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ABSTRACT / SUMMARY 
 

The ability of the organisation to attain it goal largely depends upon the effectiveness of its 

employee’s engagement programme. Therefore, it deserves great planning and care to 

formulate and implement employee engagement strategies. Employee engagement is the level 

of commitment and involvement an employee has towards their organisation and its value. 

     The main objective of the project is to study the existing process of employee engagement 

in QSR industry with reference to Domino’s and to obtain the employee’s perception of the 

engagement practices in the organization. 

   A detailed and well explained research is done over primary and secondary data to delineate 

appropriate employee engagement methods and their success rate in the industry and to know 

the company profile. 

   A questionnaire along with FDG (Focused Discussion Group) was undertaken as a tool for 

the extraction of effectiveness and status of the employee engagement. 27 respondents 

answered and then it was analysed. To define I a capsule, it was more of observation to find 

the effectiveness of employee engagement. 
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CHAPTER-1 
 

 

1.1 INTRODUCTION 

 

Employee engagement is a human resource (HR) concept that describes the level of enthusiasm 

and dedication a worker feels towards their job. Engaged employees care more about their work 

and about the performance of the company and feel that their efforts make a difference. They 

connect with the company in emotional level too. They often develop an emotional connection 

to their job and company. 

It is an approach that increases the chances of the business success, contributing to 

organisational and individuals ‘performance, productivity and well-being. It can be measured. 

It can be nurtured and dramatically increased. 

There are so many benefits of employee engagement. Some of them are: - 

1. Employee Retention 

It helps in ensuring that employees stick around longer, leading to greater retention 

power of the company. Higher the retention lower will be the employee turnover ratio. 

 

2. Increased Productivity  

Engaged employees work harder because they like what they do and believe in their 

value to the company. In the modern workplace, overall productivity increases by 20-

25% when employees are engaged. 

 

3. Better Customer Service 



Customer service and client success are crucial part to any successful business. When 

employees are happy and engaged, they’re more likely to care about customers and can 

go above and beyond to ensure clients and customers have a great experience. 

 

4. More Profitability 

Highly engaged organisations see an average of 20% higher sales than those that are 

disengaged. 

 

 

5. Better Adoption on Company Initiatives  

Engaged employees value what company wants to do and happily jump in, meaning 

adoption rates and long-lasting interest will be high. 

 

6. Engaged Employees Become Brand Advocates 

Engaged employees will engaged in word-of-mouth marketing, share company content 

on social media, and improve company’s marketing reach and employer brand. 

 

QSRs or Quick Service Restaurants is restaurants which offer certain food items that require 

minimal preparation time and are delivered through quick services. QSR are known to have 

standardized, modular and efficient processes which help them in reducing the lead times to 

fulfil the orders but still maintain the quality expected by customers. 

QSR generally functions in a chains or franchises as they gain profit from the number of 

footfalls they receive. Examples of QSRs – Domino’s Pizza, Pizza Hut, WOW momos, 

Starbucks, Burger King, Dunkin’ Donuts, KFC, Mc Donald’s etc. 

Generally, there are three types of QSRs: 

• Self-service restaurants 

• Assisted self-service restaurants  

• Full serviced restaurants 

 

1.2 OBJECTIVE OF THE STUDY 

 



To know about Jubilant Foodworks Limited (Domino’s). The objective of my study is – 

• To study the Employee Engagement practices and their effectiveness in Jubilant 

Foodworks Limited (Domino’s). 

• To obtain the employee’s perception of the engagement practices in the 

organization. 

• To analyse the workplace involvement of employees in QSRs. 

• To understand work-life balance of employees in QSR industry. 

 

1.3 SCOPE OF THE STUDY 

 

The benefits of the study for the researcher are that it helped to gain knowledge and experience 

and also provided the opportunity to study and understand the employee engagement activities.  

The scope of my study includes: 

• Operation of QSRs. 

• Regular employee engagement activities (EEA) in Domino’s. 

• Assess the perception of employees towards EEA 

1.4 METHODOLOGY 

 

The study is based upon the primary and secondary sources for gathering the required 

information. 

Primary data sources- Primary data are collected from individuals, officials, guides view and 

meeting different employees of different levels working in Domino’s. Data collected from 

sample employees in the questionnaire. 

Secondary data sources- Secondary data are collected from internal sources as well as from 

external sources. These include: 

• Past Activities records. 

