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[bookmark: _Toc107868954]Purpose of the Study
The study will aim to evaluate how employee engagement may affect customer retention in the UK Hotel industry.
In the process of attaining the core aim that this study has focused on, the following objectives will need to be attained as well-
· To identify the significance of employee engagement for Four Seasons Hotel London
· To assess the benefit of customer retention for Four Seasons Hotel London
· To evaluate the impact that employee engagement has on customer retention of Four Seasons Hotel London
· To recommend ways to improve employee engagement for better customer retention of Four Seasons Hotel London
[bookmark: _Toc107868955]Background of the Project
Employee engagement is the result that can be seen as a result of employees voluntarily participating in and dedicating themselves to the growth and best interests of the companies for which they work. The term "employee engagement" refers to the outcome that can be seen as a result of this process (Jindal et al., 2017). It is impossible to exaggerate the significance of employee engagement because it not only increases the rate of employee retention but also their overall productivity in the workplace (Osborne and Hammoud, 2017). However, businesses frequently fail to properly implement employee engagement, which results in negative outcomes even though a significant amount of resources are invested (Kumar and Pansari, 2015). This is the case even though many businesses engage in employee engagement (Anitha, 2014). Despite this, the significant investment pays off in the form of improved results for the organization, which manifests itself as increased levels of satisfaction among the workforce. Now, Four Seasons Hotel London is one of the world’s largest hotel and hospitality organizations that is focusing on finding newer ways to get the best out of their employees. The organization has been putting extra effort so that its employee engagement program can become successful. Four Seasons Hotel are always concerned about customer satisfaction and retention. Now, the way they can achieve this customer satisfaction is through a strategic approach which may include employee engagement. This study aims to evaluate these two elements to understand the overall scenario in this regard. 
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[bookmark: _Toc107868957]Employee Engagement
The level of participation of workers is one of the most important aspects that have been debated over the past few years. According to research conducted by Handa and Gulati (2014), the term "employee engagement" refers to the outcome that can be seen as a result of employees voluntarily participating in and dedicating themselves to the growth and best interests of the companies for which they work. According to the research conducted by Chandani et al. (2016), employee engagement is the process through which employees can feel more comfortable in their work environment and work more diligently for the benefit of the company. Further, Sun and Bunchapattanasakda (2019) argued that employee engagement can be defined as the process in which the HR department focuses on making the employees become a part of the organization in such a way that they become emotionally heavily attached to the organization as a whole. Because of this, eventually, it causes the employees to have a stronger connection with the company, which leads to them working harder for the organization as a whole to achieve better results.
[bookmark: _Toc107868958]Measurement of Employee Engagement
Depending on the points of view that are taken into consideration, there are a few distinct ways that employee engagement can be evaluated. According to the findings of a study done by Choy (2014), measuring employee engagement can be done in both a quantitative and a qualitative manner. However, both research approaches require primary data because they are more focused on descriptive measures. However, Kumar (2018) stated that quantitative methods for evaluating employee engagement can be a more accurate way to evaluate employee engagement because it provides a much more direct knowledge about the whereabouts of the employee engagement. 
[bookmark: _Toc107868959]Survey Questionnaire
Anderson (2015) evaluated that a survey questionnaire for the employees is a direct method of collecting data from the employees to evaluate whether they are engaged in the workplace. This method is much more specific and can provide a better detailed understanding of whether employees are becoming part of the organization. Walter and Andersen (2016) however argued that employees become aware that they are being part of an examination through a survey which can result in a biased opinion. Pandey and Pandey (2021) however argued that a survey questionnaire is the most commonly used approach that can assess employee engagement through different areas of questions. For that reason, a survey questionnaire to the employees can be an effective way to get results on employee engagement. 
[bookmark: _Toc107868960]Observation Method
The observation method is another form of research method where data from the observed phenomena can be recorded and evaluated. In the study by Anderson (2015), it was discussed that the observation method can be a very effective method where the respondent’s attitude and behaviour can be recorded to understand their position in terms of engagement with the organization. Kumar (2018) however, argued that observation is a critical method where the respondents’ actions are needed to be evaluated and recorded. Now, Pandey and Pandey (2021) further argued that observation method implementation may be difficult but it shows a much clear picture. However, Choy (2014) earlier argued that observation often fails to understand the employees’ perspective and the external variables often become dormant in this method. Thus, the observation method for data collection, in this case, will be a somewhat complex element and for that reason, it will not be done. 
