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Introduction 

The purpose of this assignment is to determine the extent to which the well-being of employees and employee engagement is related to the company’s viability. Additionally, the changes the chosen company has adopted in increasing employee engagement in the light of the coronavirus pandemic. The chosen company for this purpose is Tesco, which is a retail company which operates in United Kingdom, Ireland, China, Hungary, Japan, Poland and other countries. (Flynn, 2021) Tesco operates in retail, offers phone contracts, insurances, banking.
The coronavirus pandemic has been hard on people regardless of age, gender or occupation. The uncertainty and anxiety the pandemic spread resulted in social distancing, lack of face-to-face socialization, stress, financial hardship, job losses and other worries. Moreover, the way people work has changed resulting in more telecommuting and flexible working which inevitably led to less socialization, the feeling of being excluded, stress and loneliness affecting the way the employees are engaged with their work and their wellbeing.
According to Tesco (2022) flexibility is supported within the company and promoting the human rights, leads to a safe environment for employees. Importantly, 82% of colleagues recommend Tesco as a good place to work and 74% of employees’ states that Tesco helps them to have a healthy lifestyle. Moreover, in 2021 Tesco increased the hourly rate from £9.30 to £9.55 for hourly paid employees. (Tesco, 2021). Tesco made notable changes to increase employee engagement within the company, especially in uncertain times such as the coronavirus pandemic. The worldwide known retailer also provides a range of learning, services and resources to support the mental health of their employees (Cole, 2020)
The real asset of any company are the employees, without engaged employees the company will fail. Tesco is aware that employees are the key to the company’s success and invests in them. With the coronavirus pandemic hitting hard especially employees that we’re not able to work remotely, the retail giant has analyzed the situation of employee engagement and well-being. Furthermore, this assignment will examine the measurements Tesco have taken in order to improve employee engagement and employee wellbeing in the context of the coronavirus pandemic.
Discussion

In most service industries, employee engagement plays an essential role in customer satisfaction as the employees often directly interact with the customers. As Tesco is a retail company, the interaction with the customer is essential and necessary. According to Khwaja & Yang (2018), investment into employee engagement into offering a solid service culture towards improving the organization is vital for competitive advantage. Given the constant direct interaction between the customers and personnel, employee engagement plays a significant role in achieving customer satisfaction. The study further argues that many customer–employee interactions require interpersonal contact, especially in the service industry (Khwaja & Yang, 2018). This common interaction allows the employees to influence the customer experience at the point of consumption, influencing overall customer satisfaction. 
IES (2004) argues that an engaged employee is conscious of business context and works with colleagues to increase performance within the job for the benefit of the organization. A two-way relationship between the employee and employer is crucial in order to develop and enhance engagement at the workplace. According to Cole (2021) Tesco focuses on wellbeing of employees in order to make the business successful by offering health programme, health surveys and listening channels.
The employee engagement concept has become more important as before, businesses invest more financial and resources to determine, track and manage the level of employee engagement. The human resources department is responsible of annual surveys, planning activities, leadership and managerial interventions and strategies as stated by SHRM (2016)

The concept and drivers of employee engagement

Employment engagement methods focus employees on work-related tasks instead of non-work tasks. The methods encourage employees to be happier by fostering a healthy working environment and making connections with other employees to increase customer satisfaction and overall performance. Ghuman (2016) suggests that it is essential for an organization to populate with engaged and empowered employees. According to Truss et al. (2013), human resources are one of the most important assets for achieving organizational goals through enhancing performance outcomes. The study further reveals that since there is a deep correlation between employee engagement and performance, positive employee engagement methods ensure that the employees are properly treated to secure positive performance outcomes. Similarly, Kaliannan and Adjovu (2015) reveal that successful strategic employee engagement initiatives support the organization’s reputation and organizational branding. The employee engagement strategies improve the productivity and commitment of employees and fortify the organization’s competitiveness and its image due to a decrease in employee turnover.
There are different drivers of employee engagement such as autonomy, where employees are trusted with the word they do, capacity defined as the level of comfort the employee has with the work done, coworker relationship is the level of respect and trust employee have for each other, fairness is about how the employee is treated by the manager in the organization, feedback is for employees to understand if they are meeting the expectations. (Emplify, 2019) Other employee engagement drivers are goal support, leader availability, leader integrity, meaning, professional development, purpose, psychological safety, role clarity, relationship with the manager, rest, shared values, utilization. (Emplify, 2019)
Sengupta (2017) states that Tesco employee engagement programme include driving colleague engagement, building pride among colleagues, designing fun and business-focus activities, making colleagues feel inclusive. Moreover, Tesco (2021) supports flexible working by offering flexible working arrangements such as telecommuting, par-time, job shares, lifestyle break, blended working. Also, the workplace become COVID safe by cleaning and disinfecting, offering hand gels, encouraging employees to stay at home when feeling unwell and offering sick pay, offering face masks at work.

