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Abstract
The hotel industry in the UK is one of the prime reasons that attract tourists from all over the globe. This industry is highly reliant on service quality to retain and attract customers. The quality of service depends on the level of engagement the employees have in the organisation. This being the case, the following research proposal has outlined the objectives, aims and reason behind conducting the research on this industry, specifically focusing on Premier Inn hotels. With a brief review of the literature, the proposal has tried to explain the objectives. Along with this the primary method of research has been chosen for gathering data and gaining a comprehensive understanding of the topic. 
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[bookmark: _Toc143101385]Chapter 1: Introduction 
A significant component of the UK tourism sector is the hotel industry. It consists of a variety of accommodation options for tourists from all over the world. The popularity of the businesses in this industry highly depends on the quality of services that are being provided to the guests. Keeping the employees engaged has a profound impact on guest satisfaction as well as the overall success of the business. This proposal will highlight the information and procedures that will be used to conduct further research on this sector. With Premier Inn as the focus, the proposal will outline the aims, objectives and questions. A brief review of previous literature and the methods selected for the study will also be discussed. 
[bookmark: _Toc143101386]1.1 Significance of the topic 
For the success of the business and to provide a satisfactory experience to the guests employee engagement in the hotel industry is pivotal. Employees that are engaged are motivated, and committed and deliver exceptional service to the customers (Lacalle, 2023). They help to create a pleasant work atmosphere, reduce employee turnover, and boost morale. As the hotel industry is driven by customer satisfaction, understanding as well as fostering employee engagement leads to improved service quality and guest loyalty. This study could provide information on how to improve employee engagement tactics, raising service standards and the reputation of the entire industry in the UK (Witt, 2023). 
[bookmark: _Toc143101387]1.2 Purpose of the study 
The main purpose of conducting this research is to provide an in-depth analysis of the connections between employee engagement and service quality in the hotel industry. The specific context of one of the most prominent hotel chains like Premier Inn will help to uncover how the employee engagement practices of such hotels influence the quality of services provided to the guests. The tactics, techniques, and policies used by Premier Inn to engage its workforce, as well as how these elements affect the regular provision of high-quality services, may all be learned through this research (McGregor, 2023). Furthermore, with the help of this study areas of improvement could be identified that are needed to guide the hotel industry in the UK to refine their EE strategies. In the end, the study can help improve guest experiences, staff happiness, and overall company performance in the UK hotel sector by acting as a model for other hotels.
[bookmark: _Toc143101388]1.3 Aim: 
To understand the impact of employee engagement in the enhancement of service quality in the UK hotelier industry, focus on the case of Premier Inn. 
[bookmark: _Toc143101389]1.4 Objectives: 
1. To assess the level of employee engagement within various segments of Premier Inn through the survey with the hotel staff. 
2. To examine the impact of employee engagement (EE) on the service quality of Premier Inn. 
3. To examine the impact of service quality on guest satisfaction of Premier Inn hotels.
[bookmark: _Toc143101390]1.5 Research Questions 
1. What are the various levels of employee engagement within different segments of Premier Inn hotels?
2. How does employee engagement contribute to better service quality in Premier Inn hotels?
3. What are the impacts that employee engagement has on the satisfaction of guests at the Premier Inn hotels? 


[bookmark: _Toc143101391]Chapter 2: Literature Review 
[bookmark: _Toc143101392]2.1 Employee engagement 
According to Bilotta et al. (2021), an important theory that can help to explain employee engagement is the “Job Demands-Resources Model”. As per this theory, engagement is found when employees perceive a balance between two elements, job demands (stressors) and job resources (support). Engagement is increased through resources like autonomy, opportunity for professional development, and leadership that is encouraging. On the other hand, excessive demands without sufficient support might result in burnout and disengagement. Therefore, this theory underpins the relevance of creating a work environment that keeps the well-being of the staff and also enables them to actively face challenges. 
[bookmark: _Toc143101393]2.2 The level of employee engagement within various segments of the hotel industry
The level of employee engagement varies based on the organisational culture, industry segment and goals and strategies of specific hotels. However, for the desired level of employee engagement general benchmarks are present to serve as a guideline for different levels in the hotel industry. 
