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[bookmark: _Toc89273474]1.1 Introduction
Due to the unprecedented impact of Covid-19 pandemic, all sorts of businesses, mostly, the ones in the travel, tourism and hospitality management industries are facing serious challenges. Sustaining business operations is particularly hard when repeated lockdowns and safety measurements forced them to shut down all the hotels and motels (Yacoub and ElHajjar, 2021). According to World Tourism Organisation, global tourism faced the worst year in 2020 as the worldwide arrivals of tourists were lower by 1 billion than the previous year. It shows an estimated loss of $1.3 trillion which has put 100-120 million tourism and hospitality risks at risk (UNWTO.com, 2021). Following travel bans, many of the hotels laid off their workforces made many of the managerial staff work from home. These activities increased job insecurity and hampered the workplace environment (Wong et. Al., 2021). 
[bookmark: _Toc89273475]1.2 Background of the Hotel and the Study
Hilton Manchester Deansgate Hotel is a part of Hilton Worldwide Holding Incorporation. Situated next to the Great Northern Shopping Centre and only 0.2 miles away from the train station and 2 miles from Old Trafford stadium, this hotel is a modern high-rise building that serves all possible amenities (Hilton.com, 2021). This hotel holds a good number of ballrooms, guest rooms, pools, meeting spaces and top-notch services. There are also other services such as full-service spa, meeting spaces, lobby bars and health clubs. 
Hilton is known for its importance of serving employees well. It was ranked no. 01 on the list of 100 best companies to work for by Forbes in 2019 (Brownlee, 2020). Such a culture always tends to ensure employee engagement and security. But as Covid-19 has imposed severe cost issues, Hilton Manchester Deansgate had to furlough hundreds of its workers (Dobrosielski, 2020). This increased the job uncertainty and chance of lower employee engagement in the hotel. 


[bookmark: _Toc89273476]1.3 Scope of the Study
Despite all activities by Hilton International to keep the employees engaged in the work, the pandemic has imposed serious psychological and economic pressure on the workforce. So, the employees are prone to have a lack of motivation and enthusiasm in the work. Employee engagement is a crucial need as 47% of employees seek new jobs due to bad work culture (Gretz and Jacobson, 2018). Keeping in mind the recent post-pandemic situation, the study will assess the following issues:
· Impact of health & security on employee engagement
· Impact of organisational work culture and values on employee engagement
· Impact of job insecurity due to furlough on employee retention
· Impact of work-from-home activity on creating engaged employees
This study will use primary & secondary data sources to find out and analyse the impact of these factors on employee engagement in Hilton Americas-Houston Hotel.



