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Introduction 
[bookmark: _Toc106209766]1.1 Background of the Research
The notion of employee engagement is among the most discussed and widely utilised in human resources in the 21st century. Engagement is assumed to have an impact on a variety of human and company outcomes, including work participation, quitting intentions, and corporate citizenship activities. Worker productivity, loyalty, and teamwork are all enhanced by a strong sense of belonging in the workplace. Staff engagement has a direct impact on a company's profitability, sales, customer satisfaction, employee turnover, and other critical metrics (BYRNE, Z., 2022).
More than two-thirds of CEOs sense that highly motivated workforces are essential to their businesses' inclusive performance, according to a new research study. The internet is full of advice on how to boost employee engagement, some of which is legitimate and some of which aren’t. Successful businesses know that satisfied customers are more likely to become repeat customers, which means more money in the bank. Customer advocacy and word-of-mouth marketing are the finest forms of marketing money can buy, and nothing beats them when it comes to promoting your business (Crawford, A. and Hubbard, S., 2008).
Hilton Worldwide Holdings Inc., formerly Hilton Hotels Corp., manages and franchises the hotels and resorts it owns and operates. After Conrad Hilton founded the firm in 1919, Christopher J. Nassetta became its CEO in May of that year.  Tysons Corner, Virginia, is where Hilton is headquartered. The company owns Six thousand two hundred and fifteen properties (including timeshares) in 118 countries and territories.  Prior to its first public offering (IPO) in December 2013, Forbes ranked Hilton as the 36th largest publicly listed firm in the world (Hilton Worldwide, 2022).
In this research, the importance of employee engagement for different branches of the Hilton Hotel, UK will be stressed. The companies relationship with employee retention and how the employee engagement is helping Hilton Group to enrich the customer experience in the tourism and hospitality industry will be analysed. 
Additionally, research will be done to find out the relationship among employee engagement, employee retention and customer experience. To measure the employee engagement of the Hilton Hotels, UK, primary data will be collected through an interview method, where the employees of Hilton Group will be asked questions. Secondary data will be collected from the previously published research, articles, newsletters, and company websites. 

[bookmark: _Toc106209767]1.2 Aim of the Research
The aim of the research is to find out the impact of employee engagement on the employee retention and customer satisfaction in different branches of Hilton Hotel, UK.

[bookmark: _Toc106209768]1.3 Objectives of the Research
The objective of this research is given below:
· To find out the importance of employee engagement for different branches of Hilton Hotel, UK
· To analysis the customer experiences of different branches of Hilton Hotel, UK
· To examine the impact of employee engagement on employee retention different branches of Hilton Hotel, UK
· To examine the impact of employee engagement on customer experiences different branches of Hilton Hotel, UK
· To recommend some strategies for increasing the employee engagement which will help the Hilton group to enrich the customer experience


[bookmark: _Toc106209769]2.0 Literature Review 
[bookmark: _Toc106209770]2.1 Employee Engagement 
An engaged employee is one that can offer their best every day, is committed to the company's goals and values, is motivated to help the company succeed, and has an elevated sense of personal well-being.
Based on trust, honesty, and two-way commitment to the business, employee engagement may be achieved. It is a strategy that raises the likelihood of a company's success, as well as the performance, productivity, and well-being of both the organisation and the person. It's measurable. It might range from dreadful to fantastic. It has the potential to grow and flourish, or it has the potential to be squandered and discarded. For an employee to be engaged in their work, they must understand their function in the business and how it relates to the firm's overall mission and goals (George, C., Omuudu, O. and Francis, K., 2020). 
[image: employee engagement definition]
Figure: Employee Engagement (BYRNE, Z., 2022).
Employee engagement is all about giving employees a say in how a company achieves its goals and allowing them to share their opinions and ideas in a way that is taken into consideration when decisions are being made. As a result of these factors, employees become more motivated and committed to their work because they feel appreciated and valued as a part of the team. They are also more likely to feel trusted and empowered in their work because of this.
In engaged firms, mutual respect and trust are clear, as are two-way agreements and duties between the employer and the employee that are fully understood and respected. A technique that relies on exploiting employees' engagement and emotions to extract discretionary effort will fail to engage employees. Employees might easily become skeptical and disillusioned when they see through such tactics (J., A., 2014).