[bookmark: _Toc107868961]Importance of Employee Engagement
According to research conducted by Dalal et al. (2012), the importance of employee engagement cannot be overstated because it not only improves the rate of employee retention but also their overall productivity in the workplace. In addition, they asserted that engaging employees is a challenging task, but one that can help an organization move closer to achieving its glory more fruitfully. However, Anitha (2014) argued that the role of employee engagement has emerged to be one of the most important for business organizations, even though engaging them requires a significant amount of financial investment. However, they added that a lack of employee engagement can increase the turnover rate because it makes the workplace less appealing. Further, Sun, Gupta, and Sharma (2016) argued that businesses frequently fail to properly implement employee engagement, which results in negative outcomes even though a significant amount of resources are invested. Nevertheless, the substantial investment pays off in the form of improved results for the organization, which manifests itself in the form of increased levels of employee satisfaction. 
[bookmark: _Toc107868962]Customer Retention
Retaining current or previous customers is the goal of the process known as "customer retention," which involves using a variety of strategies to accomplish this goal. According to the findings of the research that was conducted by Singh and Khan (2012), it was found that the retention of customers is an important priority that needs to be identified by any organization. They also added that the goal set by 99 per cent of the organizations was to ensure that they had a high customer retention rate and that this goal has not changed. Nevertheless, Magatef and Tomalieh (2015) argued that customer loyalty programs are often at the heart of customer retention, but that the overall customer retention process often depends on the overall quality of the products or service rather than on the external elements. Neslin et al. (2018), on the other hand, argued that retaining customers can be accomplished through the cultivation of appropriate relationships among the staff members. Therefore, their contribution can be regarded as a fundamental component that contributes to the retention of existing customers. 
[bookmark: _Toc107868963]Employee Engagement and its Role in Customer Retention
Engaging one's workforce can be a strategic move for any company that wants to get the most out of its customers. According to the findings of the research carried out by Patro (2013), retaining existing customers can be an important factor in achieving greater levels of success. Nonetheless, Eldor and Vigoda-Gadot (2017) added that achieving this level of success will continue to be challenging so long as the workforce is resistant to change. On the other hand, Saxena and Singh (2015) argued that employees of a brand can be at the centre of retaining overall customers of the brand. Because of this, customers demand employees who are extremely engaged so that they can receive better service. In addition, Jindal et al. (2017) expressed their disagreement with the notion that customer satisfaction can be achieved through the strategic involvement of the workforce. If employees begin to go above and beyond in their work, the situation has the potential to yield significantly improved results, which will ultimately lead to an increase in employee retention. 


[bookmark: _Toc107868964]Evaluation and Conclusion 
In the study, both the methods that can be used to evaluate the level of employee engagement as well as the most effective ways that this research can be carried out were analyzed and evaluated. The analysis has put a strong emphasis on finding data-driven solutions that have the potential to be helpful for the business organization known as "Four Seasons Hotel London." It is common knowledge that the company is driven by a strong desire to provide superior and more reassuring service to its clientele. The organization can effectively understand what is required of them in terms of maintaining the retention of their most important customers—because of this, measuring the level of employee engagement can be an ideal tool in situations where employees are intent on serving the organization in the best possible way. In the course of this conversation, it has come to light that the use of a survey questionnaire approach may be taken into consideration to be the most effective way to get an employee engagement assessment. An employee survey questionnaire that determines identifies the core criteria that define employee engagement can be prepared with the help of this strategy and can be distributed to employees. Suppose a manager pays attention to this approach. In that case, that manager might eventually be able to get a better understanding of the employee engagement at the Four Seasons Hotel, which can then be evaluated and compared to the customer retention rate.
Now, one of the core tasks for businesses is to ensure that they are having much higher customer retention to ensure sustainability. Here, the process is known as "customer retention" has as its end goal the continued patronage of existing as well as formerly visited businesses. To achieve this end goal, several different tactics are utilized. Among these tactics, the focus on employee engagement can be considered a core way. As more employees are observed to be engaged, the better the organizational outcome becomes. This study has focused on finding the relationship between these two variables to understand the scenario that it is going through.
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