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Employee Engagement and Retention post-COVID-19 in the Hospitality Industry
Introduction
	There has been extraordinary growth in the hospitality industry in the past decades. Before December of 2019, the hospitality industry had contributed approximately 10.5% of global Gross Domestic Product (GDP), which is equivalent to a value of more than US$ 9 trillion. The hospitality industry had directly formed 1 in every ten employment opportunities worldwide, corresponding to approximately 320 million work opportunities (ILO, 2010). From December, the COVID-19 pandemic has caused unprecedented ravages in the hospitality industry, mainly through the inevitable implementation of travel restrictions, immigration restrictions, and lockdowns. The impacts can be exemplified by occupancy rates of hotels within the United States plummeting from the beginning of the COVID 19 pandemic down to about 23% in June 2020 (STR Global, 2021), in addition to the cautions announced by the World Travel and Tourism Council that approximately 45 million occupations in the global hospitality trade could be threatened by the pandemic ( Davahli et al., 2020). According to the American Hotel & Lodging Association (AHLA), hotel room revenue dropped to approximately 55% of pre-COVID levels, making only $85 billion the whole of 2020 (AHLA, 2021).
[bookmark: _Hlk89994536]Besides the pandemic’s devastating impacts on market demand, it has also threatened employees’ safety and health as hospitality establishments are locations with a high degree of interaction between employees and their guests (Bakar & Rosbi, 2020). Hilton Hotels & Resorts is a worldwide brand of hotels and resorts that provide full hospitality with over 216,000 accommodation rooms in 94 nations across six continents (Crawlie, 2014). Due to the pandemic, Hilton suspended its hospitality services at over 270 properties. Their revenue per available room (RevPAR) is a crucial assessor for a hotel's top-line service delivery plummeting more than 40% from the previous year (Moon, 2020). The ability of hotel companies globally to entice and retain talented staff has never been more vital as a combination of employee engagement and employee retention continue to impend staffing levels in the hospitality sector during this pandemic. The purpose of this research proposal is to review and analyze employee engagement and retention in The Waldorf Hilton Hotel, London, during this COVID-19 pandemic based on the traits of employees of this demographic acquired from both primary and secondary research.
Methods
[bookmark: _Hlk90039627]This research is a type of quantitative research that follows a descriptive approach. The method of data collection will be conducted through online surveys using short professional-based questionnaires with open-ended and closed-ended questions that focus on characteristics of the hospitality demographic such as the star rating of the hotel, professional position, hospitality department, education, gender, duration of work experience, age, total work durations and experience in managerial or supervisory positions. Data anonymity will be assured by avoiding the collection of personal identifiers in addition to a confidentiality clause agreement before answering the survey questions in the questionnaire. A stratified random sampling technique will be used to obtain data, and the Bartlett data formula will be employed to establish the amount of data. The data collected will be analyzed by SPSS for descriptive analysis, validity, cross-tabulation, and reliability. The results of this research will demonstrate that the characteristic qualities of hospitality employees of The Waldorf Hilton Hotel, London, impact employee engagement and retention with empirical evidence on its rates and overall turnover.


Discussion
Research Methods
[bookmark: _Hlk90035715]Primary research is a methodology utilized by researchers to collect data directly, instead of relying on data and information collected from formerly executed studies (Bouchrika, 2021), thus allowing the researchers to technically own the collected data (Gratton & Jones, 2010). Primary research, also known as original research, is frequently undertaken to generate new knowledge to address a particular challenge requiring in-depth analysis. By conducting primary research, investigators aim to respond to inquiries that haven’t been answered or even asked before. It is primarily tailor-made towards collecting context-specific data that can resolve a specific challenge (Driscol, 2010). Additionally, the data collection methodology permits the researcher to collect firsthand data making this technique more valid and original. This research approach also allows the investigator to have complete control over the collected data since he owns it. Primary research is crucial for researchers aiming to publish new academic journals as data new data and information is constantly required to make secondary research relevant (Callaham, 2012).
The primary data collected from this research will be valid and authentic as it will be directly collected from hospitality industry employees. The employee demographic characteristics used in collecting the data are primarily tailor-made towards collecting new context-specific data on employee engagement and retention, making it a significant source for conducting the secondary research.
While the primary research will involve active input from the respondents through answering survey questionnaires, secondary research will also be used to justify the methodology used to collect data. Secondary research involves the summation or synthesis of information and statistics that have been previously recorded and published by other researchers (Martins et al., 2018). The investigators utilize and analyze data from primary research sources during secondary research, making it a significant starting point for any research process. Secondary research sources include peer-reviewed journals, published articles and books, commercial information sources, and public and private databases (Falaster et al., 2018). Data is collected through a systematic review of previous literature in context with the theme under investigation. Through secondary research, investigators can establish and comprehend how other researchers previously approached the theme of interest and identify gaps in more primary research. Secondary research also allows a shorter and cost-effective collection method (Mrugs, 2012).
Data Collection Technique
Often, primary research methodologies use surveys as a data collection technique to gather pertinent data from particular groups or persons in line with the theme of the study. It typically involves administering a questionnaire with standardized open and closed-ended queries, which provides the required information to gain insight into the study subjects (Ball, 2019). Technically, surveys can be perceived as opinion sampling because it involves collecting varied opinions in the form of responses to the question being researched. This data collection technique also enables data aggregation that can provide more insight into the outcomes of the research (Evans & Mathur, 2017). 
