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A company's appreciation for its workforce is demonstrated through truly engaged workers. The emotional connection employee feels as a result of their willingness to put in extra effort at work is known as employee engagement. (Silverthorne, 2018). The Institute of Employee studies (IES) defines engagement as a positive attitude held by the employee towards the organisation and its values. An engaged employee is aware of the business context and works with colleagues to improve performance within the job for the benefit of the organisation. The organisation must work to develop and nurture engagement, which requires a two-way relationship between employer and employee (Robinson et al, 2004).’.

Employee engagement is very important in all businesses but for the hospitality industry is something essential because employees are on the front line, face-to-face with the guest so they are the ones controlling the delivery service process (Kinni, 2011, p.21). The unexpected guest situation always comes up in this industry and there is where the difference between a motivated employee and a non-engaged one can be seen. For a better understanding of the subject, I will present two examples (Sturman et al.,2011, p.143). In the first one, a family was checking at the Hyatt Grand Cypress on a busy night. The husband, wife, and three kids were furious because the hotel was full, and their reservation had not been handled appropriately. The front desk staff member responded quickly, asked the parents to join the kids in the lobby for refreshments, and took some quarters to give the kids so they could play video games. This allows him the time he needs to address the issue and maintain everyone's satisfaction. In contrast, is the experience of Tom Farmer and Shame Atchison that had a confirmed reservation for a room with a credit card guarantee for late arrival, but when they arrived at 2 AM they were turned away. They post on the internet the phrase “yours is a very bad hotel” which had more than 15, 200 results when searched on Google at the time. Similar situation, an engaged and a non-engaged employee with totally different results shows us very clearly what is the importance of employee engagement in the hotel industry. 

Companies have recently realised that their most valuable resource is their workforce, and that customer happiness, business growth, and upkeep depend on how well people are motivated and able to innovate. This understanding has been furthered by advancements in human resource management. (Wood, 2015, p.37). Human Resource Management is the procedure of hiring, training, evaluating, and rewarding employees as well as addressing their issues regarding labour relations, health and safety, and justice ( Nankervis, et al., 2019, p. 3). Through the employee life cycle, HRM can produce engagement and help the company grow and archive its objectives.

Attraction is the first stage of the employee life cycle and in this stage next to a competitive wage, a strong brand is essential, and people are the brand next to the products or the logo. No matter how good your service is, you cannot attract good employees if your policies and core values are not strong enough. The respect a company show to its employees will always attract new talents. Ritz -Carlton Hotel's  slogan 'we are ladies and gentlemen serving ladies and gentlemen' is showing the respect and trust of the company for the employees telling them they are not just servants in the hospitality sector, are more than that, they are important, they are professionals (Schulze, 2019, p.181). 

The ways in which a company can find and recruit new workforce are multiple, starting with the use of platforms such as Indeed or LinkedIn that allow employers to search for potential workers by sector, job level, and location, continuing with commercial job boards, recruitment agencies, and so on. To recruit the right employees the company should know and tell exactly what is looking for. Is vital to know exactly what qualities, what sort of skills, and what the task and the expectation are. Applicants should be fully aware of the terms of their agreement before joining the company. Is important to offer any detail regarding the responsibility, authority, and accountability they’ll have if hired and give them a solid understanding of the community culture. All the potential hires at the Disney hiring centre before they are interviewed, see a video highlighting Disney’s heritage and traditions, provide an overview of the compensation plan, and benefits, describe the policy on schedules, clarifying the expectation and standards (Cockerell, 2008, p. 95).

Once the company has chosen the right employee the onboarding process starts and the new hire need to be familiarized with the work, the standards, the work environment, the expectation and the daily routine. Location, company policies (such as your holiday days), terms and conditions of their employment, regular duties and responsibilities need to be known by the new employee. At Whitbread for example they have a platform named Whitbread Academy Online where are presenting all the training requests that are expected to be filled by the new starters, some of them are mandatory in the first month (AzGuide, 2022).

Training and development of the employees are vital, and all companies must prepare their people to take on future responsibilities by providing appropriate educational opportunities and exposing them to important developments. Facilitating the development of knowledge and skills among staff members through experience, social interactions, coaching, mentorship, and direction from line managers and other self-managers, accessing learning events and programmes provided by the company is very important these days (Armstrong and Taylor, 2020, p.379). Training programmes will also enable employees to acquire the skills required for future advancement, regardless of their level of experience or position in the firm. By investing in employees' learning and development the company benefit, not just the business, but also the employees and engage them by showing to the worker that they can achieve their career goals and move forward to grow and improve their skills with the employer's support (FindCourses, 2022). 

