[bookmark: _Toc85573424]Chapter 2 – Literature review
The goal of this literature review is to provide a useful insight about employee engagement. As employee engagement is a broad concept, it involves different important aspects. They are key drivers of employee engagement (al Mehrzi & Singh, 2016; Rumman et al., 2020; Sahni, 2021), employee engagement strategies (al Mehrzi & Singh, 2016; Rumman et al., 2020; Sahni, 2021), and psychological, cognitive, and emotional facet of employee engagement (Gupta & Sharma, 2016; Hameduddin & Lee, 2021; Zeidan & Itani, 2020). According to Mann & Harter (2016), to provide an understanding about employee engagement, it is of critical importance in studying the past work in the field of employee engagement. As an example, Kahn’s model of employee engagement involves studying psychological, cognitive, and emotional aspects of employee engagement (Gupta & Sharma, 2016; Hameduddin & Lee, 2021; Zeidan & Itani, 2020). The concept of employee engagement is also evolving due to the change of organizational and environmental factors. Given that the study designs the literature review considering key research objectives. The objectives of this piece of research work encourage to study key meaning of employee engagement, employee engagement strategies, the role of leaders, and the established practice in the field of employee engagement. 
[bookmark: _Toc85573425]Employee engagement 
The concept of employee engagement is widely studied, and therefore, there are different interpretations of employee engagement(Bapat & Upadhyay, 2021; DR. HAZRAT BILAL et al., 2021; Govender & Bussin, 2020). According to Osborne & Hammoud (2017), there is a lack of common understanding of employee engagement, and therefore, organizations interpret employee engagement from their own organizational perspective. Specifically, Risley (2020) denoted that more than 50 definitions of employee engagement belong to the contemporary literature. One of the well-known definitions provided by Kahn’s says that employee engagement is the study of how employees express themselves physically, cognitively, and emotionally because they interact with their job roles and responsibilities (Gupta & Sharma, 2016; Hameduddin & Lee, 2021; Zeidan & Itani, 2020). The cognitive aspect of employee engagement describes the beliefs of leader, employee, and working environment (Stoyanova & IIiev, 2017). The emotional means of employee engagement illustrate the positive and negative attitude of employees towards the organization and belief. The physical aspect shows the physical force required to attain organizational goals, and to perform individual job roles and responsibilities(Dlouhy & Casper, 2021; Saks, 2021; S & M M, 2021). 
According to Moyo (2020), employee engagement is the individual’s involvement, satisfaction, and enthusiasm of work. The study revealed that employee engagement is closely related to job involvement, satisfaction, and emotions. The explanation provided by Taneja et al., (2015) shows that there are two important facets of employee engagement. They are job engagement and organizational engagement. Engaged employees tend to do their best to meet organizational goals and objectives. The organizational engagement refers to the extent to which an employee tends to adhere to key principles and obligations of an organizatio (Dlouhy & Casper, 2021; Saks, 2021; S & M M, 2021) n. Similar to this narration, Mann & Harter (2016) said that employee engagement is an inner state of mind that is emotionally, mentally and physically bind together the commitment, satisfaction, and work effort of employees. 
In conclusion, this study accepts Kahn's definition. Employee engagement is the study of how employees express themselves physically, cognitively, and emotionally in their professional duties and responsibilities. The physical part investigates employee work and physical force. The cognitive aspect is concerned with organizational and leader beliefs. Furthermore, emotional factors are concerned with employee attitudes. Employee engagement and work involvement are inextricably linked.
[bookmark: _Toc85573426]The benefits of employee engagement 
A substantial amount of research studies the benefits of employee engagement (Osborne & Hammoud, 2017). According to Gallop (2021), feeling engagement is good for workers. Employees who are healthier, happier, and motivated generate the best output for an organization. An organization aims to gain mission and vision. More importantly, an organization intends to gain long-term sustainable competitive advantage. In getting so, it needs to create some sorts of distinctive capabilities in terms of organizational resources (Greer, 2021). According to contemporary strategic human resource management literature, human resource is the most important driver of an organization leading to attain key organizational goals and objectives (Greer, 2021). Highly engaged workforces do not only do their regular job roles and responsibilities but also do something better to keep organization ahead of competition. A growing body of literature(Ayu Putu Widani Sugianingrat et al., 2019; J., 2014; Popli & Rizvi, 2016; Weideman & Hofmeyr, 2020) found a positive association between employee engagement and key business metrics. They are customer satisfaction, productivity, innovation, staff retention, efficiency, health and safety performance. 
Employee engagement increases the percentage of customer satisfaction in an organization. This is evident by Taneja et al., (2015). The study found that highly engaged employees tend to show positive attitude to their work. They show respect, and positive behavior to customers. They make customers happy. Doing an empirical research, Stoyanova & IIiev, 2017) found that organizations that have high percentage of employee engagement experience an increasing number of customer satisfaction. The correlation between employee engagement and customer satisfaction has also acknowledge by some studies (Adhitama & Riyanto, 2020; Risley, 2020). Beyond customer satisfaction, employee engagement fosters creativity and innovation. Examples are large organization like Facebook, Google, and Apple. According to Risley (2020), the most recognized innovative firms in the world pay a special attention to cognitively, psychologically, and physically motivate employees. This increases the level of employee engagement. Employee engagement has also relationship with brand image, and brand reputation of an organization. 
As outlined in the section of employee engagement, the cognitive, psychological, and physical are three important aspects of employee motivation. Employee engagement means that employees hold positive attitude and beliefs to the organization and leaders (Moyo, 2020). This is an important cognitive aspect of employee engagement. As engaged employees are eager to show their creativity and innovation, it has an aggregated impact on the overall organizational innovation and productivity. This has been proven by Greer (2021) conducting a cross sectional research study. This cross-sectional research study found a positive correlation between employee engagement and organizational innovation. 
Highly engaged people tend to adhere to organizational principles. They are psychologically, physically, and cognitively happy, and therefore, they tend to work for long-time. This has a positive impact on overall staff retention rate of an organization. A study by Osborne & Hammoud (2017) found that employee engagement reduces the percentage of employee absenteeism, and positively influences the overall staff retention rate. It is also evident that good employee engagement score has a positive impact on key business performance indicators such as net profit margin, and return on investment that maximize the organizational productivity and efficiency (Djoemadi et al., 2019; Ogueyungbo et al., 2020; Zeidan & Itani, 2020). 
In conclusion, employee engagement is favorably related to important business indicators. Customer happiness, productivity, innovation, worker retention, efficiency, and health and safety performance are among them. A cross-sectional research study found a favorable relationship between employee engagement and company indicators. However, there is a caveat: employee involvement demonstrates connection but not causation. In contrast, several research discovered a link between employee engagement and task performance. Because this association is somewhat weak, more investigation is required.
[bookmark: _Toc85573427]Employee engagement during crisis period 
A long-endeavor in employee engagement research found that organization can improve the level of employee engagement even throughout the crisis period. This is evident by the American Management Association (Moyo, 2020). The organization noted that an organization should take care and make the right decision at the right time. Supporting to the American Management Association, Bailey et al., (2018) said that employee engagement should be a top priority. The study also noted that employee engagement increases strong positive attitude among people toward their work and their organization in a difficult period. In increasing employee engagement in crisis period, it is of critical importance in focusing job satisfaction, organizational commitment, and organizational citizenship (Ayu Putu Widani Sugianingrat et al., 2019; J., 2014; Popli & Rizvi, 2016; Weideman & Hofmeyr, 2020). 