• Data from the internet. 

• Company Websites. 

• Published reports relevant to the topic. 

 



1.5 LIMITATIONS OF THE STUDY 

 

• All relevant data were not available.  

• Organisations don’t provide exact strategies for engagement as it was a matter of 

confidentiality. 

• Data collected from various sources are impossible to crosscheck. 

CHAPTER-2 
 

2.1 COMPANY PROFILE 

 

Jubilant FoodWorks Limited is an Indian food service company based in Noida, Uttar Pradesh 

which holds the master franchise for Domino's Pizza in India, Nepal, Sri Lanka and 

Bangladesh, for Popeye’s in India, Bangladesh, Nepal and Bhutan, and also for Dunkin' Donuts 

in India. The company also operates two home-grown restaurant brands called Ekdum! And 

Hong's Kitchen. Jubilant FoodWorks is a part of the Jubilant Bhartia Group, owned by Shyam 

Sunder Bhartia (husband of Shobhana Bhartia) and Hari Bhartia.  

On the recommendation of a friend who owned other foreign pizza licences, Shyam Sunder 

Bhartia and Hari Bhartia of the Jubilant Bhartia Group entered into a master franchise 

partnership with Domino's Pizza. Domino's Pizza India Private Ltd. was incorporated on 16 

March 1995, and began operations in 1996. The company opened India's first Domino's Pizza 

outlet in New Delhi in 1996. The company changed its name to Jubilant FoodWorks Ltd in 

2009. It was headed by Ajay Kaul since 2005. Pratik Rashmikant Pota became the CEO from 

April 2017. Pota announced his resignation in March 2022 and will step down in June. 

On 24 February 2011, Jubilant FoodWorks signed a master franchise agreement with American 

coffeehouse chain Dunkin' Donuts to operate the brand in India. Jubilant FoodWorks opened 

India's first Dunkin' Donuts outlet in Connaught Place, New Delhi in April 2012. Jubilant 

FoodWorks was named "Emerging Food Group of the Year" by The Economic Times in 2012. 

The company launched its first home-grown brand called Hong's Kitchen, offering fast casual 

Chinese dining, with the first restaurant opening at Eros Mall in Gurugram on 13 March 2019. 

On 24 March 2021, Jubilant FoodWorks announced that it had entered into a master franchise 

and development agreement with Restaurant Brands International to operate Popeye’s 



restaurants in India, Bangladesh, Nepal and Bhutan. The company opened India's first Popeye’s 

outlet at Koramangala, Bangalore on 20 January 2022. 

 In July 2021, Jubilant pledged to supply free pizza for life to Saikhom Mirabai Chanu, who 

won the silver medal at the 2020 Tokyo Olympics in Women's 49 kg weightlifting.  

The first Domino's Pizza in India opened in New Delhi in 1996. India surpassed the United 

Kingdom to become Domino's second-largest market in December 2014, behind the United 

States. Domino’s Pizza operates 1,567stores across 337 Indian cities as on 31 March 2022.  

Domino's began accepting online orders in 2011, and online orders accounted for 

approximately 18-20% of total sales as of December 2013. On 19 March 2014, the 700th 

Domino's Pizza outlet was opened at HUDA City Centre metro station in Sector-29, Gurgaon, 

Haryana. The company opened 47 new restaurants between January–March 2014 and 150 

outlets in the 2013–2014 financial year. Dominos opened its 1000th outlet at Unity One Mall, 

Janakpuri, Delhi in January 2016. 

Jubilant Golden Harvest Ltd., a wholly-owned subsidiary of Jubilant FoodWorks, operates 

Domino's Pizza outlets in Bangladesh. Jubilant Golden Harvest Ltd. was established in early 

2019 with Jubilant holding a 51% stake, and Bangladeshi company Golden Harvest Group 

holding the remaining 49%. The first Domino's Pizza outlet opened in Dhaka in February 2019 

Jubilant FoodWorks Limited Private Limited, a wholly-owned subsidiary of Jubilant 

FoodWorks, operates Domino's Pizza outlets in Sri Lanka. The first Domino's outlet opened in 

Colombo in February 2011. 

 

2.2 INDUSTRY ANALYSIS 

 

Domino’s Pizza belongs to food services industry as a whole. It has both service and product 

side. Under food services industry it falls under QSR segment. 

