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Abstract

Human Resource is regarded as the backbone of an organisation. It is the main framework on which the organisation exists and grows in
long run. In this era of globalisation and liberalisation in order to have a competitive advantage over the competitors, it has become
imperative for organisations to adapt innovative human resource practises. These best practises not only helps in retaining the best talents
but also in organisational survival. Employee Engagement is the buzzword when it comes to developing an effective work culture today.
Through inclusion of employee engagement in the work culture, an organisation cannot only align employees with their job; organization
increases their productivity as well as profitability. Hospitality Industry is, one of the oldest people oriented trade endeavours in the
world. In present condition Indian hospitality industry is growing rapidly, generating mass scale employment to the nation. Modern man
today has developed an innate bent towards travel as an escapade from the stressful life. Since ages, travel has been developed for
business, health, social, and cultural reasons. It is an important element of the tourism industry. The hospitality industry a part of a broader
service industry where people create the service experience with specific skills to generate revenue. The main objective of this paper is
to define the term employee engagement in milieu of Indian hospitality industry and how effective it is, as a strategy for retaining the
best talents and hence sustaining an organisation in the present competitive environment. Discussion of this paper is related with concept
of employee engagement and its role developing an effective work culture to increase employee performance and productivity in order
to achieve the organization goals and objectives.
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Introduction

Employee engagement is a route to business success. An engaged workplace encourages commitment, energy and productivity from all
those involved to help improve business performance (Brammer et al., 2007). Employee engagement is becoming increasingly important
for organisations that want to remain competitive and deliver a great customer experience (Gruman & Saks, 2011). Tourism is a
communal event. India is the abode of the most fascinating temples, forts, and monuments of the world. India has incredible places to
visit and is the dream destinations for people all over the world. Hospitality industry in India has received a major lift in the past decade
since the Indian government recognised the great prospect of tourism of India. India has the right blend of all kind of destinations and
can hence provide tailor made travel plans to all tourists when it comes to the purpose of travel, staring from adventurous tour, cultural
exploration, pilgrimages, visit to the beautiful beaches or to the scenic mountain resorts, or business travellers India has it all. Hospitality
industry is one of the major contributor to our economy. Many large and small hospitality organisations are actively engaging their
employees to achieve greater employee performance, improved guest experience and higher business performance (Johns & Howard,
1998)
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Objective

The primary objective of this paper is to understand the concept of ‘employee engagement’ identify its effect on organisation work
culture, productivity of organisation. Apart from the effects of employee engagement, major challenges of Indian hospitality industry
have also been identified in this paper.

Methodology

A research study is based on primary and secondary data, but this study primarily is based on secondary data collected from various
articles, journals, literature review and research related websites. The study is extensively qualitative in nature. On the other hand,
information about the Indian hospitality industry is being gathered from the tourism ministry report and from corporate sustainability
report of major hotel chain group of Indian hospitality sectors.

Employee Engagement

Employee engagement is the level of commitment and involvement an employee has towards his organization and its values. Employee
engagement is a workplace approach to creating the right conditions designed to ensure that employees are committed to their
organisation’s goals and values and motivated to contribute to organisational success and achieving their own potential. Many large and
small hospitality organisations are actively engaging their employees to achieve greater employee performance, improved guest
experience and higher business performance (Johns, N. and Howard, A. 1998) Hospitality businesses that actively engage their staff
achieve these benefits; Outperform their competition, high trip advisor ratings, attract and retain the best staff, have high guest loyalty
and advocacy, high revenue growth, high productivity and gives more scope for innovation.

This topic has become more pertinent since the real value of company depends on their intangible assets and not the tangible ones.
Employees who are engaged prove to be assets in an organisation while employees who are detached from organisation are a burden for
organisation. An organisation cannot retain happy people who are productive at the same time if no strategy is designed to control the
employee detachment. Happy engaged people are highly productive and they contribute effectively in the consistent financial growth of
the organisation. The business strategy of every organisation should be to nurture this employee engagement at workplace since it is a
two-way street between employee and employer. A healthy work culture and right attitude can help create employee engagement in
organisations. It not only fosters a conducive work environment but also increases organisational performance, lowers employee turnover
and provides a better organisation health.

Employee Engagement as an important Element in Developing Organisation Work Culture

In today’s scenario, Organizations live in the Glassdoor era. Any and every corporate decision today is visible by every employee.
Organisation culture is no exception to this. Organisation culture is defined as the attitudes, values, behaviour and environment in
which work is being done in an organisation.

+ Employee engagement helps in improving employee morale, increase performance and productivity in employees.

+ Employee engagement should start from the top whereby people are involved in the organisational decision making process

+ Real time valuation of organisational culture should be encouraged to identify whether employees are feeling engaged or
disengaged towards the organisation.

+ Organisation culture should encourage transparent leadership, effective coaching who can engage people, understand their
feelings, needs, desires to make work more meaningful.

+ Ongoing performance appraisal can evaluate how employee engagement helps in improving employee performance and
productivity.

+ Productive employees should be acknowledged to enhance further employee engagement which helps in retaining employees
for future.

Effect of Employee Engagement on Indian Hospitality Industry

Employee engagement is critical to any organization that seeks to retain valued employees. It is very important for effective utilisation
of human resource and smooth running of the organization. Without employee engagement, organization cannot survive for long period
of time. To enhance the level of hospitality services for the tourist the Ministry of Tourism Government of India has introduced the
concept of “Atithi Dev Bhawan” for providing better hospitality services. If the employee working in hospitality sector is engaged towards
the job, definitely they will provide better hospitality to the guest. Some of the effect of employee engagement on hospitality industry is
listed below,
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+

Engaged employees will stay in the organization and care about its products

and services.
+ They are well motivated towards hospitality and services.

+

Engaged employees creates emotional attachment with the guest and the guest

is also get connected with the organization and comes again and again.

+
+

Engaged employees improves customer satisfaction and service levels.
Engaged employees Provides a high-energy working environment.

Hospitality businesses that actively engage their staff achieve these benefits;

FEFEFEEEE

Outperform their competition

High Trip Advisor ratings

Attract and retain the best staff

Have high guest loyalty and advocacy
High revenue growth

High productivity

More innovative

Challenges before Indian Hospitality Industry

There are various challenges faced by the Indian hospitality industry which are as,

Tl o S

Lack of well trained staff according to the requirement of hospitality industry.
Lack of infrastructural facilities available.

Inadequate financial support by the Government.

Lack of coordination between Central and state Government.

Conclusion
Employee engagement is an emerging topic and one of the important practices made by the HR managers of today. Employee Engagement
is the solution for any industry if it wants to deliver quality service and retain quality employees and customers. Inclusion of employee
engagement in the work culture not only produces happy satisfied employees but also people who are aware about their role, duties and
responsibilities towards organisational goal accomplishment. Positive people who are engaged are assets to organisation as they are
performers. It helps in achieving organisational growth and productivity. Thus it may be concluded that the employee engagement is very
important for developing a proper work culture which retains best talent and helps in the survival of Indian hospitality industry.
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