In a world where employees can no longer guarantee lifelong employment, company employee retention levels will improve if gives to the workers have the opportunity to progress in their careers. Members with good skills will work tougher and happy customers will continue to support the company. Ritz-Carlton is offers approximately 250 hours of training for each hourly employee, with include 15 min for line-up every day and one of the principal problems they face after training and developing talents is that the people become targets for other companies in the industry (Michelli, 2008, p.100). No company want to lose its already skilled employees to competence, that’s why the retention process is essential not just in the hospitality sector but in all areas.

The hospitality sector is confronting a high employee turnover level (Corey, 2018, p.4). According to the statistics, the employee turnover rate stands at 86.3%. The high turnover level is causing huge costs as hiring and training new workforce cost the hospitality industry £4,543 per lost employee (Blake, 2022). As a consequence, retaining employees is essential not just for increasing business profit and service quality but also for minimising the cost of the company for training and development of the new work force (Johnson, and Pike, 2018, p. 64-66). Managers are using different ways and are doing various steps to motivate their staff so that they stay with the company for a longer period of time and prevent talents leave. 

Competitive financial rewards and benefits are essential in the retention process, employees work because they need to earn a living so the most obvious inducement in keeping talents is money (Singh, 2019, p.427). But the company cannot spend always more and more money to keep an employee that’s why is important to take other actions to retain the talents. Providing people with fresh and meaningful challenges, communicating frequently and openly with employees, and encouraging seasoned workers to assist new and developing staff by acting as mentors are just some of the strategies managers can use in engaging and retaining the workforce (Smither, 2003). Mentoring contributes to the development of a learning environment that benefits workers at all stages of their lives. But this is not the only need the employees have, they also need nonfinancial rewards, they desire a positive, supportive workplace and favourable working conditions, opportunities for career development and advancement, and flexibility in juggling obligations to both work and family are also important (Messmer, 2006, p.13 -14). Recognition programs are used by more than 90% of companies. Making a job pleasurable and interesting also produces engagement because if employees like what they do will continue to do it.

The employee life cycle ends with the separation stage which can variate between resignation, removal, death, permanent incapacity, discharge, or end of a work contract or as part of reducing of the workforce (Whatishumanresource,2022). The worker might be eligible for unemployment benefits and severance money, depending on the specifics of your separation. Each organisation needs thorough rules and procedures for terminating employees in order to treat departing staff fairly and ensure a smooth transition for them. It is crucial that those who depart have positive impressions of the business and its employees, barring instances of unprofessional behaviour. At the end of the day, ex-employees who were treated nicely when they were let go can be effective brand ambassadors.
Employee surveys are generally admitted as the finest method for measuring employee engagement. A large body of research by Gallup 2015 demonstrates that employee engagement is crucial to an organization's financial success and is closely related to business outcomes including productivity, profitability, and customer engagement (Gallup.com 2023). A company's need for innovation, development and revenue is supported by engaged personnel. After several years of research involving millions of participants from thousands of nations and languages, Gallup developed the Q12 Pyramid model for determining employee engagement. The model is not a typical model, it uses 12 survey questions organized in a hierarchical manner and grouped into four areas to track the employees’ fillings (Clarke, 2023). Basic needs, management support, teamwork and growth are the four areas.


David Zinger a famous international management consultant is offering another employee engagement model focused on enhancing workplace relationships that are meaningful to employees (Zinger, 2022). His pyramidal model presents managers with 10 essential tactics that could improve the employee experience. On the base row of the model, he positioned the necessities of the employees, experience well-being, leverages energies, makes meaning and leverage strengths. The second row focuses on connecting the company by building relationships between employees, keeping the workforce present, and creating master moments and a culture of recognition. The next row is focused on increasing performance, creating goals, and targets, a clear logic behind the objectives and taking and communicating growth. On the top are the results of the engagement process (Medhi, 2022). 

In conclusion one of the most talked-about management topics nowadays is employee engagement. Employee engagement has been the subject of dozens of research and many meta-analyses published in less than ten years. However, questions regarding the philosophy, explanation and measurement of employee engagement persist and there are still major differences in the concept, theory, influencing factors and outcomes of employee engagement, and no authoritative standard. The development of more effective interventions for increasing employee engagement would be made easier with the help of accumulated relevant and rigorous theoretical knowledge, which would also strengthen the pathology of employee engagement, which is represented by a complex interplay of various variables involving both individual and environmental factors. By examining the life cycle of employee engagement theory, this essay clarifies the need for increased focus on the actual applications of employee engagement theory in the hospitality sector identifying the major HRD research streams related to employee engagement.


