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This essay will evaluate the hotel Hilton Hotel. During this essay I will explain the impact of employee engagement to ensure hygiene during covid times and retaining a talented workforce during post pandemic and asses the issues surrounding Covid 19 and how that potentially impacts the running of a hotel and its employees’ and how it affects the way hotels treat their customers. The Hilton hotel was founded in 1919 and was founded by Conrad Hilton. There are about 584 Hilton hotels and resorts in 94 countries. According to Hilton, there are more than 360,000 people working across Hilton’s corporate offices ‘as well as their owned, managed and franchised properties (ir.hilton.com, n.d.). Fortune in 2020 released that based on an extensive survey, Hilton was voted the topmost best workplace to work at, with high employee satisfaction (Snouwaert, 2020), with 93% of employees saying it is a great place to work (Great Place to Work, 2020). This figure was recorded during the time of the pandemic, so it may be safe to assume that Hilton had treated the pandemic with care, especially their employees, however, this essay will go into detail by explaining the measures Hilton Hotel took against the pandemic to ensure that employees were doing the best they could. This essay will also focus on how Hilton managed to retain their workforce and make sure that their staff were equipped to deal with covid and if their training was effective and extensive enough to deal with the safety measures put into place to make sure covid is being dealt with thoroughly. 

When looking at the impact of covid, due to it being a relatively new subject, it can be safe to say that finding research or data related to the topic at hand would be hard to find. Many of the research will be short term research that is more likely based on an overview of policies created or ideas that are up and coming for these businesses. Long term impacts will be available in the future after more thorough research on the lasting effects of covid and how companies and their employees are dealing with it, years after the infection had taken impact on the world. Therefore, secondary evidence is more difficult to find. On the other hand, with primary research, it, it is easier to get a first-hand insight into the employee’s views on covid and how their training has prepared them for it. In order to gain both quantitative and qualitative data, I would conduct both surveys and semi structured interviews. In the case of the surveys, I would ask the participants to rank their satisfaction on a series of statements, one of the statements for example would be, ‘how satisfied are you with working at Hilton’. The surveys will help me log the data to find patterns and trends within the answers, hence, compare the employees to a numerical value. Quantitative data offers to measure the variables which exist within a social world; ‘quantitative methods seek regularities in human lives, by separating the social world into empirical components’ (Payne and Payne, 2004, pp.180. However, although surveys are time effiecent and quick and easy to complete, they do not provide us with the full picture, and only give us a limited view of what it is we are trying to investigate. Therefore, in order to find the bigger picture, I would also use semi structured interviews. The reason for semi structured interviews is that they give the interviewer a script to stick to but the ability to ask questions to the interviewee to either get a more clear and concise understanding of their answers and reasonings. Unlike quantitative data, it is harder to find patterns and trends when using qualitative data, however qualitative data gives us the advantage of using the answers to get a deeper insight into the subject being researched which can give us a truer picture while giving a voice to the ones who are being interviewed. By using qualitative data, we can compare, and contrast answers given by participants and evaluate the difference of opinions. However, an issue with qualitative data is that it is very time consuming so unlike surveys which can reach a wider audience, it must have a smaller number of participants. Moreover, because interviews are done face to face, participants may find it difficult to trust the interviewer to keep their identity anonymous when being interviewed. It may be hard for interviewers to build a rapport with their interviewees. Moreover, interviews may potentially be affected by the Hawthorne effect as a result of interviewees’ potentially feeling like they have to stay loyal to the company they are working for in case they fear they may be fired for saying anything that paints the company in a bad light. Quantitative data is also liable to the researcher’s subjective view, and they pick the key themes and quotes from a participant’s response to connect it to their research. Thus, qualitative research is susceptible to bias within data interpretation and analysis. 

In the case of secondary research, based on prior research, it will help with information needed to improve employee engagement as the research has been evaluated by someone else, so it is easier to judge someone’s assumptions of employee engagement and use the research into figuring out employee engagement.  Secondary. Research such as websites. Can help us understand any facts and figures surrounding employee engagement. For example, websites can show reviews of hotels where they are measured by star ratings and an optional comment box, so a researcher can search and see the way in which employee’s engage with the customers and determine whether the customer was left satisfied or not. 

