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[bookmark: _Toc89271468]Executive Summary
Covid-19 has tremendously affected operations in all industries. This has therefore resulted in industries laying off workers and creating a sense of job insecurity. This paper will focus on examining how Cardiff Marriott Hotel can increase job security to its employees by enhancing employee engagement. In order to study the renowned hotel, primary and secondary data will be collected. The primary data will be collected using questionnaires because they can collect information in a wide geographical area, they are less expensive and are easy to analyse. The secondary data will provide information about the importance of employee engagement and its influence on aspects like company productivity and customer satisfaction.












 
[bookmark: _Toc89271469]Introduction and background

Employee engagement significantly determines the success of a company in that it drives performance and outcomes. Maintaining employee engagement is so dire given that 64% of employees in the UK state that being happy, motivated and passionate in their jobs is more critical than pay (Sun and Bunchapattanasakda, 2019). This research proposal will therefore seek to establish the impact of employee engagement on one of the leading hospitality companies; Cardiff Marriott Hotel. The proposal will additionally help to examine how the luxurious hotel can enhance and retain employee engagement particularly after the grievous effects of the Covid-19 pandemic. 

The Cardiff Marriott Hotel provides several amenities which include event spaces, parking, fitness centres, a bar, a restaurant and a pool, to mention but a few. Given that hotels are service industries, Cardiff Marriott has several house staff who work to ensure quality and a seamless customer experience. The considerable number of employees at the hotel makes it an outstanding choice for this proposal because we can collect significant primary data from the staff to draw informed conclusions. Through the proposal, we can ultimately determine the relationship between employee engagement and customer satisfaction or experience.
 
[bookmark: _Toc89271470]Data Collection

In a bid to make accurate and data-driven insights about the effects of employee engagement on Cardiff Marriott Hotel, there is a need to collect primary data. The questionnaire will contain closed-ended and open-ended questions on a form. The questionnaire will be feasible because it allows a researcher to collect huge data without any geographical problems. More so, using questionnaires saves time and money compared to other data collection methods like interviews and surveys. Questionnaires can be filled at any time and there are numerous free softwares to conduct analysis. The questions will be kept brief and they will solely target the concept of employee engagement and how satisfied the employees are while working at the Marriott Company. In addition, for the staff members to participate in the data collection process, they need to be assured that the General Data Protection Regulation (GDPR) is adhered to at all times (Rowley, 2014). Complying with GDPR will require the questionnaire to refrain from asking any personal or identification questions to keep the respondent anonymous. 

[bookmark: _Toc89271471]Methodology and discussion

[bookmark: _Toc89271472]Employee engagement

Employee engagement refers to the long-term emotional and mental commitment and connection that employees have towards their work, the firm’s goals, staff teams and the entire organization in general (Bridger, 2014). Highly engaged employees can often be referred to as company brand advocates as they always speak positively about the firm (Truss et al., 2013). Moreover, such employees portray a deep concern for the company and they take it upon themselves to put more effort and encourage other staff members to do the same. It is salient to note that employee engagement is not synonymous with employee satisfaction (Macey et al., 2011). Employee satisfaction is only measured at surface level and more often than not, satisfied employees will barely go above and beyond for the company. Satisfaction, therefore, sets the bar too low. 

[bookmark: _Toc89271473]Procedure to gather the primary data

As previously highlighted, questionnaires will be used to collect data from the Marriott hotel. For the staff members to ultimately fill out the forms, there needs to be a procedure to it. First, it is vital to seek permission from the company’s management so that it does not become an intrusive process. Once permission is granted, the human resources department will be responsible for making a formal announcement during one of the regular staff meetings. A link to the questionnaire will be sent to each employee for easy access. A specific deadline will also be designated to prompt the employees to answer the question as soon as possible. Since the questionnaire is not lengthy and is online-based, it will prevent any routine changes within the facility. The questionnaires will then be submitted and analysed to determine the level of employee engagement at the Cardiff Marriott hotel. 

