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[bookmark: _Toc151386681]Background of the research 
According to Ahmad, Farrukh, and Nazir (2021), the Hospitality industry faced a huge economic decline due to the tremendous spread of the COVID-19 virus. Around 90% of bookings in the hotel got canceled as the country’s government added travel restrictions, lockdown, isolation, limited opening hours and so on which changed consumer behavior (Pil and Macduffie, 2022). For this reason, hotels, travel agencies, tour operators, and tourism-related businesses faced tremendous losses as well as a drop in revenue. Due to the COVID-19 restrictions, employees of the hotel were not feeling secure enough to continue their jobs and it reduced the performance quality of employees. Therefore, to avoid virus infection, 3.42 million employees in the UK resigned from their jobs which resulted in 81% of employee turnover in the hotel and hospitality industry of the UK (Zvavahera, 2022). Some employees were continuing their jobs but this was dropping performance quality as they were remaining scared of being watched by the virus for traveling and getting close to many unknown people. As a result, it made many hotels and travel agencies stop their activity and close their businesses permanently for not receiving quality performance and employee support. 
[bookmark: _Toc151386682]Rationale 
Hilton Hotel is the top 4th company in the hotel industry of the UK and faced huge losses during the time of the COVID-19 pandemic due to the high employee turnover rate and low performance of their existing employees in the UK. The researcher is motivated to research the topic of the Effect of COVID-19 on employee performance and employee retention rate in the hotel industry because the researcher wants to generate some detailed information for Hilton Hotel so that they can improve their employee performance and retain employees to hold their top position in the industry. The main reason for selecting the topic is to present the effect of COVID-19 on Hilton Hotels and the UK’s hotel industry so that the hotel industry along with Hilton can retain their employee and boost employee performance efficiently. The research will help Hilton to identify the effect of COVID-19 on their organization's employees' performance and retain employees correctly. 
[bookmark: _Toc151386683]Research aim 
The research aims to show the effect of COVID-19 on employee performance and employee retention rates in the hotel industry. A case study of Hilton.
[bookmark: _Toc151386684]Research objectives 
1. To identify the effect of COVID-19 on employee performance in the hotel industry.
2. To present the external challenge that hotels are facing for retaining employees. 
3. To highlight the solution of boosting employee performance and retaining employees in the hotel industry. 
[bookmark: _Toc151386685]Research questions 
i. What are the effects of COVID-19 on employee performance in the hotel industry?
ii. Which external challenge hotels are facing in retaining their employees?
iii. What are the solutions to boosting employee performance and retaining employees in the hotel industry?
[bookmark: _Toc151386686]Literature review 
The effect of COVID-19 on employee performance in the hotel industry
Baum et al. (2020) highlighted that COVID-19 affected negatively the employees' performance as employees' performance quality declined at that time due to safety issues. Giousmpasoglou, Marinakou, and Zopiatis (2021) stated that employees' behaviours changed rapidly during the COVID-19 pandemic times as they did not feel secure during the time working which affected the performance quality of the hotel. Moreover, in a study conducted by Wolord et al. (2020) out of 600 university students, 82% found that COVID-19 negatively impacted employees' task performance, and job satisfaction and generated changes in their service quality. Baum et al. (2020) expressed that employees' high working hours were making many employees demotivated to work as they were expecting to reach home quickly during the pandemic times. According to Giousmpasoglou, Marinakou, and Zopiatis (2021), increasing traveling restrictions and public get-together restrictions of the UK government were making employees less engaged and reducing the productivity of employees in the hotel industry.  Because they were less interested in traveling and reaching their workplace which reduced their engagement with their work. Wolord et al. (2020) highlighted that to maintain COVID-19 safety, employees are required to ensure hygiene and cleaning which increases the 25%-time waste in service of their employees. As a result, it delayed operations and reduced the productive performance of the employees. Baum et al. (2020) mentioned that SWOT analysis outlines an organization's strengths, weaknesses, opportunities, and threats as hotels were not able to generate opportunities for the employees such as transportation, flexible remote work, financial support, and limited work hours. So, Vanek (2022) illustrated that not giving diverse opportunities to the employees reduced performance quality by 31% and minimized the profit margin of those hotels. So, Wolford et al. (2020) said that the COVID-19 pandemic affected negatively the hotel industry by reducing the performance quality of employees. 
The external challenge that hotels are facing in retaining employees
Deery and Shaw (2021) outlined that increasing restrictions of the Government due to control COVID-19 spread generated external challenges to the hotels to retain employees. In a study conducted by Yuksel (2019) out of 850 university students, 67% found that dissatisfaction with the salary and increasing technology use in the hospitality industry made many employees shift to other organizations. According to Ashton (2019), hiring the wrong candidate for a top position without any previous experience makes existing employees demotivated which generates challenges for hotels in retaining employees. Deery and Shaw (2021) mentioned that PESTLE analysis highlights the influence of the external environment on business operations and the UK government's increasing restriction generated challenges for the hotel industry to continue their business. Therefore, Yuksel (2019) stated that the high inflation rate of 5.25% made employees dissatisfied with the wages and it generated a challenge for hotels to retain their employees. Ashton (2019) presented that during the COVID-19 pandemic, many hotels shifted their operation to online platforms and the lack of technological knowledge made many employees quit their jobs. As a result, Deery and Shaw (2021) illustrated that no advancement in technology and lack of training sessions generate challenges for the hotels in retaining experienced and old employees. Yuksel (2019) highlighted those unrealistic expectations of hotel management from employees such as completing tasks with limited time, lack of flexibility, and lack of employee development opportunities generated challenges for the hotels to retain their employees efficiently. Ashton (2019) finds that unclear goals and lack of communication due to increasing travel restrictions generated challenges for Marriott Hotel in recruiting skilled employees into their organization. Deery and Shaw (2021) mentioned that the lack of technological advancement and no training sessions reduced the productivity of Radisson which generated challenges in retaining the old employees within the organization. As a result, Yuksel (2019) outlined those external challenges that increased employee retention rates within the hotel industry of the UK during the COVID-19 pandemic times. 