[bookmark: _Toc89209323][bookmark: _Toc89273477]2.0 Methodology and Discussion
[bookmark: _Toc89273478]2.1 Employee Engagement and its Impact
Employee engagement denotes the extent to which an employee feels recognised and benefitted in an organisation and thus feels passionate about their jobs (Townsend et al., 2014). Employee engagement is the key to a company’s success as the companies with a highly engaged workforce enjoy four times higher revenue generations than the companies with low employee engagement (Beheshti, 2019). Employee turnover is a big issue that is a result of low employee engagement. According to Dale Carnegie & Associates, Inc. (2018), almost 57% of people in the US and Canada are disengaged in their jobs. Due to the covid-19 pandemic, thousands of hotel staff were laid off and furloughed, which has decreased employee motivation, created insecurity and questions about the safety and security of jobs. As a result, an impact of all these factors is expected on the overall employee engagement situation in a hotel.
[bookmark: _Toc89273479]2.2 Importance of Employee Engagement
When employees feel engaged in the work, they are more invested and feel much more attached to the task of what they are doing (Chebet et al., 2019). As a result, productivity, work quality, idea generation, effective solution to problems can be attained from the employees. Even, high level of engagement promotes retention of employees, which can reduce the organisation’s cost significantly (Presbitero, 2017). Following are the key benefits of employee engagement:
· A clear understanding of organisation’s goal, mission and targets
· Feeling recognised and enthusiastic after getting proper feedback from supervisors
· Effective communication ensures solving of problems and idea generation
· Increased capability due to proper training and development activities
· Feeling motivated due to proper payment and other benefits
· Having a sense of safety and security from the workplace 
Highly engaged employees tend to show 41% lower absenteeism than disengaged companies (Wickham, 2020). As they feel evaluated, they feel a strong urge to prove themselves. The organisations having high turnover rates, need to incur around $5,000- $10,000 yearly to recruit new employees (Beheshti, 2019). As hotels belong to the service industry and are very much into strong employee support, it is easy for the employees to feel intense pressure. So, it is of high importance to keep a healthy and communicative work environment where hotel staff feels free to work. 
[bookmark: _Toc89273480]2.3 Employee Engagement Model (Robinson Model)
As Hilton is very focused to fulfill all the necessities of the employees and has a reputation to maintain the betterment of the hotel employees, furloughing has created some unprecedented threat to employee engagement (Reidhed, 2020). For identifying the needs of the employees of an organisation, the employee engagement model can help a lot. This model is a blueprint for understanding the factors that make an employee feel evaluated and make them productive. Among various models, Robinson Model identifies 10 distinctive factors which help to make engagement-related strategies. This model is as follows:
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Figure 01: Robinson Model of Employee Engagement
Source: Ngoisa, 2016

For the employees in Hilton Manchester Deansgate Hotel, communication, equal opportunities, performance appraisal, health & safety, cooperation and job satisfaction are most important in this post-covid-19 pandemic. The employees need to be sure that they will not be ignored by the employers and will have enough growth opportunities.
[bookmark: _Toc89273481]2.4 Information Gathering Procedure: Primary & Secondary Research Method
To find out the overall employee engagement scenario, data is needed to be collected. This data can be either primary data or secondary data. Alternatively, a mixture of these two research methods can also be used (Carter et al., 2018). But before moving to that, the basic idea of these methods are needed to be identified:
I. Primary Research Method
In this method, the researcher collects the data by his/her ownself (Gupta, 2015). The main purpose of this research is to create customised question set which is tailored for the specific research purpose. For this analysis, the following tools of primary research are shown below:
· Employee Questionnaire/ Feedback form
· Face to face interview with the interviewer
· Observation for 6 months
Questionnaire is the most expensive one with the least time needed (Albrecht et. Al., 2018). While observation will take most efficiency. 
II. Secondary Research Method
This research involves the collection of summerised data from already existing research. Generally, these data are collected from government and non-government websites, conference papers, journals and research papers etc. (Martins et. Al., 2018).
This study focuses on the employee perspective of their job insecurity, organisational culture & values, health & security concern and their relation with employee engagement in Hilton Manchester Deansgate Hotel after Covid-19 pandemic. So, a combination of primary & secondary data will be used to get the best results.

[bookmark: _Toc89273482]2.4.1 Employee Survey Form
This is one of the most used methods to get unbiased responses from the respondents. Though this method is costlier than the other primary research methods, researchers use this widely to ensure that the employees feel safe to respond to the survey and give the answers without thinking much (Reynaldi et al., 2019). For gathering data from the staff of Hilton Manchester Deansgate Hotel, Likert Scale Questions can be set in the survey form which will make it easier for the employees to answer unbiasedly. The employees will be given the assurance of anonymity and preservation. A pro forma survey form is outlined in Appendix 01. Following is an important part of it:
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Table 01: Employee Survey Form
Source: Author’s Creation