Frontline staff
As per Gürlek and Tuna (2019), this level of staff consists of housekeeping, front desk, and restaurant servers. At this level, staff are expected to be highly engaged. Frontline staff directly interact with the guests. Therefore, their engagement must be made crucial for delivering exceptional services and positive guest experience. 
Middle management 
Department managers and supervisors comprise the middle management. The desired level of engagement at this plane must be moderately high. As stated by Adisa et al. (2021), middle managers serve as a link between top executives and front-line workers. Employee morale and efficient internal communication are both impacted by their engagement.
Upper management 
Book et al. (2019), states that the upper management comprises General managers and the Board of Directors. The tone of the entire organisational is set by the upper management. Their engagement influences decision-making at strategic levels and also the overall work culture. Therefore, their level of engagement must also be moderately high. 
Support Staff 
Human resources, finances, and marketing are some of the supporting departments. The success and efficiency of the hotel's operations are aided by the support staff. Their participation ensures effective guidance for other departments and smooth internal operations. Hence, a moderate level of engagement is required at this level. 
[bookmark: _Toc143101394]2.3 Examining the impact of employee engagement on service quality in the hotel industry
Customer interaction 
According to Rodrigues da Costa (2019), with highly engaged employees, the accommodation services can provide personalised, attentive as well as friendly services to guests. Positive interactions increase client happiness, adherence, and propensity for return visits.
Solving problems 
As observed by Hughes et al. (2019), employees that are highly engaged are more motivated towards taking ownership of the guest issues as well as finding swift and satisfactory solutions. Their commitment to providing the best service to the guests contributes to a better level of service recovery. 
Innovation and also creativity 
Employee engagement increases the likelihood that creative suggestions will be made to improve customer experiences and expedite procedures, resulting in continual service quality improvement.
[bookmark: _Toc143101395]2.4 Examining the impact of service quality on guest satisfaction at Premier Inn hotels
According to Anabila et al., (2022) SERVQUAL model can measure the quality of the service and the elements that can be used for satisfying guests. Responsiveness, reliability, assurance, empathy, and tangibility are the elements of the provided services. These elements can be measured to identify customer satisfaction and gaps in service quality. 
Tangibility
Tangibility means the physical quality that is provided to the customers by a hotel. This includes the existence of the facilities, personnel, tools, equipment, communication materials, and other features that are used to provide better service to the guests. Premier Inn ranked first for their impression and customer satisfaction. 
Reliability
As per George (2021), reliability depends on providing the same quality of services promptly as promised. Most clients of Premier Inn Hotel are business travellers and it provides the best quality of services to retain customers.  The comfortable beds, cleanliness, and family-friendly environments attract clients to visit the hotel. 
Responsiveness
Responsiveness is related to helping guests and providing prompt services to customers as they feel valued when they are responded fast. Premier Inn Hotel has a contact centre which helps them to answer the customers’ calls and solve the issues that are raised by the guests quickly. Premier Inn thought to re-empower their customer service which helped them to sustain customer satisfaction.
Assurance
The behaviour of employees is the key factor to maintaining customer satisfaction as the courtesy and knowledge of staff give mental satisfaction to the guest. The employees of Premier Inn inspire guests to trust them and keep confidence in the service quality of this hotel. 
Empathy
The consumers of the hotel industry like to get personalised services while staying in any hotel and this is called empathy. Premier Inn promotes credibility, effective communication, courtesy, understanding customers, and competence in improving service quality. 
[bookmark: _Toc143101396]2.5 Literature Gap
Some literature gaps are there regarding the service quality and employee engagement in Premier Inn hotels. Comprehensive knowledge gaps regarding the role of employees to resolve the issues of customers also exist.  Insufficient reliable information on the current situation of employee engagement and guest satisfaction is absent too. Expectations of customers from Premier Inn hotels are not explained in previous literature. A lack of collaborative work on employee engagement, service quality, and customer satisfaction is present also.
[bookmark: _Toc143101397]Chapter 3: Research Methodology
[bookmark: _568h779rifp2][bookmark: _Toc143101398]3.1 Research philosophy
Research philosophy is referred to the beliefs on which the research is conducted through collecting, analysing, and using the data. Four research philosophies such as pragmatism, positivism, realism, and interpretivism are there for conducting research (Dudovskiy, 2023). The positivism method will be used here to get highly structured and quantitative data with trustworthy measurements. Reliable quantitative and objective data will be collected in this positivist method. 
