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Executive Summary

As Riviera Hotel is suffering of staff shortage, an employee engagement questionnaire can help to find out where the issues lay. Questionnaires are cheaper and time saving compared to other methods of measuring engagement.
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Introduction
Riviera Hotel in Torquay offers accommodations of 145 well-appointed, an-suite guestrooms (Riviera Hotel, 2022). The hotel is just a short walk away from the beaches with dazzling blue water and all else the English Riviera and surrounding areas have to offer (Tripadvisor, 2022). Although employees enjoy working at Riviera Hotel (Indeed, 2022), and jobs are better paid than at other companies in the area (Indeed, 2022), the Hotel still deals with staff shortage. Addressing staff shortage is more important now than before, as the hospitality industry has suffered the great resignation and business closer during the pandemic (Career Group Companies, 2022). Brexit and legal reforms also resulted in the loss of many workers (Stint, 2021). All these events have changed employees’ trends and expectations, meaning that employers must find out what employees need and want to motivate them, keep them engaged and retain them. This can either be higher wages, flexible hours for workers with family, tools to support and make their jobs easier or a better work environment (BMAGroup, 2022). Before Riviera Hotel makes any changes, it needs to find out how engaged the workers are, and what they expect from the company, what motivates them to be more involved in the hotel’s goals and mission (Shrotryia and Dhanda, 2020), and what will make them stay with Riviera Hotel. The best way to find this out is through a questionnaire and a follow up action planned carried out by great managers.

Main findings
Gallup's 12 question questionnaire has been shown to be the most effective method of measuring employee engagement (Harter, 2020). The twelve questions are based on the twelve needs an employee has that manager must meet. Each of the 12 employee engagement questions falls into one of the four stages of the employee development requirements pyramid. The stages do not correspond to phases. Managers must guarantee that employees' demands on stage one is addressed first, then continue to meet their needs on the second, third, and fourth stages. The subsequent tiers will not follow unless basic necessities are met (Workplace, 2022). Measuring workers involvement is essential because a high level of engagement will contribute to higher retention (Bhatnagar, et al., 2007). 
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Formats of questions 
Before creating a questionnaire, one must first establish its purpose and then write specific questions based on that (Ekinci, 2015). It is better to plan the questionnaire by first determining what data needs to be collected and then crafting the questions. Writing poorly phrased questions may be misleading and the answers obtained may be worse than meaningless (Brace, 2008). Making certain that each question offers value and generates questionnaire responses that are directly related to the company objectives. The questions must be undertaken in a logical sequence and in a fair amount of time (Survey Monkey, 2022). To make it easy for respondents to react, questions should be straightforward and clear, without doubling them as that can lead to misunderstandings and inaccuracy in responses. Participants in the questionnaire can be asked to react on a five-point Likert scale ranging from 1 strongly agree to 5 strongly disagree. Response scales provide valuable data by capturing the direction and strength of attitudes. In comparison, categorical or binary response options, such as true/false or yes/no, offer less meaningful data (Pew Research Center, 2022).

Questionnaires vs other methods
A questionnaire is the process of gathering, analysing, and interpreting data from many people (Smart Survey, 2022). In the case of the Riviera Hotel, the questionnaire aims to provide insights into engagement and areas where it falls short. Questionnaires are a faster, more efficient, and less expensive way of acquiring information than interviews, which are more expensive and time consuming. Interviews, on the other hand, can be more informative than questionnaires since they enable researchers to obtain nonverbal data (Green, 2017). When compared to other ways, such as face-to-face and over-the-phone interviewing, the ability to provide anonymity with a questionnaire is a considerable advantage, especially when the questions reach participants on sensitive subjects (Pearlin, 1961). When participants are given anonymity, it instantly relaxes them and enables them to give an honest answer, which is ideal for obtaining a more precise and truthful image of the subject of inquiry, in this case employee engagement. To ensure the questionnaire is anonymous it should not include any questions that request the employee to provide personal information (Smart Survey, 2022). Anonymity not only relaxes the employees when taking part in the questionnaire, but it also protects the business by handling personal data under the new regulations. Sometimes the questionnaire may seem anonymous however it is not if the participant can be identified from any of the answers. Riviera Hotel can ensure that GDPR is being followed, by notifying employees about how their data will be used and the purpose of the questionnaire. GDPR requires businesses to acquire as little data as possible (Netigate, 2021). 