There is a positive correlation between employee engagement and job satisfaction. As employee engagement psychologically, physically, and cognitively motivate people (Gallop, 2021), highly engaged people do better for the organization. In increasing the level of employee engagement in tough time, an organization should make more effort towards the employees so that they feel that organization is interested in them. According to social exchange theory, when employees feel better to their job roles, they do the best. This increases employee productivity, which leads to increase overall organizational productivity and innovation (Mann & Harter, 2016). 
There is a significant role of leaders in tough time. In tough time, employees tend to get more instruction, and support from leaders. Therefore, leaders should make right decision for the right time (Taneja et al., 2015). During crisis time, it is difficult to make right decision, because future is not certain to leader. Here, leaders need to use their cognitive, psychological, and physical ability to make right decision for the right time. That is why staff engagement is paramount importance in tough time. An effective communication plan has a great role in tough time. This could be illustrated as a combination of multiple channels used to communicate with people. Moyo (2020) said that people want to get their message through multiple channels. Therefore, it is the best practice to reach with people through multiple channels. In addition to good communication system, it needs to provide a good and fair benefit and comparable pay structure to people. To keep people engaged, there is a great importance of good reward and benefit package. Reward is broadly categorized into intrinsic and extrinsic reward (Dlouhy & Casper, 2021; Saks, 2021; S & M M, 2021). Intrinsic reward and extrinsic reward create a sense of positive attitude. An increase of pay plays critical role in increasing the level of employee engagement (Mann & Harter, 2016). Besides communication, and reward, it is important to provide feedbacks to people. Managers and supervisors are encouraged to provide effective feedback and direction to people (Ababneh, 2021; Nazir & Islam, 2017). 
To summarize, there is no single optimum technique for keeping people engaged during a crisis. Leaders are crucial in fostering employee engagement. Employee engagement is defined as the perception of beliefs about the leader and the company by employees. To keep employees interested, leaders should adopt fresh and inventive approaches. An efficient communication plan is essential in addition to the function of leadership. Messages should be delivered by organizations through a variety of media. To keep staff engaged, a fair and effective reward and pay scheme should be implemented. During a crisis, employees want input. As a result, managers and leaders are motivated to deliver positive feedback to employees. Furthermore, in these difficult times, a performance assessment system is critical. As a result, it is advised that the efficacy of the performance assessment system be increased during the crisis phase.
[bookmark: _Toc85573428]How engaged are UK employees? 
Employee engagement can be described as the extent to which employees feel positive about their job and working environment as well as committed to organizational code of conduct, policies, philosophy, and put effort into address organizational common goals (Bailey et al., 2017). Further, MacLeod & Clarke (2011) postulated that employee engagement is the physical, emotional, and cognitive attachment of employees with their job that motivates them to put extra effort to achieve the extra milestone at the workplace. However, CIPD (2021) recommended that employee engagement is the state of employees’ work engagement in their mind, which creates resilience, energy, enthusiasm, effort, inspiration, and concentration toward organizational job roles and responsibilities that drive them to achieve organizational common goals and objectives. In short, the study defines employee engagement as the physical, emotional, and cognitive states of employees that motivate them to accomplish their job roles and responsibilities at the workplace (Ayu Putu Widani Sugianingrat et al., 2019; J., 2014; Popli & Rizvi, 2016; Weideman & Hofmeyr, 2020). 
In the UK context, CIPD (2021) reported, in their ‘Good work index survey”, that around two-thirds of employees in the UK are satisfied with their job due to a good working environment, job flexibility, workplace culture and relationship, learning, and development opportunities, and reward policy. This report indicates that two-thirds of the employees in the UK are engaging in their job fully due to job satisfaction. However, the survey of CIPD in 2018 showed that the job satisfaction and employee engagement among the UK employees fluctuated over the last decade than the current decade (CIPD, 2021). For example, in the 2010-2011 survey, CIPD found that half of the employees in the UK are dissatisfied and engaged with their job. The skill and employment survey by Green et al., (2018) reported that due to increasing technological change at the workplace, higher customer demands, and economic crisis and recession are continuously imposed pressure on employees in the UK that lead them negative engagement. Moreover, the Index survey of CIPD (2021) also showed greater enthusiasm and discretionary effort are more among the top-level employees such as managerial level employees and employees with highest-paid than manual and casual workers in the UK (Dlouhy & Casper, 2021; Saks, 2021; S & M M, 2021). 
[bookmark: _Toc85573429]Work engagement and employee engagement 
The previous studies (e.g., Bailey et al., 2017; Christian et al., 2011; and Motyka, 2018) showed that there is a positive relationship between employee engagement and work engagement among employees at the workplace. For example, a narrative systematic review of 214 studies, conducted by Bailey et al., (2017), identified the meaning, understanding, outcomes, and antecedents of employee engagement and work engagement. However, the authors found that out of 214 studies, 42 studies investigate the work engagement of employees based on organizational performance and individual performance. According to Kwon & Kim (2020), organizational performance refers to the team performance of employees within an organization, whereas individual performance is related to individual job roles and tasks performance and extra effort to promote individual contribution toward organization jobs. However, Bailey et al., (2017) showed that there is a positive relationship between employee engagement and work engagement at the workplace (Dlouhy & Casper, 2021; Saks, 2021; S & M M, 2021). This finding is supported by Keyko et al., (2016), who claimed that employee engagement refers to the commitment of employees to achieve organizational goals, and so, engaged employees are more interested to perform their job roles and responsibility attentively and effectively than employees with less engaged. 
Further, a systematic literature review has been conducted by Christian et al., (2011) to explore the relationship between work engagement and job performance at the workplace by including over 30 unpublished and 200 published journals articles. However, the group of scholars found that work engagement positively influences employees' job performance at the workplace because engaged employees are more likely to invest in developing their psychological, emotional, and cognitive development that contributes to increasing their employability skills and experiences (Ababneh, 2021; Nazir & Islam, 2017). 
Empirical research by Keyko et al., (2016) noted that job performance of employees is the outcome of individual efforts, group effort, work engagement, and resilience of employees that positively motivate employees to engage their job roles and responsibilities and achieve both individuals as well as organization goals and objectives at the workplace. This finding is supported by Saks (2019); and Kwon & Kim (2020), who mentioned that employee engagement contributes to increasing enthusiasm among employees, and therefore, they are motivating to engage in workplace activities and utilizing their best skills, abilities, and competencies to maximize organizational financial (increasing sales and profitability) and non-financial (maximizing customer satisfaction and profitability) performance (al Mehrzi & Singh, 2016; Rumman et al., 2020; Sahni, 2021). 
In an attempt to explore the extent relationship between employees’ engagement, and work engagement as well as job performance, Motyka (2018) conducted a systematic review of 71 research works and found that among them 48 studies identify a statistically significant and positive relationship between employees’ engagement and work engagement as well as job performance. 
In short, the study considered that there is a positive and statistically significant link between employee engagement and work engagement, and that this relationship leads to boosting employees' job performance and organizational productivity at the same time.
[bookmark: _Toc85573430]Antecedents of engagement 
Antecedent engagement of employees refers to the process of predicting employee engagement at the workplace by considering previous enthusiasm of employees toward workplace activities (Bailey et al., 2017). The previous studies (e.g., Keyko et al., 2016; Bailey et al., 2017; and Fletcher, 2016) identified five important factors that contribute managers or leaders to forecasting employees' engagement state at the workplace. 