The Indian food service market has gained momentum in the last decade due to changing 

consumptions patterns that have seen an increase in a tendency to eat out that had not 

traditionally been a feature of Indians’ lifestyles. 

2.2.1 MARKET STRUCTURE -  



• The Indian food services market is classified into two segments, organised and 

unorganised, based on three key characteristics; accounting transparency, organised 

operations with quality control and sourcing norms, and outlet penetration. 

2.2.2 MARKET SEGMENTS - 

• Fine Dining (FDR)- Full-service restaurants with high quality interiors, specific 

cuisine speciality, high standard of service. 

• Casual Dining (CDR)- A restaurants serving moderately priced food in an ambiance 

oriented towards affordable dining with table services. 

• Pubs, Bars, Clubs and Lounges (PBCL)- Outlets that mainly serve alcohol and 

related beverages and include night clubs and sports bars. 

• Quick Service Restaurants (QSR)- These are focused on speed of service, 

affordability and convenience and include the din-ion/ takeaway/ delivery sub-

formats 

• Cafes- These includes coffee bars and parlours, and chai bars. They are mostly 

casual restaurants that emphasize on serving beverages and food incidental to those 

beverages. 

 

2.2.3 MARKET SIZE - 

• The QSR market in India was valued at about 188 billion Indian rupees in FY 2020. 

• This was further estimated to grow to over 500 billion rupees by 2025. 

• QSR accounts for a significant part in the chain food service market in the country. 

Food service was valued at 397 billion rupees in fiscal year 2020. 

• During the FY 2016-FY 2020 period, the QSR market increased at 17.27%. 

• QSR gained popularity due to growing eating-out habits, changing lifestyle, and 

better online food delivery system’s growth. 

The Market Size of QSR Industry as a whole: 

FINANCIAL YEAR MARKET VALUE 

(BILLION INDIAN RUPEES) 

FY 2014 66 

FY 2015 78 



The Market Size of QSR Industry as a whole: 

 

 

2.2.4 MARKET SEGMENT INSIGHTS - 

• In FY 2020, CHAIN QSRs held the highest market share (~54.2%) in India’s 

overall QSR market. 

• Innovative payment systems and point of sales systems are the primary factors for 

growth of the chain QSRs segment in the QSR market. 

 

2.3 SWOT ANALYSIS of  JUNBILANT FOODWORK Ltd (Dominos) 

 

2.3.1 STRENGTH 

Strengths are the firm's capabilities and resources that it can use to design, develop, and sustain 

competitive advantage in the marketplace. 

FY 2016 91 

FY 2017 105 

FY 2018 130 

FY 2019 162 

FY 2020 188 

FY 2025 524 



 

• High margins compare to Restaurants industry's competitors - Even though Jubilant 

Foodworks is facing downward pressure on profitability, compare to competitors it is 

still racking in higher profit margins. 

• Talent management at Jubilant Foodworks and skill development of the employees 

- Human resources are integral to the success of Jubilant Foodworks in Restaurants 

industry. 

• Success of new product mix - Jubilant Foodworks provides exhaustive product mix 

options to its customers. It helps the company in catering to various customers segments 

in the Restaurants industry. 

• Market Leadership Position - Jubilant Foodworks has a strong market leadership 

position in the Restaurants industry. It has helped the company to rapidly scale new 

products successes. 

• Strong brand recognition - Jubilant Foodworks products have strong brand 

recognition in the Restaurants industry. This has enabled the company to charge a 

premium compare to its competitors in Restaurants industry. 

• First mover advantage in the increasingly crowded market place. The new products 

are rapidly increasing Jubilant Foodworks market share in the Restaurants industry. 

 

2.3.2 WEAKNESS 

STRENGTH
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Weaknesses of Jubilant Foodworks can either be absence of strengths or resources of 

capabilities that are required but at present the organization doesn't have. Leaders have to be 

certain if the weakness is present because of lack of strategic planning or as a result of strategic 

choice. 

 

 

 

 

 

 

 

 

 

• Business Model of Jubilant Foodworks can be easily imitated by the competitors in 

the Restaurants industry. To overcome these challenges company name needs to build 

a platform model that can integrate suppliers, vendors and end users. 

• High cost of replacing existing experts within the Jubilant Foodworks. Few 

employees are responsible for the Jubilant Foodworks's knowledge base and replacing 

them will be extremely difficult in the present conditions. 