[bookmark: _Toc89271474]Impact of employee engagement

The questionnaires will be very instrumental in determining how important employee engagement is to the hotel. Some of the impacts that can be determined include:

[bookmark: _Toc89271475]Increased productivity

Engaged employees are more likely to expend discretionary efforts in their roles because they are fully invested in the company’s goals and success (Chandani et al., 2016). Their primary driving force is that they love what they do and are more than willing to put in the work. These efforts translate to an increase in company performance and productivity. Studies show that overall productivity in a firm increases by 20-25% when the employees are fully engaged (Burnett, & Lisk, 2019). 

[bookmark: _Toc89271476]Customer satisfaction heightens

The quality of customer service that is provided by employees considerably determines how well the company will retain customers, receive customer referrals and make upsells (Gruman and Saks, 2011). When employees are engaged, they are more inclined to serve clients with the utmost professionalism, care and promptly. 72% of company executives affirm that firms with engaged staff members have satisfied clients (Eldor and Vigoda-Gadot, 2017). This statistic could not be more accurate. Outstanding customer service in time leads to increased company profits. This is because when clients like the customer service that a company provides, they become loyal to the firm which increases sales and profitability.


   
[bookmark: _Toc89271477]Increased profit margin

Organisations are highly profit-driven which then implies that making profits is one of their most fundamental goals. We have already ascertained that employee engagement leads to increased productivity and customer experience. This automatically shows that the firm will eventually record a surge in sales and profits. Statistical studies back this claim by stating that firms with engaged employees have a higher profit margin of 6% (Mann and Harter, 2016). Moreover, engaged staff enable a company to have shareholder returns that are five times higher over five years. As profits increase, companies should ensure that they invest the money back in increasing employee engagement. 

[bookmark: _Toc89271478]Employee retention 

There is a direct relationship between employee engagement and staff retention rates. Engaged employees have a connection to their job and are committed to achieving the firm’s goals and objectives. As a result, these employees often stay at their current jobs which further reduce the turnover rates (Albrech, 2011). A low turnover rate consequently helps the company to reduce costs in recruitment and training processes. The hospitality industry is notoriously known to have high turnover rates (Park & Min, 2020). Therefore, the Cardiff Marriott hotel needs to ensure that employee engagement is one of its top priorities.

[bookmark: _Toc89271479]Factors that influence employee engagement

Employee engagement continues to be the prime subject in numerous research studies. In all these studies, it is evident that employee engagement is cultivated by the company. The organisation is tasked with getting the employees interested in working for the firm for long-term benefits. Several factors determine how engaged staff members will be. The Marriott hotel must utilise these factors to strengthen the staff engagement levels to remain more competitive in the hospitality industry. 
[bookmark: _Toc89271480]Availability of career development opportunities

A company’s ability to avail career development opportunities for its employees tremendously determines their level of engagement. When employers invest time and money in their employees’ career development, the staff members can recognise that the firm is interested in the progression of their profession (Anitha, 2014). Therefore, the workers become more committed to the organisation and they are less likely to look for greener pastures in other firms. Career development opportunities that can be initiated particularly in the hospitality industry include offering career counselling, upgrading on-the-job training, and establishing apprenticeship and mentorship opportunities.

[bookmark: _Toc89271481]Organisational culture

Company culture influences employee engagement in diverse ways. For one, a culture that is welcoming, energetic and positive is more likely to increase engagement as the employees will feel more content. More so, if an organisation maintains a culture of recognising and rewarding exceptional performance, the staff members become more engaged because the incentives will significantly stimulate commitment and productivity (Handa and Gulati, 2014). For Cardiff Marriott hotel to increase engagement through its company culture, it needs to undertake an organisational culture analysis that will help determine what needs to be changed or maintained.
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Employee recognition can by far be considered the most vital factor in influencing the engagement of the workforce (Saks and Gruman, 2014). Employee recognition is defined as the ability of a company to accredit its staff for the work they do. A company cannot exist without its workforce and it is therefore vital for a company to constantly express it. Recognition is primarily used to reinforce certain practices, behaviour and performance levels within the firm. Moreover, employee engagement should be made a social activity so that everyone can get involved. Some of the ways a company can acknowledge its workforce is through hosting employee appreciation events and giving monetary bonuses or gifts (Kumar and Pansari 2015). Additional ways include giving holiday trips and establishing an employee recognition wall that congratulates the outstanding and self-driven employees. 