First, employees’ psychological state is a good factor that demonstrates employee intention toward workplace engagement or work engagement (Fletcher, 2016). In this case, Bailey et al., (2017) argued that employees’ self-efficacy, self-confidence, commitment, and resilience are the key factors that shape positive psychological state among employees, and therefore, they are motivating to engage at the workplace to perform their job roles and responsibilities effectively and efficiently (Djoemadi et al., 2019; Ogueyungbo et al., 2020; Zeidan & Itani, 2020). 
Second, Job design is an important part of organizational HR policy, which is directly linked to increasing employees’ engagement at the workplace (Keyko et al., 2017). By considering this statement, Kwon & Kim (2020) noted that organizations are required to develop job design based on employees’ skills, abilities, knowledge, and experiences so that they can willingly involve in workplace activities to show their effectiveness and competencies (Djoemadi et al., 2019; Ogueyungbo et al., 2020; Zeidan & Itani, 2020). 
Third, research by Motyka (2018) argued that organizational leadership and management qualities also facilitate to motivate employee engagement at the workplace. The reason is the employees-friendly leadership quality and management style of leaders positively motivate employees to work under the leaders. In this case, Kwon & Kim (2020) found that the supervisory leadership style of leaders enables to increase engagement among employees because leaders support employees to resolve workplace problems through supervising and monitoring employees’ activities (Adhitama & Riyanto, 2020; Risley, 2020). 
Fourth, according to Christian et al., (2011), organizational support is one of the most influential factors that create positive stimuli among employees to perform their job roles and responsibilities. So, Tanwar (2017) recommended that organizations need to provide a good workplace environment, professional identity, and strong workplace relationships for employees that positively influence employee engagement and loyalty (Rubeena, 2021; Sudershana et al., 2021).  
Finally, organizational intervention plays a critical role to maximize employee engagement at the workplace (Fletcher, 2016). Therefore, organizations are required to develop the organizational team by maintaining inclusion and diversity of team management and provide effective training, learning, and development opportunities for employees so that they can address their learning gaps and develop their skills, knowledge, and experiences (Bailey et al., 2017). 
Finally, the study discovered that employee positive psychological state, employee-friendly job design and HR policy, supportive leadership and management styles, organizational support, and organizational intervention are critical factors that contribute to maximizing employee engagement at the workplace.
[bookmark: _Toc85573431]Summary of the chapter
[bookmark: _Hlk80382883]In summary, this study accepts Kahn's definition. Employee engagement is the study of how employees express themselves physically, cognitively, and emotionally in their professional duties and responsibilities. The physical part investigates employee work and physical force. The cognitive aspect is concerned with organizational and leader beliefs. Furthermore, emotional factors are concerned with employee attitudes. Employee engagement and work involvement are inextricably linked. Employee engagement is related to important business KPIs in a good way. Customer happiness, productivity, innovation, worker retention, efficiency, and health and safety performance are among them. A cross-sectional research study found a favorable relationship between employee engagement and company indicators. However, there is a caveat: employee involvement demonstrates connection but not causation. In contrast, several research discovered a link between employee engagement and task performance. Because this association is somewhat weak, more investigation is required. There is no single optimum technique for keeping people engaged during a crisis. Leaders are crucial in fostering employee engagement. Employee engagement is defined as the perception of beliefs about the leader and the company by employees. To keep employees interested, leaders should adopt fresh and inventive approaches. An efficient communication plan is essential in addition to the function of leadership. Messages should be delivered by organizations through a variety of media. To keep staff engaged, a fair and effective reward and pay scheme should be implemented. During a crisis, employees want input. As a result, managers and leaders are motivated to deliver positive feedback to employees. Furthermore, in these difficult times, a performance assessment system is critical. As a result, it is advised that the efficacy of the performance assessment system be increased during the crisis phase. Drawing on previous research findings, the study assumed that there is a positive and statistically significant relationship between employee engagement and work engagement, and that this relationship contributes to improving employees' job performance and organizational productivity at the same time. According to the study, good psychological states of employees, employee-friendly job design and HR policies, supportive leadership and management styles, organizational support, and organizational intervention are significant elements that contribute to enhancing employee engagement at work.


[bookmark: _Toc85573432]Chapter 3- Methodology 
The chapter is designed to provide a rationale justification of methodological choice. Saunders et al., (2009) define methodology as a set of theoretical propositions used to design and implement data collection tool, and analysis technique. Considering this, the chapter begins with providing a theoretical justification of research philosophy, and approach. Then, it justifies research method. According to research method, it justifies the data collection tool and data analysis technique. It also considers the sampling strategy, and ethical consideration of this piece of research work. 
[bookmark: _Toc85573433]Research philosophy 
A research philosophy could be illustrated as a set of beliefs hold to design an overall direction of a research work. It studies the nature of the study. It sets up the beliefs required to design and implement data collection tool and analysis technique (Bell et al., 2018). The study adopts interpretivism philosophy, because it aims to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains. Covid-19 is a new phenomenon in the world. It provides new experience to organization. Organizations across the world are redesigning their human resource tool, and business strategy to cope up with key challenges of covid-19 pandemic, and to explore new research phenomenon, there is a great acceptance of interpretivism research philosophy (Saunders et al., 2009). Interpretivism aims to understand a specific issue, and to identify key patterns or themes to create theory. It is useful to create a set of theoretical propositions (Zikmund et al., 2013). In some of the cases, it is defined as a theory build approach. It helps conduct in-depth interview or focus group discussion. It encourages to talk with participants, and understand their views, and opinion. Therefore, there is a great significance of interpretivism research philosophy. In contrast, positivism is more structured and specific than interpretivism. It encourages to collect specific data and figure to come up with a specific conclusion. It enables to use natural scientific method to test hypotheses (Ababneh, 2021; Nazir & Islam, 2017). 
In summary, this piece of study employs an interpretivism research philosophy in order to identify and evaluate critical issues of employee engagement during the Covid-19 epidemic. It intends to conduct an interview. Its goal is to produce patterns or themes. It does not seek to reach a precise conclusion. As a result, the study appears to favor interpretivism above positivism in research philosophy.

[bookmark: _Toc85573434]Research approach 
A research approach is described as a set of assumptions used to generate research conclusion. It could be inductive or deductive or abductive. There are three important forms of research approach. The study uses inductive approach as suggested by Saunders et al., (2009). The main reason is that inductive complies with key principles of interpretivism research philosophy. It encourages to go beyond natural scientific method. It enables to use interview method of data collection(Matović & Ovesni, 2021; Terrell, Steven, 2012). The nature and purpose of this research work complies with core principles of inductive approach. In contrast, deductive approach is called hypotheses testing approach. It studies the literature review to develop hypothesis. To test hypotheses, it encourages to use questionnaire or numerical data collection method (Bell et al., 2018). It also fosters to use statistical method and technique to provide specific conclusion. The abductive is suitable for mixed method research(Terrell, 2012; Vebrianto et al., 2020). 
To summarize, an inductive cycle is used in this study endeavor since it tries to uncover and analyze major employee engagement difficulties. It enables the usage of the interview approach. It fosters the collection of subjective data in order to produce patterns of themes that may be utilized to construct theories. As a result, the inductive technique appears to be superior to the deductive cycle for this research project.