Employee’s level of training for COVID
For this topic, I would use the methodology surveys in order to gain an insight into how employees were trained and equipped to handle covid. While qualitative is open to various perspectives which are open to interpretation on participants feelings, opinion and experiences, Silverman (2010) argues that qualitative research methods leave out contextual sensitivities and focuses more on the meanings and experiences, therefore leaving out environmental influences. For quantitative data, it does not require a long time for data collection and shows a ‘snapshot of a phenomenon’ (Rahman, 2016). Quantitative data offers to measure the variables which exist within a social world; hence it can be given to a wide range of participants to see if within different samples of Hilton hotels to see if there is a recurring theme of employees being taught how to train for Covid properly. Surveys allow for anonymity; hence participants are more likely to answer more truthfully, hence the validity is more reliable and will more likely come up with the same results when testing for patterns and trends. Prior to covid, Hilton prided itself in having the top level staff, in ‘order to ensure quality of service, the Hilton on the quality of the staff have clear requirements: the Hilton employees in addition to a high professional skills and professional ethics, but also a strong mental capacity, analytical skills, ability to deal with emergencies. Especially good at standing on a “empathy” considerate, understanding, understanding thoughtful guest on the guest’s position’ (NA, 2015). Therefore, it is safe to assume that COVID enabled Hilton to take further action and to make sure they uphold their reputation of being one of the best hotels. According to the Hilton Press Center (2020), Hilton defined ‘a new standard of Hotel cleanliness’ by working with RB/Lysol to further their hygiene practices. Hilton CleanStay built upon the already high standards of hygiene, but in order to reassure their customers of their cleanliness, they would have visible signs throughout the guest’s entire stay. Staff are expected to clean up after every guest and working alongside the Mayo Clinic to ensure they are achieving their new high standard to help fight against COVID. 



Attaining a high level of working staff
Covid was an unwelcome sight within the hospitality community and had hit the community very fast and very hard.  People were struggling worldwide to keep their jobs or to battle covid so like every other business, Hilton had some tough decisions to make. According to the CEO of Hilton, there was a corporate decision to cut 2,100 corporate jobs globally, essentially cutting around 22% of Hilton’s total corporate workforce, while also announcing furloughs, and cutting down people’s hours (Frauenheim, 2020). However, it does raise the question how was the standard of working staff still incredibly high? Hilton unlike many businesses had created partnerships with leading companies who had job openings to help supported its furloughed team members. These. Partnerships included brands such as Amazon, CVS, Lidl and Walgreens etc. Moreover, Hilton showed support for their furloughed and laid off employees in many ways such as continuing to provide health coverage to furloughed employees throughout the pandemic, paused the CEO’s salary completely in late March, activated its Team Member Assistance program to distribute cash aid to those who suffered a direct impact from COVID-19. When working for a company who cares as much as Hilton and gives you as much support as Hilton did for its employees during the pandemic, it stirs employee satisfaction and happiness, hence employees who were working during the time of the lockdown or just during the period of furlough, were working at the best of their ability because they knew they were mentally, physically, emotionally and financially supported by Hilton. When employees have the love and the satisfaction for the company they work for, they’re most likely to present higher levels of employee satisfaction, which is how Hilton were able to attain such a high level of working staff. 

Overall, there are both advantages and disadvantages to using both primary and secondary methods.  In this case of researching covid and employee’s ability to follow the hygiene rules and the company’s ability to retain high standards in the workplace there are both pros and cons to using primary and secondary research methods. In the case of primary methods, it is best to help gain information for the subject you are researching for. In my hypothetical research surrounding the ability to follow the hygiene rules following covid, although it would be advantageous to use qualitative methods for this topic, quantitative data allows for there to be patterns and trends to be found, hence we can assess to see if the hygiene rules are something that are being extensively used in every hotel or just most or even some. The use of primary research methods means that the researcher can physically assess their own data, and have it stay as true to the data, and have it been as reliable as it can be rather than following the word of mouth of how potentially clean the Hilton are keeping their hotels. By using surveys, they can be easily distributed and collected ensuring a high response rate which then can be quickly turned into a pattern and trend since the data is easy to transfer from a survey. Although surveys lack the in-depth data analysis, to ask staff basic questions about the level of hygiene is better than using either qualitative data or secondary research methods as it helps give the researcher a better insight. In the case of researching about attaining high standards between the employees, secondary research methods is best for this, because if primary research is used, employees may feel uncomfortable answering questions about their work ethic during a pandemic or may even feel like they need to lie to show that they do more than they do. In the case of checking standards, secondary methods are best as you can search how the company is improving their workforce and the way in which these changes have directly affected the company, through reading reviews and comparing and constrating past data on hotel standards.
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