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Executive Summary

This report will be developing a research proposal based on Holiday Inn Hotel. Will be some background discussed of the Holiday Inn, also identifying the current issue, Will be proposal theme as the focus how gathering relevant information such as staff questionnaire, interviews, feedback forms etc. Methodology such as employee engagement, benefit of engagement, employee retention. Maslow Hierarchy Pyramid of Needs on employee engagement. Evaluation of primary and secondary research methods.
[bookmark: _Toc89553188]Introduction and background

Holiday Inn one of the best-known family of hotel brands all around the world. The experience, the quality, the service, the spirit etc., begins here. There are more than 2000 hotels all around the world. Holiday Inn spends years and years to welcoming people with comfort also, giving them unforgettable experience, excellence service, quality accommodation what cannot forget easily. Their employees work hard to get the best customer service to the guests and provide unforgettable experience to the customers. In today’s world, service industries are the source of the economic leadership, also using technology to function hotel business became essential. For people who travel, a hotel room is a hotel room, and to separate one hotel from another is the quality of service, what the people remember (Rowe, 1998). The service is the hotel most important product, and every Hotel tries to give the best quality of service. The employees as a team effort to require attention, training, and supervision. If we want to provide good service, the first think the employee satisfaction.
[bookmark: _Toc89553189]Current issue at the Hotel

Holiday Inn Hotel Self- service system could be a current issue what I would like to discuss. Trying to find the solution of adopting self-service technology that could be suitable for Holiday Inn. During Covid-19 pandemic lots of things had changed such as technology, social distancing, sanitising more often etc. The focus mainly will be on employers, customers how they adapt this new change. As the hotel primary goal to establish a system, that could help to understand and consider the negative and positive feedback from employees. There are some methods what Hotels are using. 
[bookmark: _Toc89553190]Methodology and discussion

[bookmark: _Toc89553191]- Employee questionnaire

Employee questionnaire is the primary source what Hotels can use as an opportunity to find out how employees feel about their job, position where they work, also the relationship with the colleagues and superiors. The Survey will be mainly to learn our staff thoughts, such as how they feel at their workplace, about their job, benefits, and employee himself. Also learn our guest’s opinion, implementing / applying this technology. Improving our customer service and bring in profit. Also, the different demographics will be checked such as age, the reason is to understand the diversity reactions and make further improvements. The response will assist the conclusion about is the self-service system worth installing or investing on Holiday Inn Hotel, and how to achieve the balance between traditional customer service and this modern technology adaption. 
[bookmark: _Toc89553192]- Employee engagement

Employee engagement has become interesting topic in recent years. However, it relatively little is known about how employee engagement can be influenced by management. In 2006 there was a survey about employee attitudes and engagement what the Chartered institute of Personal Development (CIPD) did, and the findings of engagement nationally were low, but that high levels of engagement were associated with host of positive outcomes for individuals and their employers. (Truss et al 2006). 
Lots of articles, textbooks, and other published resources such as EBSCO Business Source Premier, Emerald etc that there are more employees who are disengaged or not engaged than there are engaged employees. However, many organizations believe that engagement employees are dominant source of competitive advantage. Such as Holiday Inn Hotel 
The key drivers of employee engagement identified including communication, opportunities for employees to feed their views upwards and thinking that their manager are committed to the organization. According to Kim et. al (2016) frontline employees play pivotal role in hospitality customer’s service experience. There is an important way to improve the organization service delivery by engaging their employees (Hughes &Rog, 2008). Another researcher Saks (2006, 2011) says the engagement is kind of organizational behaviour variable, that can take part to employee productivity and customer satisfaction.
The question can be what makes employee to work and not complaining late working hours. The employee what he or she has with the company the psychological contract is basically committed and happy with the work and the workplace, we also called employee engagement. The employee must feel the engagement with the company such as value their work, listen to their opinion, employee satisfaction, employee delights. If the employees emotionally bonded to his organization and passionate about his work that really matters. There is some link between employee engagement, customer loyalty and profitability. According to Simon L. Albrech (2011) organizations actively practise higher levels of employee engagement to increase productivity, enhance organizational reputation within the industry or broader business community. Both employee engagement and retention are closely related. And this relationship has an impact on the top revenues and the bottom-line.
[bookmark: _Toc89553193]- Benefit of engagement, 

Benefit of engagement can be positive on organizations, such as more productivity, positive attitude, positive behaviour, increase profit. Engaged employees are more connected to their workforce and they are more focused on the task what they have been given. Will be higher retention. Greater employee loyalty, better customer service, better quality, Increased sales.
[bookmark: _Toc89553194]Employee retention

According to Caplan and Teese (1997) in the global business environment, employee commitment, productivity and retention issues are emerging the most critical workforce management challenges. 
Competition market has increased and there is some war of talented staff. The organizations value their intellectual assets more than ever. The importance of workforce, employee skills, employee knowledge and experiences. Recruitment and retention employees had become essential for the organization (Arachchige & Alan, 2013). Employment and retention of the new talent could help the organization growth, also show development and accomplishment of the organization goals and objectives, such as building competitive advantage over the organization (Armstrong, 2001). However, is a big issue attracting and retaining a skilled workforce in the hotel industry. According to Lips- Wiersma and Hall (2007) exit of an employee with new employee, costs half times the salary of vacated position to replace an employee. 
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Maslow hierarchy pyramid of Needs can connect with the employees by tapping into their needs and wants. Building strong loyalty and create the most positive experience at the Holiday Inn, first you need to understand exactly your employees need from their physiological needs up to their personal growth and fulfilment.
If you want to concentrate employee needs, customer-focused provide them go-ahead face to face customer meeting. Satisfy your employees, Such as employee Empowerment, training, and career development. Empowering employees can deliver quality service, training could make employees satisfied and make them return as they feel valued and appreciated. 
Also make them feel safe such as provide them security measures CCTV and electronic key to their locker. The ID and the badge could be a require making the employee safe. 
Make the employees feel they belong to the Hotel, create a chat side for employees where could ask questions or suggest ideas, share thoughts, also having connection between manager and other staff. Celebrating each other milestones or even special occasion together that can make a good emotional connection between employees and hotel management. 
The esteem (ego or status) needs the next step in the Maslow Hierarchy Pyramid, which involve making the employees feel valued and special. With different bonuses, or discounts, promotion, salary positive changes. Another idea could be the attention of the employee preferences such as making their favourite food in some time, or surprise them with an extra dessert.
The self-fulfilment needs the next and the last step on the Maslow’s Hierarchy Pyramid, which mention to achieving goals or meeting one’s full potential. For some people self-actualization means being a good parent or being good in art, but others, such as employees to provide good service and good quality to customers, the Hotel can assist their employees to tick the dream job out of their list and make it happen.

[bookmark: _Toc89553196]Evaluation and conclusion

In Hotel history the employee’s satisfaction is essential, if they are not happy, they are not employee engaged, they provide negative customer service, attitudes, behaviours also decrease productivity to the customers. Could affect the Hotel reputation also the quality of the service. However, many organizations believe that engagement employees are dominant source of competitive advantage. That comes with greater employees’ loyalty. There are different ways to satisfy employees such as employee empowered, training and career development. Employee questionnaire could find out what your employees opinion thoughts about the workplace, the job, benefits, and employee himself. Employee retention is essential to hotel industry, valued talented workforce, recognize employee skills. Maslow Hierarchy Needs Pyramid on employees could help with basic-, psychological -and self-fulfilment needs.
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