[bookmark: _Toc85573435]Research method 
When it comes to select research method, there is a great implication of philosophical consideration. The study has chosen interpretivism philosophy coupled with inductive cycle (Zikmund et al., 2013). Henceforth, a qualitative research method provides a deep-seated understanding of the challenges associated with employee engagement under study or observation by illuminating uncovering loosely connected insights (Bell et al., 2018). The qualitative research method is fruitful to develop theory or identify patterns of subjective information (Saunders et al., 2009). As the study qualitative in nature, it looks for understanding the experience, knowledge, and thoughts of participants regarding employee engagement during covid-19 pandemic. It also facilitates identifying key challenges that employees of Greggs face in terms of engagement. The study also looks for understanding job satisfaction, organizational commitment, work enthusiasm, and organizational identification of participants (Bapat & Upadhyay, 2021; DR. HAZRAT BILAL et al., 2021; Govender & Bussin, 2020). As the study employs questions that are semi-structured in nature, there is a great flexibility of words and sequence (Bell et al., 2018). The study complies with the principles of qualitative research method, and therefore, it uncovers the hidden meaning of underlying activities and events related to employee engagement. 
When not much public information is available, the necessity of qualitative research raises. Here, the availability of information about employee engagement in academic articles may raise question over the effectiveness of qualitative primary research. One possible explanation is that there is a lack of information regarding the perception and experiences of Greggs people. Thus, the study has carefully chosen and applied qualitative research method. As the study aims to uncover questions related to why, how, and what rather than quantifiable observations, qualitative research is apt for generating logical, and conclusive results. In summary, the application of qualitative research method is suitable for this study as it aims to uncover questions related to what, why, and how rather than how much, how many, and quantifiable observation. It illuminates unlocking loosely connected insights regarding employee engagement (Djoemadi et al., 2019; Ogueyungbo et al., 2020; Zeidan & Itani, 2020). An in-depth semi-structured interview helps understand what employees think to be doing by Greggs. This enables to provide some important recommendations to improve employee engagement for increasing financial and non-financial performance of Greggs.  
[bookmark: _Toc85573436]Population and sampling 
Individual of interests could be coined as population(Al-Ababneh, 2020; Patel & Patel, 2019; Saunders.M, Lewis.P, 2009). The target population is employees of Greggs working at the West-minister underground station. In qualitative research, the prime purpose is to extract the meaning of activities and events experienced by participants. This process requires long-discussion with participants (Matović & Ovesni, 2021; Terrell, Steven, 2012). Henceforth, the sample size of qualitative research is less than the sample size of quantitative research. As the qualitative research does not aim to generalize the research outcomes, it does not require taking large sample size. Therefore, using purposive sampling method, the study includes 7 participants of Greggs working in the outlet located at West-Minister Underground station. Purposive sampling is fit for qualitative method (Saunders et al., 2009; Bell et al., 2018). 7 semi-structured interviews with line manager, supervisor, team leader, barista, HR Directors, and 2 junior employees to get expert opinion about the challenges associated with employee engagement.
It prioritizes the interest of researcher to select participants as it does not raise question over sampling bias. Instead, it encourages researcher to include the convenient samples who with their expertise can share knowledge (Saunders et al., 2009). For example, the junior to senior level employees of Greggs participates in this study, and they share their knowledge with their expertise (Matović & Ovesni, 2021; Terrell, Steven, 2012). In contrast, purposive sampling does not allow to generalize research results. It is not fit for identifying the correlation of variables of interest quantitatively (Sekaran & Bougie, 2016). These problems do not affect the study. In short, using purposive sampling method, the study includes 7 participants of Greggs working in the outlet located at West-Minister Underground station. This method helps reach the target participants. It also helps conduct an in-depth discussion with participants.
[bookmark: _Toc85573437]Data collection tool 
As the study qualitative in nature, it employs semi-structured interview (Nayak & Singh, 2021) which helps understand some important questions: what are key challenges of employee engagement? How does line manager contribute to improve employee well-being and understanding? How to improve employee engagement for increasing financial and non-financial performance of Greggs. The application of semi-structured interview helps get flexibility of wording and sequence. Compared to unstructured interview, semi-structured interview is easy for interviewers and interviewees because questions are duly written on paper or recorded in devices (Bryman & Bell, 2015). According to Bell et al., (2018), semi-structured interview is more apt for formulization and theory dissemination in the background when not much public information is available. It also helps understand what participants think and try to spread. In contrast, semi-structured interview collects data within boundary, and therefore, it confines to specific issues such as challenges of employee engagement, and the role of line manager (Gupta, 2011). The application of semi-structured interview helps explore divergent themes and sub-themes to explore. Precisely, as the study qualitative in nature, it employs semi-structured interview which helps understand some important questions: what are key challenges of employee engagement? How does line manager contribute to improve employee well-being and understanding? How to improve employee engagement for increasing financial and non-financial performance of Greggs?
[bookmark: _Toc85573438]Data analysis technique 
Data analysis is done after reaching the point of exhaustion. The data was analyzed based on three important research questions. Henceforth, it employs content analysis technique instead of applying thematic analysis technique (Wilson, 2014). The main benefit of content analysis is to freeze the nucleus statements in association with the research questions of the study (Sekaran & Bougie, 2016). Following a robust quality criterion, the study analyzes data. For example, interviews were duly written on paper known as interview transcripts. To code the interviews, the crucial facets of the findings were assigned to the major categories of the themes (Creswell & Creswell, 2017). In summary, the application of content analysis helps address the main research questions of the study, which eventually leads to address the research aim and objectives (Terrell, 2012; Vebrianto et al., 2020).
[bookmark: _Toc85573439]Ethical consideration 
The research project fully complies with ethical issues of primary research. For example, Bell et al., (2018) stated that research needs to collect primary data anonymously, do not collect any personal data that violate the interest of participants. However, the study collects interview data from target participant anonymously (Ayu Putu Widani Sugianingrat et al., 2019; J., 2014; Popli & Rizvi, 2016; Weideman & Hofmeyr, 2020). In addition, the research uses participant consent form for getting permission from participants before conducting interview (Saunders et al., 2021). Besides, the study fully complies with data protection act to collect, store, and utilize the collected primary data (Bell et al., 2028). For example, the collected data was stored in personal laptop and did not access any third party to data (Terrell, 2012; Vebrianto et al., 2020). Further, the research project uses the collected data for addressing the aim and objectives of the current research, and after addressing them, the data will be destroyed permanently (Zikmund et al., 2013). 
[bookmark: _Toc85573440]Summary of the chapter 
This piece of study employs an interpretivism research philosophy in order to identify and evaluate significant difficulties of employee engagement during the Covid-19 epidemic. It intends to conduct an interview. Its goal is to produce patterns or themes. It does not seek to reach a precise conclusion. As a result, the study appears to favor interpretivism above positivism in research philosophy. Because the goal of this research is to discover and examine important difficulties of employee engagement, an inductive cycle is used. It enables the usage of the interview approach. It fosters the collection of subjective data in order to produce patterns of themes that may be utilized to construct theories. As a result, the inductive technique appears to be superior to the deductive cycle for this research project.The qualitative research approach is appropriate for this study since it seeks to answer questions about what, why, and how rather than how much, how many, and measurable observations. It sheds light on previously unconnected findings about employee engagement. An in-depth semi-structured interview helps Greggs understand what employees believe they are doing. This enables us to make some critical recommendations to boost employee engagement in order to improve Greggs' financial and non-financial performance. Using a purposive sample strategy, the study included 7 Greggs employees who worked in the West-Minister Underground station outlet. This strategy aids in reaching the intended audience. It also makes it easier to hold an in-depth discussion with participants. Because the study is qualitative in nature, semi-structured interviews are used to assist comprehend some crucial topics, such as: what are the primary obstacles of employee engagement? What role does the line manager have in improving employee well-being and understanding? How can Greggs increase its financial and non-financial performance by enhancing employee engagement? The use of content analysis aids in addressing the study's major research questions, which finally leads to addressing the research purpose and objectives.


