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The hotel that will be the focus on will be Holiday Inn, which is one of the largest hotel chains. By end of December 2021 there were 1,218 Holiday Inn worldwide (Lock, 2022). Holiday Inn was founded back in 1952 and they are still an existing establishment, this means that they must be doing something right or have a procedure in place where they are able to provide positive services towards their customers. They have started of small in Memphis, USA and it turned out to be a successful business, as this place was created taking people’s need into account. One time they had over 1,300 hotels worldwide, but throughout the years it has slowly decreased. This can be for many varieties of reasons; it could be due to better competitor, or some hotels were not meeting the standards of guest. Holiday Inn has merged under IHG (InterContinental Hotels Group PLC) which was created in 2003 for better customer experience and more of a luxury stay, even within standard hotels and rooms (InterContinental Hotels Group PLC, 2019). 
IHG has around 325,000 colleagues which work across more than one hundred countries, as their aim is to deliver true hospitality (InterContinental Hotels Group PLC, n.d.). Within Holiday Inn there are approximately 2,935 employees, in some hotels there are less and in others there are more according to the size of institution. When hotels tend to decrease then the people start to lose jobs and the company are making lesser money, which can mean that those who are still employed may not get a rise in their wages or might not even get any bonuses. The hotels within the IHG there are many staff members and ex-employees that are unhappy with the company, as many believe that they are not taken seriously or being praised much, which means they are seemed to be unnoticed.   
The biggest issue that has occurred is when Coronavirus has hit all around the world, back in early 2020. Eventually large lockdown occurred worldwide with greater curfew for people to abide by. Insider.co.uk have stated that Holiday Inn during the first lockdown in 2020 has lost about £210 million, so has Crowne Plaza as they both are with the IHG. Within the UK, the revenue per room availability dropped by 90% in the second quarter as many of their hotels were forced to close. This was mainly because of the lack of funds generating to run the institution or even pay the employees, as many have lost their jobs. IHG have stated that it would not pay out an interim shareholder dividend, this is because of the limited visibility of the pace and scale of market recovery (insider.co.uk, 2020). 
On the website of Holiday Inn Express London Southwark, the customers have left so many reviews and, they were able to rate the performance of the staff members that work there. A customer stayed at Holiday Inn Southwark branch, and they have left a review stating that the location was convenient for them also that they have felt very welcomed by the staff members and by the whole atmosphere of the hotel. The Southwark branch is quite expensive to stay in due to the location and the accessibility people are willing to spend extra to stay there. This means that the employee engagement must be solid or worked on, as they will need to go the extra mile to provide excellence services to the customers so that they feel like their money was worth spending at this Southwark Holiday Inn. 
A hotel staff who deals with online interactions with the customers, did reply to that review by thanking the customer and stating how hard they work to make the customers feel like home when staying at the Southwark Holiday Inn. The staff members within this hotel must be highly trained and well paid, as they try hard to provide great service which makes the customers happy. There are so many similar reviews that customers have left, as they were fully satisfied with their stay and the way the staff members have treated them. Staying at the Holiday Inn Express Southwark, the customers can have breakfast with no extra cost, so regardless of being an expensive stay the guests are able to start the morning off right by having great breakfast. Wi-Fi, tea, and coffee provided in all the rooms for the customers to consume if they desire (InterContinental Hotels Group PLC, n.d.).  
On indeed.com, Holiday Inn Express and Suites are rated quite average of 3.4 out five stars, and these are reviews left by the staff members that may be current or formerly worked for them. Even though many have enjoyed working for Holiday Inn, but the constant let down is that they have been getting paid minimum wage and they believe that they should get more for the work they have been doing. Others claim that the management are terrible and that they can improve very much, also others state that they must always stay on their feet even when it is not that busy, which could be tiring (uk.indeed.com, n.d.). 