[bookmark: _Toc106209771]2.2 Customer Experience 
Direct or indirect interactions with a business result in a customer's internal and subjective response, which is called the "customer experience." Buying, using, and maintaining a product or service typically requires direct communication with customers. Many people are exposed to a company's products and services through word-of-mouth recommendations as well as the media's coverage of them. The most prevalent method of communication is through a third party (Min, H., Kim, H. and Agrusa, J., 2021).
A good experience isn't based on the number of features available. For a brand to be successful, it must include its core value proposition into every aspect of its product. It is all about the interaction between a firm and its clients. Whether it's a one-minute conversation or a long-term relationship, it's all included. Relationships between customers and businesses are built (or damaged) via every interaction, no matter how trivial it may seem at first. In the end, it’s what consumers think about all their individual experiences that really counts. Customer satisfaction is a top priority. According to the Trends Report, it's only become more crucial for both customers and organisations. Increasing customer satisfaction is the top objective for 56% of companies polled in the upcoming year. 
When customers are loyal to a firm, they'll go out of their way to buy from them. Therefore, customer retention, lifetime value, and brand loyalty are so important. Today's businesses face a fierce competition for customers, and those that fail to grasp the importance of providing a smooth and successful customer experience risk losing out to their competitors.
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Creating an emotional bond between your employees and company is the goal of employee engagement. Once this goal is met, employees will be more motivated and effective in their jobs. Simply expressed, the capacity of a company to keep its staff is referred to as "employee retention". Forbes magazine asserts that motivated employees stick with one company longer than disengaged ones. As a result, the company's objectives are met, and progress is made (S, N. and Thomas, P., 2018).
Keeping employees engaged lowers the overall cost of employee turnover and allows them to stick around for longer. As a result, they are more effective brand ambassadors since they have a better connection to the organisation's vision and purpose. They assist their organisation grow sales and profits by strengthening their customer connections. If a company already has a high turnover rate, it's imperative that the company addresses the issue of retention. Retaining employees may be improved through increasing employee engagement, which can also lead to increased productivity and employee happiness (Mone, E., 2018).

[bookmark: _Toc106209773]2.4 Importance of Employee Engagement 
The nature of the research on tourism-related work engagement isn't all that different from other fields. According to Shuck (2011), a wide range of theoretical as well as methodological methods are available to study how people interact in their jobs in the tourist and hospitality industries. There is general agreement, notwithstanding the wide range of ways to employee engagement, that employee involvement has a direct or indirect impact on a company's results and performance.
In many businesses, but especially in the tourism & hospitality sector, employee engagement is a noticeable important factor. Because the hotel business revolves around providing excellent service to guests, staff serve as single spokespersons for the brand. If you make one mistake, it might be the difference between pleased and angry customers. To maintain staff that are well-versed in giving the finest customer service possible, it is important to keep them involved in their work environment.
Employees are critical to the success of any service-based organisation. It takes time and effort for a new employee to reach this level of skill. Even the best wait staff may increase income by encouraging clients to try new things on the menu (the "classic upsell"), while a great desk person can be more helpful to customers and encourage them to return, thereby increasing revenue and encouraging repeat business (Schwartz, G., 2010).
People in customer service positions have a lot of influence on how a company is perceived, and those that do it well may set themselves apart from the competition. Your company's public image depends on the happiness of your employees. Bob Kelleher explains why the primary focus of a business should not be on its customers, but rather on its workers. Workers will go above and beyond for the company's aims if the employer is sincere about maximising their potential.
Employees who have a feeling of belonging and purpose at work are more likely to succeed. Those who work here are more motivated than others, and hence share a shared aim with the company's mission. According to Gallup (2020), a company's overall productivity and efficiency might increase when its personnel are engaged. Companies with a high level of employee engagement saw a 21% increase in productivity compared to those with a low level of engagement (Sulistyawati, U. and Sufriadi, D., 2020).
As a result, their production level rises a notch when they are pleased and can be counted on to go above and beyond the call of duty. In addition, they are more likely to provide results of greater quality. Businesses invest in employee engagement techniques to keep their workers and raise the quality of their products or services, all the while strengthening their brand and reputation.
A company's most valuable assets are its most dedicated workers, who consistently go above and beyond their job duties. Reactiveness and a willingness to take the lead are key attributes that set them apart from their peers and even their clients. The hotel business is looking for workers that share these values. As we all know, individuals from all walks of life rely on the business to give memorable experiences and services that are worth their money.

[bookmark: _Toc106209774]2.5 Outcomes of Employee Engagement
Employees who are more engaged are more likely to be more productive, lucrative, safe, healthy, and less inclined to leave their jobs or be absent, all of which are desirable outcomes for most businesses (Lee, Y., Kim, S. and Kim, S., 2013). There was a link between employee engagement and customer satisfaction, profitability, productivity, turnover (for high- and low-turnover businesses), safety issues (theft), absenteeism, and patient safety events (mortality and falls) (defects). employees who scored in the top half of employee engagement nearly doubled their odds of success over those in the bottom half, according to the performance difference between engaged and actively disillusioned work units Even though engaged employees are more productive, profitable, safe, healthier, and less likely to leave their company, just 30 percent of the world's workforce is estimated to be involved. Passionately engaged employees think their job is making a difference in the world at the greatest degree of engagement.


[bookmark: _Toc106209775]3.0 Evaluation and Conclusion
In this research, to collect primary and secondary data and create a valid research report, the researcher will follow qualitative research to find out the relationship among employee engagement, employee retention and customer experience. To measure the employee engagement of the Hilton Hotels, UK, the researcher will gather primary data through an interview method, where the employees of Hilton Group will be asked questions. The researcher will collect secondary data from the previously published research, articles, newsletters, and company websites.
As Hilton hotel is a big group of companies, doing a quantitative research or survey method will be a tough and time-consuming job for the researcher. Interviewing employees regarding employee engagement with a semi structured questionnaire will be helpful for the researcher in case of collecting primary data through the interview method. 
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