Diagnostic tools to measure engagement

Engagement can be measured with different tools such as interviews, questionnaires, surveys etc. West (2016) argues that understanding what the employees want, the managers can respond to their requests and this way the retention and engagement can be increased. Moreover, companies have been using feedback tools, happiness surveys, pulse checks, and culture assessments in order to increase employee engagement. As some people had to work from home and become more isolated during the COVID-19 pandemic resulted in anxiety and loneliness which affects the engagement at the workplace. Additionally, Tesco set different procedures in order to make the workplace COVID safe by offering blended working approach, mental health support which aims to reduce anxiety for remote employees, encouraging the personnel to stay at home if they feel unwell and offering sick pay, social distancing, providing alcohol hand gel stations and disinfecting regularly. (Tesco, 2022) 
In 2011 Tesco presented a survey titled as Listen and Fix which aimed a two-way communication with help of digital technology. The programme did not register much success and Tesco offered in 2012 a new survey called Viewpoint. This innovation had more success as the answers were anonymous, but the employees had to provide the store number and division of the store director thus, the HR team could analyze the answers and provide solutions. (Nelson, 2012) Tesco is familiar with surveys and feedback from employees and the brand is still open on feedback from employees in order to increase engagement.
Employee engagement is deeply rooted with customer satisfaction. The way the employees are behaving and performing their tasks reflects on customer satisfaction. According to Emir et al. (2018), employee engagement leads to positive customer satisfaction, increasing profitability. The profitability is boosted through increased customer retention, increased rate and quality of the products and services, and positive reviews from customers (Emir et al. 2018). Engaged employees are more inclined towards being enthusiastic, friendly, attentive, and empathetic to customers. The engaged employees tend to share their positive feeling with the consumers due to the emotional contagion effect leading to customer satisfaction (Emir et al., 2018). 

Employee value proposition to raise employee engagement

Anania (2020) states that states that poor work/life balance can force employees to quit jobs that do not offer flexibility, too much work can lead to frustrations and burnout while too little work can lead to less pay, and it can have a serious impact on employees and their engagement at work. Furthermore, the lack of opportunities of promotion or higher-pay has a negative influence on engagement, poor communication between the employer and employee, a toxic work environment, lack of recognition and rewards, lack of health insurance, paid maternity and paternity leave would have a harmful impact. In 2021, in the middle of pandemic many workers have quit their jobs stating that their jobs were lacking opportunities, the pay was too low, felt disrespected at work, benefits we’re not good, there was not enough flexibility, according to Parker (2022). 
According to much research Tesco employees responded that work/life balance is very important (77%), followed by personal development (52%) and ongoing performance management and feedback (47%). A survey revealed that trust and integrity (59%) is the most important aspect in the company, followed by flexibility, agility and innovation (43%) thus, employees want to be valued and be a part of something exciting and dynamic. (Salesforce,2018) 
The results of the survey done by Salesforce (2018) revealed that people need to feel as part of the organization, to have their opinion heard and to receive feedback from their managers. The paycheck is not the only drive for employee engagement. Gallup (2017) argues that employee engagement can be raised by offering meaning to the employees’ work and developing relationships between employees and managers, not only giving orders.
To conclude, to raise employee engagement at Tesco employees should have the option to work flexibly, the workplace must be COVID safe by disinfecting and wearing masks, when employees offer feedback their opinions must be taken into account, fair treatment should be applicable on all employees, training and development opportunities should be available.

Conclusion

In conclusion employee engagement is very important in any organization. Engaged employee tend to be enthusiastic and more involved in the tasks they are given and fulfill their responsibilities. Because of the coronavirus pandemic many employees had a hard time with their engagement in the firm most of it because of the social distancing rules and the feeling of isolation which led to anxiety and depression. Companies need to ensure that the feedback from employees is taken into account. If the feedback is not taken seriously the workforce can decrease in their engagement within the firm and feel ignored resulting in less productivity and inevitably quitting their job. As stated before employees feel the need of being valued and listened, having a flexible working schedule with opportunities of working from home, opportunities to higher pay, paid maternal and parental leave, paid sick days and performance feedback from their manager.
Much research reveled that engaged employees are enthusiastic, loyal, goal oriented and success oriented for the company they work with. In this assignment Tesco, the chosen company has been offering flexible working arrangements, remote working arrangements, opportunities of growth within the company, feedback from managers, surveys for the employees to complete, different activities and groups for mental health and many other support groups for their colleagues especially during the coronavirus pandemic. Moreover, Tesco promotes diversity and inclusion employing people from different backgrounds, cultures, genders, ages and giving everyone the opportunity to grow within the company. Tesco also promotes fair treatment and transparency.
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