The types of surveys are categorized based on data collection techniques, frequency, and professional field; thus, there are online and offline surveys, cross-sectional and longitudinal surveys and, various professional-based surveys like worker surveys (Alreck & Settle, 2012). Through the rapid growth and advancement in technology, online surveys have become the most common data collection tool that can be rapidly created and easily administered through online platforms to gather information from respondents. Online surveys are convenient as they can be administered and filled out online or sent to emails and social media profiles. They are now rapidly accessed on handheld electronic devices such as tablets, smartphones, and similar devices (Nyumba et al., 2018). The surveys are short with both closed and open-ended questions to collect relevant maximum information while maintaining the respondent's interest.
In data collection, mainly where respondents provide different views on specific challenges, anonymity and confidentiality agreements are required to avoid being individually identified and victimized. Online surveys provide anonymity by not collecting personal identifiers, such as names and contact information; tagging the questionnaire with only a code or a number. Anonymity can be further reinforced by including a confidentiality assurance clause that will guarantee the respondents anonymity and confidentiality before they begin answering the survey questions (Simundić, 2013). Once the survey is administered, the respondents are given a stipulated duration to answer the survey questions and send them back to the researcher.
Variables understudy
The hospitality industry has always suffered high employee turnover rates; however, the additional stressors resulting from the COVID-19 pandemic have significantly deteriorated the working conditions for hospitality employees (AHLA, 2021). The negative impact indicates staffing challenges for traders who rely on this talented workforce. Employee engagement can be a positive, gratifying, job-related state mindset that features vigor, job dedication, and job absorption as its fundamental characteristics. Employee engagement is a more determined and pervasive affective–psychological state achieved when performing a role (De-la-Calle-Durán & Rodríguez-Sánchez, 2021). The ongoing COVID-19 pandemic has adversely affected employee engagement in the hospitality industry. Several hospitality establishments have de-prioritized their workers’ mental needs owing to catering to the losses caused by restrictive preventative policies. Employee engagement offers an intrinsic positive work attitude characterized by high levels of involvement and a strong sense of job immersion while performing work activities (Chanana & Sangeeta, 2020). De-prioritizing employee engagement impedes job autonomy and encourages job inflexibility, dissatisfaction, and poor productivity due to a lack of intrinsic job motivation.
The pandemic has created a prospect for hospitality employees, particularly those who have been furloughed, laid off, or received pay cuts to revaluate their professional choice and consider other career opportunities with better salaries, more flexibility, and fewer demands. Approximately half of the global hospitality employees who have remained employed during the pandemic have indicated poor job satisfaction for several reasons (Munawaroh et al., 2020). Low pay and lack of benefits, inflexibility of schedules, difficulties in handling customers, physical demands, and the high risk of contracting COVID-19 threaten employee retention in the industry compared to numerous other potential employment opportunities.
Evaluation and Conclusion
Primary research and sources have demonstrated their ability to generate original and valid data because the researchers collect the information firsthand. They significantly generate new knowledge to address a particular challenge that necessitates in-depth analysis. In this technical age, online surveys continue to serve as the most used tool for data collection due to advantages such as cost-effectiveness, user-friendly structure, global reach, flexibility, speed, easy deployment, and question diversity. These advantages make online surveys a rigorous and robust data collection tool. However, primary sources also have limitations during their execution. Primary research can be time-consuming as sending and receiving surveys can be a tedious process requiring sufficient patience for successful data collection. Furthermore, assessing the outcomes of the survey will require additional time. Occasionally, the utilization of a single primary research methodology may be insufficient, thus requiring the implementation of another while increasing the required duration of the research and its associated.
Online surveys are specifically disadvantageous as they tend to display skewed qualities of the internet population, thus not truly representing the general population of interest. Since online surveys are self-administered, there is a high risk of unclear instructions for answering the survey questions sparking disinterest, frustration, and survey incompletion. Additionally, since online surveys are impersonal, they can limit the capacity to inquire in-depth, thus missing critical information (Scholl et al., 2002). Lastly, privacy and security problems remain a significant concern in using online surveys. There is a high risk of respondent vulnerability during transmission as the online information risks interceptions. Respondents also wonder whether their collected information will be treated with anonymity and confidentiality, thus reducing response rates.
The use of online questionnaires specific to the hospitality industry to collect information is the most appropriate technique to evaluate employee engagement and retention in The Waldorf Hilton Hotel, London. By evaluating parameters such as professional position held, education, work experience, and job satisfaction, a more in-depth analysis can be performed to understand COVID-19 impact on the hospitality industry. Hospitality employees will continue to face stressful work situations, such as poor employee engagement, employee retention, inflexible work schedules, lower pay, and a high risk of contracting COVID-19 while interacting with guests. Additionally, high turnovers in the form of layoffs and furloughs have led to an augmented degree of economic resulting in job uncertainty and insecurity among hospitality workers. These stressors in the hospitality industry serve as a significant threat to the state of staffing in the hospitality sector.
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