The solution of boosting employee performance and retaining employees in the hotel industry
According to Pil and Macduffie (2022), arranging training and career development programs can help the hotels and hospitality industry boost employee performance and improve the 25% employee retention rate. Hinton (2019) also mentioned that offering performance bonuses and rewards can help employees manage expenses in a time of high inflation rates in the UK which can help hotels retain their employees correctly.  Therefore, Aboramadan and Karatepe (2021) stated that TUI used Herzberg’s two-factor theory to motivate their employees the organization gave job security to the employee who worked 1.5 years in the organization and offered a 3% increment for top performers which helped them to retain their 17% employees within the organization. In a study conducted by Pil and Macduffie (2022) out of 700 university students, 75% found that hotels need to use Herzberg’s two-factor theory and focus on motivating factors as the manager can give responsibility, recognize employee's contribution and advance position to employees which can support those organization to boost their performance instantly. Hinton (2019) illustrates that hotels can advance their use of technology and implement remote work policies which can boost performance quality and improve employee retention rates for the hotels. Moreover, Aboramadan and Karatepe (2021) expressed that hotels need to maintain hygiene factors by keeping a smooth company policy and an environment of supervision so that employees can learn from each other in a changing situation in the organization. As a result, Pil and Macduffie (2022) highlighted that offering training, promotion, advancement of technological use, and smooth company policy can support the hotel industry to boost their employee performance as well as retain 22% of old employees for the growth of the industry. 
[bookmark: _Toc151386687]Discussion 
During the COVID-19 pandemic, Hilton Hotels faced tremendous loss in profit due to a lack of productivity, low-performance quality, and a shift of employees in different organizations. In this situation, Hilton Hotel reduced 28% productivity and increased 13% the employee turnover rate of the organization (Ahmad, Farrukh, and Nazir, 2021). Since the UK government were increasing restriction on travelling, the public got together and promoted operation via technology which generated external challenges to the operation of Hilton Hotel. Therefore, the high inflation rate of 5.25% and 24% tax rate enhanced the operating cost of Hilton Hotels which was a significant loss to Hilton Hotels in the time of the COVID-19 pandemic. However, changes in consumers' buying behaviour, lack of technological advancement, and not arranging training and recruiting employees using online platforms generated challenges to the business activity of Hilton Hotel. Yet, Hilton Hotels can arrange training sessions for their employee before implementing a remote work policy and can offer technological devices to some employees who do not have any devices (Zvavahera, 2022). Also, giving responsibility and recognizing the contribution of the employees as well as implementing smooth organizational policy can help employees of Hilton Hotel to hold within the organization and generate quality performance for the organization. 
[bookmark: _Toc151386688]Research evaluation
[bookmark: _Toc151386689]Findings 
The research proposal’s topic is selected which is the Effect of COVID-19 on employee performance and employee retention rate in the hotel industry: A case study of Hilton as the organization faced huge losses and a high employee turnover rate during the pandemic. The paper also shows that the researcher is motivated to research so that the researcher can present the effect of the COVID-19 pandemic on employee performance and employee retention in the hotel industry as well as some solutions to the problem. Therefore, the first literature review highlights that COVID-19 affected the performance of employees as employees were facing safety issues, dissatisfied wages, high working hours, and no opportunity to handle the pandemic crisis (Wolord et al., 2020). As a result, it was reducing the productivity and performance quality of hotels in the hospitality industry of the UK. The second literature review outlines the external challenges of retaining employees which included restrictions by the UK government to travel, public gatherings, lack of technological advancement, the high inflation rate of 5.25%, and the high tax rate which generated challenges to the hotel industry to retain their employees properly and recruit new skilled employee for the organization (Aboramadan and Karatepe, 2021). The final literature review outlines the solution of boosting employee performance as well as retaining employees with the help of arranging training, implementing a policy of working remotely, using Herzberg’s two-factor theory, and offering technological development to those employees who do not have any device to cont8inue their work from home setting. Therefore, Hilton Hotels faced huge losses during the COVID-19 pandemic and they were facing challenges for employee shifts, lack of training, high taxes, and inflation rate which was disrupting their business operation in the hotel industry of the UK. 
[bookmark: _Toc151386690]Conclusion 
Hilton Hotel should offer transportation support and financial support to all employees so that they can manage the pandemic crisis and contribute quality performance for the betterment and growth of the organization. Hilton Hotel should arrange training and shift to remote work so that employees feel secure and stay within the organization. Hilton Hotel should recognize employee contributions, offer promotions, and perform performance bonuses to the employees to retain employees and productivity. Also, Hilton Hotel should supervise employees in training and communicate about goals to obtain business goals efficiently. 
[bookmark: _Toc151386691]
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