[bookmark: _Toc89271483]Leadership and management

Employees interact with their supervisors and managers regularly. This further insinuates that the employees experience the organisation’s workplace through these leaders. It is therefore critical for the company managers to portray leadership skills that will influence the staff to remain dedicated to their work. The leaders should be motivated by the desire to advance employees and help them reach their full potential. In addition, the leaders should be knowledgeable in the company aspects for them to make educated decisions and oversee employee roles (Xu and Thomas, 2011).  The managers should be transformational and should always seek insights, opinions or feedback from the workers. This will enable the employees to feel acknowledged and appreciated which consequently boosts engagement. 

[bookmark: _Toc89271484]Evaluation and conclusion

In this proposal, primary and secondary research methods have been utilised to achieve the desired outcome. In the primary research method, the use of questionnaires was suitable to collect data from the Cardiff Marriot hotel. This is because questionnaires provide diverse advantages like scalability, practicality, they are economical, comparable, results are quickly received, and they are easy to analyse (Cohen, Manion and Morrison, 2017). Questionnaires are practical because one can choose the questions and format them as one pleases. This advantage is dire as it has helped to tailor the proposal’s questions in a way that determines engagement levels at the Marriott hotel. 
 Questionnaires are scalable because they enable one to collect a huge amount of information from a large audience with no geographical hurdles. At the comfort of your office, one can receive all the questionnaire submissions for analysis. Moreover, with the use of in-built online tools, insights from the research method can be derived in under 24 hours. Nevertheless, while questionnaires are appropriate for assessing employee engagement, they have their fair share of disadvantages. These include employees can give dishonest answers, there could be unanswered questions, and individuals can interpret the questions differently (Dewaele, 2018. However, to minimize dishonesty, the questionnaire is structured in a way that does not require the Marriott employees to reveal their identities. 

Secondary research methods have been used to define the possible impacts of employee engagement to a company and how engagement can be facilitated. Cardiff Marriott hotel can benefit from this information to improve staff engagement. Secondary research is advantageous because it provides a wide range of information that is easily accessible online (Johnston, 2017). This further makes research less time-consuming and tedious. Moreover, secondary data helps backup data that has been obtained from the primary research methods. For instance, if results from the questionnaire show that numerous employees are not engaged, then the Marriott hotel can make use of the different ways to improve engagement. The most significant downside of secondary research is that the information retrieved may be unreliable and inaccurate (Ploug and Holm, 2015). It is therefore important to verify the source of data.
Employee engagement remains to be a vital aspect in determining how competitive a firm will be. The researcher should be aware of the disadvantages of both the primary and secondary methods of research. This will work to ensure that errors are minimized and the most accurate insights are arrived at. Moreover, the researcher should be aware of how the Cardiff Marriott hotel is performing compared to other hotels within the region it is located. Such information will be useful in comparing the employee engagement outcome to the firm’s profitability, customer ranking and productivity. 
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[bookmark: _Toc89271486]Sample Questionnaire

Closed-ended questions
1. Self-Efficacy
a). Is there adequate support for my skill development at the hotel?
· Yes
· Somewhat
· No
· I don’t know
b). Do you have all the tools required to be consistent at your job?
· Yes
· Somewhat
· No
· I don’t know
c). Do you get excited about the majority of your projects or work?
· Yes
· Somewhat
· No
· I don’t know

2. Engagement
a). Are you proud to be an employee at the hotel?
· Yes
· Somewhat
· No
· I don’t know



b). Would you recommend a family member or friend to the firm?
· Yes
· No
· I don’t Know
c). Do you have any form of job security at the firm?
· Yes 
· No
· Somewhat

Open-ended questions
1. Do you feel recognised for your diligence at the firm? Why or why not?
2. Do the managers listen to employee opinions? Why or why not?
3. Have you ever worked overtime hours? Were you forced to do it?
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