Listening to employees
Giving employees a greater say is an important component of employee engagement initiatives. Employee voice, in its most basic form, is the simplicity with which employees can share their thoughts to their employer, the amount of influence they have in effecting change, and the extent to which they believe they are listened to by Riviera Hotel. It refers to those who believe they are part of the solution, rather than the problem, and that they can speak openly about issues that concern them. It offers employees the impression that they are being heard and that their opinions are being considered in the decision-making process (Smart Survey, 2022). Staff who feel genuinely listened to and part of the group are more prone to stay with the company. Therefore, it is important to act upon the results of the questionnaire, so that employees feel that their voices are heard and not just listened to. If Riviera Hotel is willing to grow individuals based on their feedback, adjust work processes, enhance business culture, listen to suggestions, and strengthen the employee experience, employees will be more likely to stay with the company in the long run. Employee engagement and employee voice go side by side (Smart Survey, 2022). Employee engagement questionnaires can provide a frequent channel for employees to provide input to HR or managers. It assesses employee engagement and delves into the details of the issues. Based on the data, the hotel can develop strategies and launch activities. Conducting these on a regular basis provides the Hotel with more touchpoints as well as the opportunity to assess the outcomes and monitor how they improve over time (Jorgensen, 2020).

Further actions
Thanking employees for answering the questionnaire and communicating the overall results can be done at a high level at first, focusing on the most positive and unfavourable areas and high-level next moves. Then, determining which engagement-related initiatives will have the greatest impact on both employees and the hotel. Informing employees that the manager is dedicated to making changes and explaining how they fit into overarching strategy and talent priorities. Then, creating a timeline and communication system that keeps employees informed of developments and making it clear how workers will be actively involved in the future (People Insight, 2022). The management should then prioritise the key few tasks that have the highest likelihood of improvement in this unique situation. Assuring that the emphasis is on areas that are directly related to the hotel's strategic aims. The management should next designate employees for each assignment, establish a delivery timeframe, and select dates for crucial follow-up meetings. Action planning for employee engagement is critical. Employees trust the system and believe that their manager appreciate them. When managers take engagement questionnaire results seriously and include workers in problem solving and follow through on action plans co-created in teamwork groups, employee engagement improves 12 times more than when managers do not (Insync, 2022).

The connection between employee engagement and retention 
The relationship between employee engagement and employee turnover suggests that higher levels of employee engagement result in lower levels of employee turnover. This is essential because it allows the HR at Riviera Hotel to establish a clear and defined target for action to reduce staff turnover and hence realise significant savings for the organisation (Smith and Macko, 2014). According to Lockwood (2006), staff who are most devoted perform 20 percent better and are 87 percent less likely to leave. Higher staff productivity and customer engagement levels, as well as revenue growth and higher operational and profit margins, are all essential organisational benefits related with increased levels of employee engagement (Christensen Hughes, et al. 2008). Recruitment and retention have long been acknowledged as major difficulties in the hotel business. To change this, managers must have good skills in different subjects such as communication, the ability to deal with changes effectively, people management and mentoring, and of course patience and the ability to motivate. According to research, managers account for 70 percent of the difference in employee engagement. Management is thought to be a predictor of employee engagement because of the amount of influence a manager has on how people view their work. Furthermore, it has been stated that the quality of an employee's relationship with his or her management is what affects the total level of employee engagement (Book, et al. 2019). In other words, Riviera Hotel must have people with great skills in the management role, who then will know what actions to take in the wake of the questionnaire results. Managers with strong interpersonal skills can keep employees interested and motivated to stay with the organisation.

Conclusion
To retain staff at Riviera Hotel, the HR manager must address employee engagement to find out the new trends that employees need or are looking for and the specific areas where engagement lacks. Measuring engagement through a questionnaire will save time and money and can be useful long term because data can be compared with new data from future engagement measures, therefore the hotel can constantly improve and keep track of how engaged the employees are. The HR manager must take great care when creating the questionnaire, meaning the wording of the questions must be clear and easy to understand and each question must ask one thing at a time. Failure of this can lead to employees being confused and the results of the questionnaire being compromised. The Hotel manager must ensure that the new regulations of GDPR are being followed and that staff members are assured that the questionnaire is anonymous. This is beneficial because employees will give more truthful answers. Following the completion of the questionnaire, a superb employee engagement action plan will help the hotel to make genuine change. Employees do not get disinterested in questionnaires; rather, they feel disillusioned by insufficient progress. Employee engagement, retention, and management performance all link with each other. Meaning that managers with good skills can keep employees engaged who then want to remain with the company. 
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