[bookmark: _Toc85573441]Chapter 4: Results and Discussion
This research study aims to answer the following research questions 
RQ1: What did past studies say about employee engagement in the crisis period, especially in the time of covid-19?
RQ3: How do line managers contribute towards increasing employee well-being and development at Greggs?
RQ3: What is the role of line managers in employee well-being and development at Greggs? 
RQ4: How can Greggs improve employee engagement during covid-19?
The study begins with writing up introduction chapter. Now, it turns to outline the findings and discussion by identifying the research questions as mentioned earlier. 
RQ1: What did past studies say about employee engagement in the crisis period, especially in the time of covid-19?
In answering this question, an extensive literature review was undertaken. The findings of literature review are stated in the following manner. 
· this study accepts the definition provided by Kahn. Employee engagement is the study how employee expresses themselves physically, cognitively, and emotionally because they interact with their job roles and responsibilities. The physical aspect studies labor and physical force of employee. The cognitive facet deals with beliefs of organization and leaders. Moreover, emotional aspects focus on employee attitude. 
· There is a close association between employee engagement and job involvement. Employee engagement is positively associated with key business metrics. They are customer satisfaction, productivity, innovation, staff retention, efficiency, health and safety performance. The positive association between employee engagement and business metrics is evident by cross-sectional research study. However, there is a pitfall that employee engagement shows correlation but not causation. In contrast, some studies found a causal relationship between employee engagement and task performance. This relationship is comparatively weak, and therefore, it is called for further research work.
· There is no single best strategy to keep people engaged in crisis period. Leaders play a critical role in increasing employee engagement. According to the definition of employee engagement, employees tend to perceive beliefs towards leader and organization. Leaders should take novel and innovative initiatives to keep people engaged. In addition to the role of leadership, an effective communication plan is important. Organizations should reach message through multiple channels. 
· A fair and effective reward and compensation package should be launched to keep employees motivated. Employees want feedback during crisis period. That is why managers and leaders are encouraged to provide positive feedbacks to staff. Moreover, there is a great importance of performance appraisal system in tough time. Therefore, it is suggested to increase the effectiveness of performance appraisal system during crisis period. Drawing upon the insight understating of previous studies, the study assumed that there is a positive and statistically significant relationship between employee engagement, and work engagement that the relationship contributes to increasing employees’ job performance and organizational productivity at the same time.
· The study found that the positive psychological state of employees, employee-friendly job design and HR policy, supportive leadership and management styles, organizational support, and organizational intervention are the critical factors that contribute to maximizing employee engagement at the workplace.
What are key challenges of current programs at Greggs that influence employee engagement? 
The key challenges of employee engagement at Greggs could be divided into some important points. They are health and safety risk, psychologically engaged with job, job burnout, job security, work-life balance, and upskilling.
The HR director stated: Leading human resource is a complex maze. Employee demand varies because of their psychological, social, cognitive, economic, and family issues. However, during covid-19 pandemic, the real challenge is to keep employee faith with their job because employees are now much more concerned with their family health and safety than before covid-19 pandemic. Although we had a takeaway service, our retail outlets generated little output meaning low financial performance. For survival, we had to participate the UK government furlough program. Paying employees with current earning is really challenging. 
The line manager commented: The biggest challenge is to continue our operation without human contract, which increases the risk of covid-19 infection, although we have adequate health and safety protocols. Psychologically engaging employee is a tough job during covid-19, because employees are concerned with their family safety, and personal issues rather than doing their job. This leads to increase the waste of resources. Supply chain disruption caused by covid-19 has had a direct impact on job scheduling. 
The supervisor described: From my personal experience, our sales representatives are at high risk of being infected by covid-19, because they directly serve food to our customers. One of my colleagues was infected by covid-19. This increase job demand for others. To meet this increasing demand, our limited people did extra work. This caused job burnout, which increases stress, and financial distress. 
The Barista asserted: Our retail out is engaged in serving foods, and coffee items. Currently, I am not fully satisfied with my job because of peer pressure. My wife said to get a secured job where there is assurance of pension scheme and holiday package. However, the Greggs did not fully satisfy my demand. 
One of two junior employees dictated: I feel satisfied with my job. Greggs has been a household name in the UK due to their bakery chain. I get full support from my peers, team leader, and line manager. However, I am currently working part-time. So, I am worried about ensuing permanent job. Therefore, upskilling, and showing the best performance are now great challenge to me in terms of employee engagement.
An analysis of interview transcripts shows that interviewees identified some common challenges. They are health and safety risk, psychologically engaged with job, job burnout, job security, work-life balance, and upskilling. HR directors are now concerned with health and safety risk. This is common during covid-19 as evident by the past empirical studies (Risley, 2020). Covid-19 has taught us to rethink our way of living and maintaining health status. In order to prevent covid-19, organizations undertake various initiatives. Homeworking is a common intervention, but this is not applicable for job like salesman, and Barista (Moyo, 2020). As the tactical employees of Greggs are bound to come at workplace, they are at great risk of being infected by covid-19 (Risley, 2020). Despite taking measures, there is evidence of infection as said by the Supervisor (Greggs, 2021). In this situation, other employees are suffering from fear of being infected by Covid-19 that adversely affects on employee engagement and well-being at Greggs. Stein et al., (2021) argued that due to health and safety risks at Covid-19 situation, front line employees are psychologically depressing for being infected by Covid-19 (Alferaih, 2021). For example, line manager of Greggs stated that psychologically engaging employee is a tough job during covid-19, because employees are concerned with their family safety, and personal issues rather than doing their job. This statement is supported by Chanana (2020), who commented that during Covid-19 pandemic situation, employees are suffering from psychological pressures because they are concerning with their health safety as well as their family members and other closes people’ health safety. This means that Covid-19 pandemic imposes challenges on Greggs’ employees to engage psychologically at workplace and their job role and responsibilities.  
The analysis of interview data also shows that job burnout and job security are the challenges that negatively influence employee engagement at workplace at Greggs. The reason is that due of Covid-19 pandemic, majority of the employees at Greggs are leaving their job for health risks that increase job demand at Greggs, according to supervisor of Greggs. This argument complies with the previous study by Riseley (2020), who noted that during Covid-19 pandemic, employees are more concerning their health and safety rather than their job, and so, employees are leaving from jobs to save both themselves and their families and friends. This situation creates high job demand at Greggs, and therefore, employees are required to put extra effort to address the job demand at Greggs that leads negative employee engagement at Greggs. In addition, job security also influences the employee engagement during Covid-19 pandemic in every sector, more especially the UK’ fast food and restaurant sector, according to Ahmed et al., (2020). The reason is that due to lockdown at the UK, the food business operators closed their in-stores operation in the last two quarters in 2020 that negatively influenced organization sales, profitability, and revenue. In the other hand, closing store operation increase fixed cost of food business in the UK, and so, majority of the businesses cut number of employees to reduce operating cost during Covid-19 pandemic (Mulaney et al., 2021). This means that cutting job increases risk of job security among employees, and so, they are less likely to engage at workplace. 