 

























Reference: 
Armstrong, M and Taylor, S.(2020) Armstrong’s handbook of human resource management practice. 15th edition. London, United Kingdom: KogonPage

AzGuid (2022) 'Whitbread Academy Online Login’ 12th Dec.
Available at: commercialvehicleinfo.com/whitbread-academy-online-login-www-academy-whitbread-co-uk/ (accessed: 07.02.2023)

Blake, L. (2022) Operating Hotel facilities – week 8. The University of Wales Trinity Saint David.

Clarke, R. (2023) How employee engagement leads high performing organisations. Learning Architects. Com. Available at: https://www.learningarchitects.com/how-employee-engagement-leads-high-performing-organisations/ (accessed: 07.02.2023) 

Cockerell, L. (2008) Creating Magic – Based on the principles taught at the world-renowned Disney Institute. Vermilion: USA

Corey, D. (2018) Staff Turnover in Hospitality Industry. HR – Human Resource Management. Great Britain: Amazon.

Findcourses (2022) How important is learning in 2022? 13th Sept. Available at: http://www.findcourses.co.uk/inspiration/hr-learning-development-articles/how-important-is-training18647#:~:text=There%27s%20one%20clear%20result%20of, stay%20loyal%20to%20your%20business. (accessed: 05.02.2023)

[bookmark: _Hlk126703619]Gallup.com (2022) 'Employee Engagement vs. Employee Satisfaction and Organizational Culture’. Available at: https://www.gallup.com/workplace/236366/right-culture-not-employee-satisfaction.aspx (accessed: 02.02.2023)

Whatishumanresource.com (2022) 'Employee separations - Definitions - Reasons for Separation of employees'.
 Available at: https://www.whatishumanresource.com/employee-separations
(accessed:07.02.2023)

[bookmark: _Hlk126677759]Johnson, S. and Pike, B. (2018) Employee Retention: The State of Engagement in Public Accounting Firms and Why It Matters: Certified Public Accountant. 8th Dec. The CPA Journal, 88(12). Available at:
https://www.proquest.com/docview/2185798005?pqorigsite=gscholar&fromopenview=true (accessed: 07.02.2023)

Kinni, T.B. (2011) Be our guest: perfecting the art of customer service. Revised and updated edition. Los Angeles: Disney Editions.

Messmer, M. 2006, 'Four Keys to Improved Staff Retention', Strategic Finance, vol. 88, no. 4. Available at:   https://www.proquest.com/docview/229788105/7EF3A05108154219PQ/1?accountid=130472 (accessed: 07.02.2023)

Medhi, B.(2022) [blog] '5 Powerful employee engagement models that  leaders should know' 28th July, Vantage Circle . Available at: https://blog.vantagecircle.com/employee-engagement-models/#:~:text=grow%20and%20learn%3F-,Schmidt%20Model%20of%20Employee%20Engagement,work%20environment%20becomes%20more%20positive. (accessed: 06.02.2023)

Michelli, J.A.(2008) The new gold standards – 5 Leadership principle for creating a legendary customer experience courtesy of The Ritz-Carlton Hotel Company. McGeaw-Hill: USA

Nankervis, A., Baird, M., Coffey, J. and Shields, J., 2019. Human resource management. Cengage AU.

Robinson D, et. al. (2014) The drivers of employee engagement – Report 408. Institute of employment studies. Available at: https://www.employment-studies.co.uk/report-summaries/report-summary-drivers-employee-engagement (accessed: 18.01.2023)

Schulze, H.(2019) Excellence wins – a no–nonsense to be the best in a world of compromise. Zondervan: USA

Silverthorne, V. (2018) 'Employee engagement'. TechTarget – July.  Available at:
 https://www.techtarget.com/searchhrsoftware/definition/employee-engagement (accessed: 20.01.2023)

[bookmark: _Hlk126681019]Singh, D. (2019) A Literature Review on Employee Retention with Focus on Recent Trends. Volume 6, IJSRST, DOI : https://doi.org/10.32628/IJSRST195463. Available at:https://www.researchgate.net/publication/344118572_Employee_retention_management_in_the_context_of_situational_leadership (accessed: 07.02.2023)

[bookmark: _Hlk126682854]Smither, L.(2003) Managing employee life cycles to improve labour retention. Leadership and Management in Engineering. Available at: https://ascelibrary.org/doi/abs/10.1061/(ASCE)1532-6748(2003)3:1(19) (accessed: 07.02.2023)

Sturman, M.C. et al. (2011) The Cornell School of Hotel Administration on hospitality: cutting edge thinking and practice. Hoboken, N.J: Wiley

Zinger, D. (2022) [blog] Zinger model. Available at: https://www. davidzinger.com/zinger-model/ (accessed:04.02.2023)


Wood, R. C. (2015) Hospitality Management – a brief introduction. Sage Publication: London