[bookmark: _Toc89273483]2.4.2 Face to Face Interview with the Employees of Hilton Manchester Deansgate Hotel
The core idea of the interview is to get the most applicable drivers of employee engagement in the hotel (Hewagama et al., 2019). Moreover, it will ask the employees whether or not they are happy in the hotel or not. Here, it is to be mentioned that, the respondents’ secrecy will be maintained according to General Data Protection Regulation (GDPR) (Chatzopoulou, 2021). All the employees will be assured that his/ her identity, as well as responses, will not be used harmfully. Following is a demo questionnaire with the most important questions to be asked by the interviewer to learn about employee engagement:
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Table 02: Employee Questionnaire
Source: Author’s Creation
[bookmark: _Toc89273484]2.4.3 Secondary Research Methods
Secondary researches help to get the basis of the questions to be asked to get the employee engagement situation. From different journals, articles and research papers, several trends related to job satisfaction, estimated workforce preferences, the impact of engagement on retention, future job uncertainty etc. can be found out (Cheng and Yi, 2018). These findings are important for this study as the hotel employees’ sentiment can be largely estimated from these. Following is an outline about how to use secondary data and what data should be used for analysing employee engagement of Hilton Manchester Deansgate Hotel:
· Region-based employee turnover chart (specifically European region)
· Survey data of employee preferences in the workplace
· Significant changes in oranisational policies after covid-19 pandemic
· Changes in HR policies and their impact on employee retention
· Basic survey questions to be asked to identify the problems and prospects regarding staff engagement. 
So, these data can be used to get the recent trend and changes in the field of employee retention in the hotel industry worldwide, which will help to complete this study.
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[bookmark: _Toc89273486]3.1 Evaluation of Research Methods
Getting employee insights on the human resource policies and employee engagement methods can be tricky (Herawaty et al., 2019). Following are the problems and advantages of both methods:
[bookmark: _Toc89273487]3.1.1 Primary Research Methods: Advantages & Disadvantages
To get a better idea, the advantages and disadvantages of using primary research methods are shown below (Clark and Veale, 2018):
Advantages & Disadvantages of Personal Interview:
· In-depth answers from respondent
· Questions can be clarified by the interviewer
· The interview can be easy and collaborative
· It is costly and time-consuming
· Respondents can become biased by the way the interviewer asks questions
Advantages & Disadvantages of Employee Survey Form:
· Customised questions
· Easily answerable by the participants
· More appropriate information collection
· Less possibility of interviewer bias
· Expensive
[bookmark: _Toc89273488]3.1.2 Secondary Research Methods: Advantages and Disadvantages 
Advantages (Malina et al., 2011):
· Good for building basic questions
· Helps to identify industry situation
· Easily available data
· Cost-Effective and less time-consuming
Disadvantages:
· Lack of Study specific data
· Inappropriate information
· Lack of relevancy
This study is on a specific hotel named Hilton Manchester Deansgate Hotel instead of the total industry. There are very little data available in the form of published papers. Hence, it will be more logical if data are collected both in-person and via secondary sources
[bookmark: _Toc89273489]3.2 Conclusion
To successfully analyse and propose employee retention strategies for the Hilton Manchester Deansgate Hotel, a properly tailored pathway is needed to be prepared. Both primary data and secondary data can be used to identify the specific data needed for this research. As this study analyses the impact of job insecurity, work-from-home effects and organisational values and cultures on employee engagement, secondary data will provide the charts and graphs and necessary statistical and qualitative support to idelaise the present and future issues. After completing the initial research based on the secondary research method, some specified questions are to be identified. These questions will be set in the survey forms and asked in the interview. Here it is to be mentioned that, the primary research method is the most significant one that will help to identify the core needs, demands and perspectives of the employees of the hotel. After gathering all data, the overall employee engagement scenario of this hotel will be sorted out which in effect will help to propose any required changes in the culture and environment of the hotel.
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Appendix 01Employee Engagement Survey

This survey has been designed to get the ideas about employee engagement in Hilton Manchester Deansgate Hotel. Please be assured that, your response will be kept secret and none of the responses will be provided to the hotel authority
	Particulars
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	N/A

	I can list all the steps I will take from this work to my next appraisal in here
	· 
	· 
	· 
	· 
	· 
	· 

	I can see my career growing by working in this company

	· 
	· 
	· 
	· 
	· 
	· 

	I feel that the company provides sufficient training facilities
	· 
	· 
	· 
	· 
	· 
	· 