[bookmark: _a8bzm2580lx][bookmark: _Toc143101399]3.2 Research paradigm
A pattern, method, or model that is used to conduct research is known as a research paradigm. A series of understandings, beliefs, or ideas are included and the research is conducted through a philosophical framework. Two kinds of research paradigms such as positivist and interpretivism are mainly used (Ulz, 2023). The positivist paradigm will be used to reveal knowledge about the impacts of employee engagement on service quality by observing and measuring their action, reactions, and activity of them. The positivist paradigm enables quantitative data and reliability as well as shows trends and patterns.
[bookmark: _ue5jix5fx1h1][bookmark: _Toc143101400]3.3 Research approach
The procedures and plans of research are known as the research approach and a detailed process of collecting, analysing, and interpreting data is included in this. Three categories of research approaches are available such as deductive, inductive, and abductive approaches (Jansen, 2023). A deductive research approach will be followed in this research for using different theories and making hypotheses on those theories to confirm the impacts of employee engagement on service quality. Casual relationships between variables and concepts will be explained through deductive approaches. 
[bookmark: _v2r5w8i2ewy2][bookmark: _Toc143101401]3.4 Research methodology
Research methodology explains the plans of a researcher to carry out the research and also highlights the systemic designs of the research. Quantitative, qualitative, and mixed research methods are mainly used by the researchers (George, 2023). The current situation of the service quality of Premiere Inn will be investigated to formulate a hypothesis for explaining the observations. Quantitative research will help to make future predictions by accessing objective data. 
[bookmark: _f2nd3ffqxv8w][bookmark: _Toc143101402]3.5 Research Strategy
The information that is required for conducting the research can be collected through various processes and these processes are known as research strategy. Cross-sectional studies, experiments, surveys, and action research are included in the research strategy (open, 2023). The survey method will be used in this research for collecting real-time information and the reviews of consumers will be collected.  
[bookmark: _q2yi78vt4qmg][bookmark: _Toc143101403]3.6 Sampling methods
Selecting a group that will help in collecting data is referred to sampling method and it is divided into two categories such as probability and non-probability sampling (McCombes, 2023). The members will be chosen randomly and every member will get an equal advantage as part of probability sampling. Probability sampling will help to collect unbiased data from the clients of Premier Inn.
[bookmark: _kdwh5ahcwyjq][bookmark: _Toc143101404]3.7 Data collection
Data is gathered to analyse the situations and make hypothesis on it and data is collected through primary and secondary methods. The clients of this hotel will be provided with questionnaires to collect data hence primary data collection method will be selected (Cleave, 2023).  Primary data collection helps to gather more reliable and accurate data as it is connected to the source directly. 
[bookmark: _pqhqabj7r3j5][bookmark: _Toc143101405]3.8 Data interpretation
Data interpretation is the procedure of utilising analytical methods for reviewing information and a conclusion is made using the data. Qualitative and quantitative methods are used to interpret data (Calzon, 2023). Quantitative data interpretation will be used to collect reliable data and it will help to comprehend and analyse all information easily and quickly. 
[bookmark: _kh27qdz7r9jf][bookmark: _Toc143101406]3.9 Time prospects
A cross-sectional time horizon will be used to conduct this research as the data will be collected at one time through a survey. All exposures and outcomes of this research will be analysed at one time to maintain reliability. 
[bookmark: _3z89djxhl43j][bookmark: _Toc143101407]3.10 Ethical consideration
Ethical consideration is vital for conducting research to ensure that no subject is harmed during the research period. The participants will be requested for giving written consent to use their data. Privacy of information will be prioritised for conducting this research and the objective of this research will be clarified. 
[bookmark: _48fabach23x7][bookmark: _Toc143101408]3.11 Limitations
The research sampling and selection process may face issues due to insufficient sample size. Getting biased survey reports also can be a problem to understand the real problems and make future predictions. Time constraints can be a problem to conduct a survey in a cross-sectional time horizon. 
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