Further, the study found that one of the employees of Greggs (e.g., Barista) asserted that due to peer pressure and subjective pressure, he is unsatisfied with his current job. The reason is that Barista of Greggs fails to balance between professional life and personal life due to high job pressure, and lack of holiday and other financial rewards. In this case, Mulaney et al., (2021) argued that employees in the UK food segment, more especially at store operating level, get low payment instead of high efforts. This leads low employee engagement at workplace. Besides, Wiid (2020) stated that there is a statistical relationship between job security and job engagement. This indicates that if the job security is increased, the employee engagement will increase, whereas lack of job security negatively influences employee job engagement. So, it is concluded that lack of job security at Greggs impose challenges to increase employee engagement at workplace during the Covid-19 pandemic. In addition, Zhong et al., (2021) argued that the food industry in the UK is operated by semi-skilled and unskilled employees, and therefore, it is required to upskill employees for accomplishing organization activities effectively and ensuring customer satisfaction. For example, Nurmi & Varis (2021) said that employees in the UK food sector need to develop their communication skills, customer management skill, service offering skill, cultural skill, team work, skill, and problem-solving skill for maximizing customer satisfaction as well as engaging employees at work. 
In summary, the interview data analysis revealed that health and safety risk, psychologically engaged with employment, job burnout, job stability, work-life balance, and upskilling were all factors. Human resource directors are now worried about health and safety risks. Because all Greggs workers are bound to arrive to work, they are at high danger of becoming infected with covid-19. The Covid-19 epidemic makes it difficult for Greggs employees to participate mentally in their workplace and their employment roles and obligations. The lack of job security at Greggs makes it difficult to promote employee engagement at work amid the Covid-19 epidemic.
How do line managers contribute towards increasing employee well-being and development at Greggs?
HR director said: Line manager is one of the job roles at Greggs to lead employees directly at operational level, and so, line manager plays critical roles to increase employee well-being and development by motivating and supporting employees at workplace. For example, the line manager at Greggs directly supervises employee’s job performance and identifies the gaps of job performance among employees. Therefore, line manager communicates with employees and identify their problem related to job roles and responsibilities, and therefore, line manager motivates them to work, and report to HR directors to address employees’ workplace problems so that employee can get positive feeling and perception towards their job. 
Line manager sated: Mainly I provide intervention, motivation, and try to address employees’ workplace problem for increasing their well-being and development. In addition, on one of my job roles is to measure employees’ job performance, and identify the reason of decreasing employees’ job performance. In doing so, I personally communicate with my subordinate and identify the key reason of decreasing their job performance. Therefore, I psychologically motivate them to engage at work so that they can feel positive feeling to work at Greggs. Then, I communicate with HR director and share employees’ problems and their skill gaps. Besides, I work together with HR team to develop training and development program for employees so that they can address their skill gaps and develop their skills and competencies. Moreover, I recommend HR department to offer attractive salary, bonus, and rewards for employees so that they can address their personal and family demands and engage at workplace fully. 
Supervisor commented: I work under the line manager at Greggs and I noticed that line manager provide mental support and workplace support as well as provide valuable feedback for employees. I think line manager pays a positive roles to ensure employee well-being and development by motivating and supporting to improve skills and knowledge that required to accomplish job roles. 
Team leader postulated: Line manager plays an important role to work together at a team. During team working, I found that line manager at Greggs provides valuable information about employees kills gaps and workplace demand that support our team to develop strategic objective and goals for addressing employees skills gaps, and strategies of motivating them both psychologically and physically. In addition, line manager also contributes to increasing employees’ well-being by recommending HR team to develop effective reward policy so the employees can satisfy at workplace. 
Barista noted: As I am a functional level employees, I work under the supervisor and line manager at Greggs. In my working experience, I noticed that line manager directly communicates with functional level employees for listening their problems at workplace and provide suitable solution to address the problems. Further, line manager also discusses with us about our workplace demand that increases our workplace well-being and development, and then, line manager tries to develop learning-oriented workplace culture, workplace relationship, and professional bonding among employees that contribute to increasing employee's well-being as well as development at Greggs. 
Junior employee said: As I am a part time employees at Greggs, I work under the line manager, and so, I noticed that line manager behave friendly with subordinate that creates positive feeling among employees. In addition, line manager communicates with subordinates about his skills, abilities, and experiences that positively motivate employees and so they feel job satisfaction that increases their well-being at workplace. However, one of the important things is that line managers suggest HR department to increase employees financial rewards based on their performance that motivate employees to engage work for increasing performance and get financial reward. In addition, line manager pays mentoring role to develop skills and abilities of subordinates that directly contribute to increasing employees’ skills and knowledge development. 
The analysis of interview at showed that line manager plays a critical role at Greggs to increase employees’ well-being and development by motivating them toward work, sharing skills and knowledge with employees, measuring employee performance, providing valuable feedback of employee performance, communicating employees’ learning and development needs with HR director and HR team and working together with HR team to develop required training and development program, suggesting to offer attractive financial and non-financial rewards, and developing learning-oriented workplace culture, workplace relationship, and professional bonding among employees. According to Nurmi & Varis (2021), employee well-being is directly linked with employee satisfaction, and workplace relationship, and employee development is related to organizational learning and development programs that contribute to increasing employee skills, abilities, workplace knowledge, and experience. For example, line manager at Greggs motivates employees to joining employee at workplace training and development that contribute to developing employees’ skills and abilities at workplace. In this case, Findlay et al., (2021) noted that workplace learning, training and development programs are the key vehicles of employee development because of addressing employee skill gaps and increasing employee workplace skills and abilities as well as experience. According to Supervisor at Greggs, line manager of the company communicates with subordinates and listens their needs and demands for increasing well-being, and therefore, the line manager recommends HR director to increase employee financial reward that contributes to increasing employee well-being during Covid-19 pandemic. As stated by Zhong et al., (2021), employees are suffering from financial crisis to address personal and family needs and demands during the Covid-19 pandemic. In this situation, organizations are required to offer adequate financial support to increase employee well-being by addressing financial needs and demand. 
Besides, Mulaney et al., (2021) reported that employees are suffering from psychological stress during the Covid-19 pandemic due to high risk of being affected by the Covid-19 pandemic, and therefore, employees are required to provide mental support and psychological support to increase their well-being as well as job engagement and job satisfaction. For example, the line manager at Greggs provides psychological counseling, mental support, and motivation to cope up with the pandemic situation as well as continue their job effectively and efficiently. According to Stein et al., (2021), psychological motivation is that sign of psychological well-being of employees because mentally depressed employees fail to involve at workplace attentively that leads them job dissatisfaction as well as job burnout at crisis situation. 
According to Alferaih (2021), effective performance management at workplace and valuable feedback also contribute to increasing employee well-being as well as development at workplace because employees can understand their current performance and skill gaps to increase workplace performance. For example, Line manager at Greggs measures employee performance and provides valuable feedback so that employees can improve their skill gaps and maximize individual and team performance at workplace. This finding is supported by Chanana (2020), who claimed that employees want to get valuable feedback from their boss so that they can improve their skill gaps and increase performance for getting financial and non-financial reward that increase their well-being at workplace. Moreover, Risley (2020) argued that during crisis moment, organization needs to offer attractive salary, bonus, and workplace rewards that contribute to increasing employee well-being by addressing their financial needs and demands. For example, line manager suggests HR director to offer attractive salaries, bonuses, and rewards for employees so that they can address their personal and family demands and engage at workplace fully. 