IHG spent around £5.4 million on employee engagement program, so it can reposition their global brand. Even though not everyone was able to benefit from this, but many senior executives, managers and employees were able to attend workshops, which was known as the company’s ‘You Bring it to Life’ program. This project was able to cover 40,000 employees within 140 hotels across sixty countries. The local knowledge, personal attention, and individual’s customer experience was the focus with this program. The vice president of IHG has noticed that guest focus more on customer service compared to how they used to focus on how comfortable their beds and pillows were. Throughout the years people and the hotel industry change, so that means that the hotel will need to keep up with the latest trends and correct trainings will need to be given to their staff for them to provide better service to the customers. The guests want the most out of their stay, as the prices are always rising, so they want every penny to count with their stay. With this employee engagement program has allowed the staff members to be geared up and improve themselves (Berry, 2006). 
There has been issues with the shortage of staff members, this has led to “linen and towel outsourcing issues as laundry services grapple to keep up with limited turnaround times”. In some hotels where guests are staying for multiple nights, their bed linen were not being changed as there were barely any laundry staff members to clean. At some holiday inn hotels, the owners were limiting the check-in times for the guests and others were decreasing the number of customers staying at the hotel (Sinclair, 2021). 
To understand the core root of this issue, research will need to be undertaken. One way this research can be done is through employee survey, this can be completed by the current staff members and past members too, as then it could be understood how they feel about Holiday Inn. Within the survey the employees can provide with some detailed answer as to how Holiday Inn can improve, also why staff members not returning to work after the ease of lockdown.
There are many reasons why employee engagement is important, as every owner and managers want their employees to be connected and committed to their work, in this case undertaking many distinct roles to provide incredible service. Through this employee survey it can be figured out how happy they are within their job roles, as the ones who are happy and comfortable will be working extra hard. Within the hotel industry the employees will need to work in a team from different sectors, so its important to be able to have a good relationship with their peers. Through the survey the employee can state how confident they are collaborating with the peers or how teamwork be improved, with the survey many questions can be asked so variety issues can be discovered and be tackled in the future. The real benefits of employee engagement are that the staff will have a better team operation, enhanced employee efficiency, greater employee retention and reduced turnover rates, accomplishing team goals, absence lowered, reduced workplace stress and the employees will not be burned out quick (Officevibe, 2017). 
It is particularly important to conduct the employee survey as this will give a lot of feedback back to the managers, where they will be able to decide what actions need to be taken to improve the engagement of the employees. Holiday Inn will want to improve their services, which will have a positive impact upon their revenue, but for this to occur the front-line workers that are mostly in contact with the customers need to feel like they belong at work and that their opinions matter. It will be difficult for managers to predict or implement changes without checking how it may affect their staff members, as if they are not comfortable then it will be difficult to work and the service, they provide to guests may be poor, which will have a negative impact upon the reputation of the hotel and the managers (Study.com, n.d.). 
Another method can be is by having a one to one with the staff members, during free time where both parties can be more direct with each other. Both the employee and managers can take notes within their one-to-one meeting, which they can use to improve and work towards realistic goals. The pros for both employee survey and one to one meeting are that actions are being taken to improve the atmosphere within the hotel. Another pro is that the employee being able to express themselves. Another pro is that the employees work closely with the customers so they will be able to recommend ideas to give customers better quality of service. There are always cons, one being that not all issues can be addressed at the same time, and some might be time consuming to improve. Another con being that the employee may say no to this methodology or may not be truthful when providing information. Another con for one-to-one meeting is that it might be difficult to see each individual, which means it can long out the engagement so other methods may be effective, such as employee survey.    
Regardless of what methodology gets used will be beneficial instead of not taking any actions at all, changes cannot happen straightaway but at least there will be ideas and options which can be taken to make improvements. Nothing is perfect and no one are perfect, mistakes are bound to occur but if they are addressed and worked towards making it positive, then running the hotel shall become easier and more effective. If the managers are able to understand that the employees are key to having a successful hotel, then they will need to work alongside their employees. I would highly recommend that employee survey is undertaken as large amount of information can be gathered from the staff members within little time and then actions can be taken to improve the employee engagement. 
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