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Abstract : Today customer satisfaction is given utmost priority be it any industry. But when it comes to hospitality industry
this applies even more as they come in direct contact with customers while providing them services. Employee engagement is
new concept adopted by Human Resource Department which impacts customer satisfactions. To satisfy your customers, it is
necessary to see that the employees in the organisation are satisfied and engaged enough in their work that they meet the
company’s expectations and contribute in the process of achieving company’s goals and objectives. After all employees is
human capital of the organisation. Employee engagement has become a top business priority for every organisation. In this fast
moving economy, business leaders know that having a potential and high-performing human resource is important for growth
and survival. They recognize that a highly engaged manpower can increase innovation, productivity, and performance, while
reducing costs related to retention and hiring in highly competitive talent markets. But while most executives see a clear need
to improve employee engagement, many have yet to develop tangible ways to measure and tackle this goal. Employee
Engagement is an approach which is applied to establish an emotional connection between an employee and the organisation
which ensures the employee’s commitment towards his work which affects the productivity and overall performance of the
organisation. The study was conducted in hospitality industry. A popular branded hotel was chosen as a sample unit. Data were
collected, both qualitative and quantitative from respondents. It is found that employee engagement level of the organisation
(Hotel) is quite low. This means that employees are not emotionally connected with the organisation which may in turn, affect
performance of the employees it is important to note that in hospitality industry individual employee’s performance specifically
in terms of emotional engagement is critical and, therefore, a low engagement level may contribute to low organisation
performance. An attempt to this study was made to identify employee engagement level. Another objective to take this study
was to explore the factors impeding employee engagement and to explore employee engagement facilitation. While in the
hospitality industry where people tend to work for as long as 16 to 18 hours concepts like employee engagement is essential.
Because employees get tired of their routine job and in case where job rotation cannot be done employee engagement acts as a
solution. The study was conducted at Trident Hotel, Udaipur. It was conducted on the sample size of 30 in-house employees
from 6 different departments. The various departments were: Accounts and General, Front Office, Food & Beverage Service,
Housekeeping, Food & Beverage Production and Engineering. It was conducted with the help of research instrument. The
research instrument was Questionnaire. Data collection source was primary source. Trident Udaipur is one of the busiest
hotels in Udaipur. The occupancy rate of the guest over there is nearly 80%. Due the high occupancy rate employees or staff of
the hotel used to remain very busy and occupied all the time in their work. They worked for their remuneration only. As a
result, they do not have any encouragement for their work nor they are interested in going an extra mile for the organisation.
The study result shows working environment factors including recognition and appreciation, opinions of the employee,
counselling, feedback from superiors, treatment of managers and respect from the organisation are capable of increasing
employee engagement level in the hotel. The above study result encouraged us to explore the factors contributed to low
employee engagement. It is being found that factors such as recognition and appreciation, feedback from supervisors, opinion
of the employee, counselling, feedback from supervisors, treatment from managers has contributed negatively to employee
engagement level. Probable reasons for the low contribution are number of employees gave the negative feedback in
accordance to the factors stated above of the organisation. It seems that the structure of organisation itself is responsible for
the low contribution of employee engagement. The scope of this study is limited to trident hotel situated in the Udaipur. The
limitation of the study was that that the results or findings were only based on the responses of respondents of Trident,
Udaipur. And so the recommendations were also applicable in Trident, Udaipur and not to all the like organisations across the
country. Through the data collected was further analysed, interpreted and concluded. On the basis of the findings, suggestions
were provided to the hotel for improvisation.
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