In summary, the study discovered that line managers at Greggs play critical roles in increasing employees' well-being and development by motivating them toward work, sharing skills and knowledge with employees, measuring employee performance, providing valuable feedback on employee performance, communicating employees' learning and development needs with the HR director and HR team, and working together with the HR team to develop required training and development programs.
Greggs' line manager encourages workers to participate in workplace training and development that contributes to the growth of employees' skills and talents at work. Greggs' line manager gives psychological therapy, mental support, and inspiration to cope with the pandemic scenario while continuing to do their work effectively and efficiently. Greggs' line managers assess employee performance and give relevant feedback so that employees may close skill gaps and enhance individual and team performance at work. Furthermore, the line manager proposes that the HR director give appealing pay, bonuses, and awards to employees so that they may meet their personal and family obligations while fully engaging at work.
How to improve employee engagement at Greggs? 
Line manager noted: I think workplace motivation, job satisfaction, and work enthusiasm are the factors that positively influence employee engagement at workplace. So, I recommended that Greggs needs to offer intrinsic and extrinsic motivational package for employees to engage them at workplace. The reason is that attractive reward and motivational package are contributed employees to engage their work at crisis situation such as Covid-19 pandemic. In addition, I also suggest Greggs to ensure employee health safety during the Covid-19 pandemic because health risk is one of the most influential issues that negatively affect employee engagement during Covid-19 Pandemic. 
HR director stated: Employee engagement is the commitment of employees to address organizational mission, vision, and corporate objectives. So, I think Greggs is required to develop alignment between what organization wants to spread and what employees think to be done by their organization. In doing so, Greggs should communicate with tactical, operational, and functional level employees and develop organizational mission, vision, and corporate objectives by considering employees needs and demands so that employee feel positive perception and understanding towards organizational mission, vision, and corporate objectives. 
Supervisor said: I think health risk is the main challenges for employees during Covid-19 pandemic, and so, Greggs needs to focus on organization health and safety policy, and develop new health and workplace safety policy that fully ensures health safety for both employees and customer.
Barista claimed: I am a front line employee at Greggs, and I think health safety is the key challenge for me to serve customers during the Covid-19 pandemic situation. So, I recommended that Greggs should ensure employee health safety during the Pandemic situation. In addition, Covid-19 pandemic creates financial crisis for employees, and so, I recommend that Greggs should offer adequate financial reward for employee during the Covid-19 pandemic to increase employee engagement.
Junior employees said: As a part time employee at Greggs, I think that health risks is the big issues for Greggs employees to operate activities at retail store during the Covid-19 pandemic. So, I suggest to Greggs developing high health and workplace safety policy to increase employee engagement during the Covid-19 situation. 
The analysis of qualitative data found that employees at Greggs provide some valuable recommendations for increasing employee engagement during Covid-19 pandemic. The recommendations are including offering intrinsic and extrinsic motivational packages for employees to engage them at workplace, communicating with tactical, operational, and functional level employees and develop organizational mission, vision, and corporate objectives by considering employees’ needs and demands, and ensuring employee health safety during the Covid-19 pandemic. In this case, Risely (2020) argued that organizations are required to restructure their mission and vision and develop new corporate structure by considering the needs and demands of employees during Covid-19 pandemic that contributes to increasing employee engagement. Further, Nurmi & Varis (2021) concluded that health risk and financial crisis are the key challenges for employees to continue their work during Covid-19 pandemic, and so, organizations are required to develop effective health and safety policy and offer an adequate financial reward to increase employee engagement during Covid-19 pandemic. 

[bookmark: _Toc85573442]Chapter 5: Conclusion and Recommendation 
[bookmark: _Toc85573443]Conclusion 
The research project aimed to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains. The study used a pure qualitative research approach, which focuses on uncovering questions about what, why, and how rather than how much, how many, and quantified observation. The study involves 7 Greggs employees who work at the West-Minister Underground station outlet, and it uses content analysis to answer the study's major research questions, which leads to the research's goal and goals being accomplished. Health and safety risk, psychologically engaged with employment, job burnout, job security, work-life balance, and upskilling were discovered in the interview data. 
Human resource directors are increasingly concerned about health and safety risks. Greggs' tactical personnel is at a high risk of being ill since they are required to attend to work. According to the findings of the study, line managers at Greggs play critical roles in increasing employees' well-being and development by motivating them toward work, sharing skills and knowledge with employees, measuring employee performance, providing valuable feedback on employee performance, communicating employees' learning and development needs with the HR director and HR team, and working together with the HR team to develop required training and development programs, as well as suggesting attar. Greggs' line manager encourages workers to participate in workplace training and development that contributes to the growth of employees' skills and talents at work. Greggs' line manager gives psychological therapy, mental support, and inspiration to cope with the pandemic scenario while continuing to do their work effectively and efficiently. Greggs' line managers assess employee performance and give relevant feedback so that employees may close skill gaps and enhance individual and team performance at work. Furthermore, the line manager proposes that the HR director give appealing pay, bonuses, and awards to employees so that they may meet their personal and family obligations while fully engaging at work.
[bookmark: _Toc85573444]Recommendations
The analysis of the primary data found that employees at Greggs provide some valuable recommendations for increasing employee engagement during Covid-19 pandemic. The recommendations are including offering intrinsic and extrinsic motivational packages for employees to engage them at workplace, communicating with tactical, operational, and functional level employees and developing organizational mission, vision, and corporate objectives by considering employees’ needs and demands, and ensuring employee health safety during the Covid-19 pandemic. By considering the finding, the study provides the following recommendations so that Greggs can increase employee engagement during the Covid-19 pandemic situation. 
Recommendation 1: An alignment between what organizations want to spread and what employees think to be done by their organization: The Greggs is strongly recommended to revise their policy statements including corporate values, mission, vision, and strategic directions. In doing so, companies are recommended to conduct an extensive survey or interview on what employees expect from their organizations or they can use expert opinions. Then, the findings should be used to update policy statements, which eventually redesign human resource management policies such as recruitment, training and development, coaching and mentoring, performance management, talent management, diversity and inclusion, and remuneration or compensation package. For justification, a study by Stein et al., (2021) found that US employees intend to work with those organizations that take care of environmental demands as key means of corporate social responsibility rather than increasing the percentage of salary or remuneration. Overall, company is suggested to put societal impact concerning the employee engagement.
Recommendation 2: Developing effective health and safety policy and measures: The analysis of the primary data showed that health risk is one of the most significant challenges at Greggs that negatively influence the employee engagement during the Covid-19 pandemic. Therefore, the study firmly recommended that Greggs should focus on health and safety policy so that the company can ensure health and workplace safety for employees. According to Alferaih (2021), employees’ health safety ensuring is the biggest issue for organizations, more especially the food sector in the UK, during the Covid-19 pandemic. The reason is that the fast food and restaurant sector’s employees are required to directly communicate with customers for service customer values. For example, the employees of Greggs at retail stores are required to directly communicate with customers for collecting orders and serving in-stores services that increase the risk of being infected by Covid-19. In this case, Ahmed et al., (2021) suggested that organizations are required to restructure their health and safety policy so that employees can protect them from being infected by Covid-19. For example, Greggs can develop new health and safety training by complying with the Covid-19 safety measures such as maintaining social distance, offering personal protective equipment (PPE), and providing training how to sanitize hands in proper ways, and how to maintain social distancing. This initiatives contribute to increasing employee engagement by maximizing employee job satisfaction, organizational commitment, and work enthusiasm, according to Nurmi & Varis (2021). Finally, the study recommended that Greggs should offer health and safety training in relation to protect Covid-19 infection, provides personal protective equipment (PPE), and provide training how to sanitize hand in proper ways, and how to maintain social distancing appropriately. 