	I am excited about my job role
	· 
	· 
	· 
	· 
	· 
	· 

	I would recommend my workplace to my friends
	· 
	· 
	· 
	· 
	· 
	· 

	I intend to work for this hotel for at least 5 years
	· 
	· 
	· 
	· 
	· 
	· 



	Particulars
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	N/A

	I feel that my values and workplace values are almost same
	· 
	· 
	· 
	· 
	· 
	· 

	I feel that I belong to this place
	· 
	· 
	· 
	· 
	· 
	· 

	My work style and preferences matches with the hotel’s policies
	· 
	· 
	· 
	· 
	· 
	· 


A. Self Efficacy

   B. Fit & Belongingness
	Particulars
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	N/A

	I learn a lot from the coworkers
	· 
	· 
	· 
	· 
	· 
	· 

	My supervisor helps to identify potential problems and takes ideas from me
	· 
	· 
	· 
	· 
	· 
	· 

	My team is given all the necessary tools and supports during work
	· 
	· 
	· 
	· 
	· 
	· 

	I believe that my workplace will continue to help me in the needs
	· 
	· 
	· 
	· 
	· 
	· 


C. Team Culture, Work Relationships and Cultures

	Particulars
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	N/A

	I feel that my work contributes to the achievement of the hotel
	· 
	· 
	· 
	· 
	· 
	· 

	I believe that my workload is reasonable for my role
	· 
	· 
	· 
	· 
	· 
	· 

	I feel recognised by the works I do
	· 
	· 
	· 
	· 
	· 
	· 

	I feel valued and appreciated for my job
	· 
	· 
	· 
	· 
	· 
	· 

	I feel motivated through my supervisors feedbacks
	· 
	· 
	· 
	· 
	· 
	· 

	I am happy with my salary/ wages
	· 
	· 
	· 
	· 
	· 
	· 

	I feel comfortable to share my opinion in meetings
	· 
	· 
	· 
	· 
	· 
	· 

	I am comfortable asking questions to my managers
	· 
	· 
	· 
	· 
	· 
	· 

	My supervisor motivates me and takes interest in my well-being
	· 
	· 
	· 
	· 
	· 
	· 


D. Work Engagement & Recognition



E. Safety & Security and Covid-19 Situation

	Particulars
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree
	N/A

	My employer helped me during pandemic
	· 
	· 
	· 
	· 
	· 
	· 

	I was laid off/furloughed
	· 
	· 
	· 
	· 
	· 
	· 

	I feel that my workplace took care of me during pandemic
	· 
	· 
	· 
	· 
	· 
	· 

	I believe that my workplace will continue to help me in the needs
	· 
	· 
	· 
	· 
	· 
	· 

	I feel safe working here 
	· 
	· 
	· 
	· 
	· 
	· 

	I have not faced any harassment, bullying and discrimination at my workplace
	· 
	· 
	· 
	· 
	· 
	· 




F. Any Recommendation regarding Engagement

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………….

Thank you very much for participating. All your answers are confidential and not traceable to you.
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Questionnaire
	
	

	No.
	Questions to be Asked

	01
	What is the most interesting aspect of your job?

	02
	Do you find you job meaningful and purposeful?

	03
	How much challenge do you face in the workplace?

	04
	Do you feel stressed when faced with work-related pressures

	05
	Are your supervisor supportive? Does he/she listen to your problems?

	06
	What are the things that motivate you to come for work?

	07
	Do you like the current management style?

	08
	Is there any lack of communication?

	09
	Are you happy with you salary and bonuses?

	10
	Can you maintain your work-life balance?

	11
	What is the best thing that happened in your work?

	12
	How do you define success in your role?

	13
	Do you feel appreciated and acknowledged?

	14
	Do you see yourself to work here after 5years?

	15
	Will you recommend this place to work at to your close friends?

	16
	What are your recommendations regarding HR policies?
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