Recommendation 3: Offering adequate financial reward for employees: The study also found that financial crisis is one of the biggest issues in the Covid-19 pandemic that reduce employees’ job satisfaction and job involvement. By considering the finding, the study suggested that Greggs should offer attractive financial rewards such as salary, bonus, and sales communication to boost up employee motivation and engagement towards workplace. Research by Mulaney et al., (20210 found that due to closing store operations for imposing lockdown, the retail food businesses in the UK failed to offer adequate financial rewards for employees. The reason is that store closing negatively influences profitability and increases foxed cost of store operation such as premise rant and employees’ salary, and so organizations failed to offer 100% salary of their employees. For example, by involving at the government’s furlough scheme, Greggs offered 80% salary of their employees during lockdown that adversely affect employee commitment and employee engagement at all. In this situation, Findlay et al., (2021) recommended that organizations are required to offer adequate salary and other financial benefits so that they can cope up with both during and post pandemic environments. However, Greggs is strongly recommended to offer adequate financial reward packages for employees so that they can fully address the financial needs and demands. This initiative allows Greggs growing employees, commitment, and job satisfaction and job security that leads them to be loyal, committed and engaged at workplace activities. 
[bookmark: _Toc85573445]Future research work 
The current research project was limited to pure qualitative research work to critically analyze the employee engagement challenges during covid-19 in the context of UK bakery chains. In doing so, the study collected qualitative data from 7 participants, who were the employees of Greggs.  This means that largely focusing on qualitative research, and small sample size are the main limitations of the current research project. However, in addressing the limitations of the current research work, the researcher has intention to conduct future research work in the same ground by employing both qualitative and quantitative research methods and including large sample size so the finding of the research project could be generalized. The reason is that qualitative research method will allow collecting and analyzing subjective data and drawing qualitative finings, and quantitative research method support to collecting and analyzing statistical data and addressing research problem by drawing statistical facts and figures. Moreover, involving large sample size would be helped generalize the research finding publicly and support decision-making for business owners, policymakers, and marketers. 
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[bookmark: _Toc85573448]Interview transcript 
RQ2: What are the key challenges of current programs at Greggs that influence employee engagement during covid-19?
The HR director stated: Leading human resource is a complex maze. Employee demand varies because of their psychological, social, cognitive, economic, and family issues. However, during covid-19 pandemic, the real challenge is to keep employee faith with their job because employees are now much more concerned with their family health and safety than before covid-19 pandemic. Although we had a takeaway service, our retail outlets generated little output meaning low financial performance. For survival, we had to participate the UK government furlough program. Paying employees with current earning is really challenging. 
The line manager commented: The biggest challenge is to continue our operation without human contract, which increases the risk of covid-19 infection, although we have adequate health and safety protocols. Psychologically engaging employee is a tough job during covid-19, because employees are concerned with their family safety, and personal issues rather than doing their job. This leads to increase the waste of resources. Supply chain disruption caused by covid-19 has had a direct impact on job scheduling. 
The supervisor described: From my personal experience, our sales representatives are at high risk of being infected by covid-19, because they directly serve food to our customers. One of my colleagues was infected by covid-19. This increase job demand for others. To meet this increasing demand, our limited people did extra work. This caused job burnout, which increases stress, and financial distress. 
The Barista asserted: Our retail out is engaged in serving foods, and coffee items. Currently, I am not fully satisfied with my job because of peer pressure. My wife said to get a secured job where there is assurance of pension scheme and holiday package. However, the Greggs did not fully satisfy my demand. 
One of two junior employees dictated: I feel satisfied with my job. Greggs has been a household name in the UK due to their bakery chain. I get full support from my peers, team leader, and line manager. However, I am currently working part-time. So, I am worried about ensuing permanent job. Therefore, upskilling, and showing the best performance are now great challenge to me in terms of employee engagement.
RQ3: How do line managers contribute towards increasing employee well-being and development at Greggs?
HR director said: Line manager is one of the job roles at Greggs to lead employees directly at operational level, and so, line manager plays critical roles to increase employee well-being and development by motivating and supporting employees at workplace. For example, the line manager at Greggs directly supervises employee’s job performance and identifies the gaps of job performance among employees. Therefore, line manager communicates with employees and identify their problem related to job roles and responsibilities, and therefore, line manager motivates them to work, and report to HR directors to address employees’ workplace problems so that employee can get positive feeling and perception towards their job. 
Line manager sated: Mainly I provide intervention, motivation, and try to address employees’ workplace problem for increasing their well-being and development. In addition, on one of my job roles is to measure employees’ job performance, and identify the reason of decreasing employees’ job performance. In doing so, I personally communicate with my subordinate and identify the key reason of decreasing their job performance. Therefore, I psychologically motivate them to engage at work so that they can feel positive feeling to work at Greggs. Then, I communicate with HR director and share employees’ problems and their skill gaps. Besides, I work together with HR team to develop training and development program for employees so that they can address their skill gaps and develop their skills and competencies. Moreover, I recommend HR department to offer attractive salary, bonus, and rewards for employees so that they can address their personal and family demands and engage at workplace fully. 
Supervisor commented: I work under the line manager at Greggs and I noticed that line manager provides mental support and workplace support as well as provide valuable feedback for employees. I think line manager pays a positive role to ensure employee well-being and development by motivating and supporting to improve skills and knowledge that required to accomplish job roles
RQ4: How can Greggs improve employee engagement during covid-19?
Line manager noted: I think workplace motivation, job satisfaction, and work enthusiasm are the factors that positively influence employee engagement at workplace. So, I recommended that Greggs needs to offer intrinsic and extrinsic motivational package for employees to engage them at workplace. The reason is that attractive reward and motivational package are contributed employees to engage their work at crisis situation such as Covid-19 pandemic. In addition, I also suggest Greggs to ensure employee health safety during the Covid-19 pandemic because health risk is one of the most influential issues that negatively affect employee engagement during Covid-19 Pandemic. 
HR director stated: Employee engagement is the commitment of employees to address organizational mission, vision, and corporate objectives. So, I think Greggs is required to develop alignment between what organization wants to spread and what employees think to be done by their organization. In doing so, Greggs should communicate with tactical, operational, and functional level employees and develop organizational mission, vision, and corporate objectives by considering employees needs and demands so that employee feel positive perception and understanding towards organizational mission, vision, and corporate objectives. 
Supervisor said: I think health risk is the main challenges for employees during Covid-19 pandemic, and so, Greggs needs to focus on organization health and safety policy, and develop new health and workplace safety policy that fully ensures health safety for both employees and customer.
Barista claimed: I am a front-line employee at Greggs, and I think health safety is the key challenge for me to serve customers during the Covid-19 pandemic situation. So, I recommended that Greggs should ensure employee health safety during the Pandemic situation. In addition, Covid-19 pandemic creates financial crisis for employees, and so, I recommend that Greggs should offer adequate financial reward for employee during the Covid-19 pandemic to increase employee engagement.
Junior employees said: As a part time employee at Greggs, I think that health risks is the big issues for Greggs employees to operate activities at retail store during the Covid-19 pandemic. So, I suggest to Greggs developing high health and workplace safety policy to increase employee engagement during the Covid-19 situation. 
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