• Gross Margins and Operating Margins which could be improved and going forward 

may put pressure on the Jubilant Foodworks financial statement. 

• Low investments into Jubilant Foodworks's customer-oriented services - This can 

lead to competitors gaining advantage in near future. Jubilant Foodworks needs to 

increase investment into research and development especially in customer services-

oriented applications. 

• Declining market share of Jubilant Foodworks with increasing revenues - the 

Restaurants industry is growing faster than the company. In such a scenario Jubilant 
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Foodworks has to carefully analysed the various trends within the Services sector and 

figure out what it needs to do to drive future growth. 

• Declining per unit revenue for Jubilant Foodworks - competitiveness in the 

Restaurants industry is putting downward pressure on the profitability. A starting guide 

to manage this situation for company name is – objectively assessing the present value 

propositions of the various products. 

 

2.3.3 OPPORTUNITY 

Opportunities are potential areas where the firm can identify potential for - growth, profits, and 

market share. 

 

 

 

 

 

 

 

 

• Trend of customers migrating to higher end products - It represents great 

opportunity for Jubilant Foodworks, as the firm has strong brand recognition in the 

premium segment, customers have experience with excellent customer services 

provided by Jubilant Foodworks brands in the lower segment. It can be a win-win for 

the company and provides an opportunity to increase the profitability. 

• Local Collaboration - Tie-up with local players can also provide opportunities of 

growth for the Jubilant Foodworks in international markets. The local players have local 
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expertise while Jubilant Foodworks can bring global processes and execution expertise 

on table. 

• Increasing customer base in lower segments - As customers have to migrate from 

un-organized operators in the services industry to licensed players. It will provide 

Jubilant Foodworks an opportunity to penetrate entry level market with a no-frill 

offering. 

• Lower inflation rate - The low inflation rate brings more stability in the market, enable 

credit at lower interest rate to the customers of Jubilant Foodworks. This will increase 

the consumption of Jubilant Foodworks products. 

• Increasing government regulations are making it difficult for un-organized players to 

operate in the Restaurants industry. This can provide Jubilant Foodworks an 

opportunity to increase the customer base. 

• Opportunities in Online Space - Increasing adoption of online services by customers 

will also enable Jubilant Foodworks to provide new offerings to the customers in 

Restaurants industry. 

 

2.3.4 THREATS 

Threats are factors that can be potential dangers to the firm's business models because of 

changes in macro-economic factors and changing consumer perceptions. Threats can be 

managed but not controlled. 

 



 

• Trade Relation between US and China can affect Jubilant Foodworks growth plans 

- This can lead to full scale trade war which can hamper the potential of Jubilant 

Foodworks to expand operations in China. 

• Shortage of skilled human resources - Given the high turnover of employees and 

increasing dependence on innovative solution, company name can face skilled human 

resources challenges in the near future. 

• Changing political environment with US and China trade war, Brexit impacting 

European Union, and overall instability in the Middle East can impact Jubilant 

Foodworks business both in local market and in international market. 

• Growing technological expertise of local players in the export market - One of the 

biggest threats of tie-up with the local players in the export market for Jubilant 

Foodworks is threat of losing IPR. The intellectual property rights framework is not 

very strong in emerging markets especially in China. 

• Commoditization of the product segment - The biggest challenge for Jubilant 

Foodworks and other players in the industry is the increasing commoditization of the 

products in Services industry. 

• Distrust of institutions and increasing threat of legal actions for Jubilant Foodworks 

- As the WTO regulations and laws are difficult to enforce in various markets. Legal 

procedures have become expensive and long drawn process. It can lead to less 
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investment into emerging markets by Jubilant Foodworks thus resulting in slower 

growth. 

 

CHAPTER-3 
 

COMPETITORS ANALYSIS 

 

3.1 COMPETITORS ANALYSIS 

 

When it comes to pizza in India, Domino’s is the clear leader while Pizza Hut may get consider 

as second in the list. After Chinese, Italian or we may say pizza is the second most consumed 

global cuisine in India.  

By 2019, the pizza market in India had grown to more than $1.5 billion and is currently worth 

over INR 1,500 crores and has been growing at a CARG of 26% for past five years. 

Considering particularly QSR industry, both chain and standalone QSR are set to contribute to 

the predicted growth equally, chain QSRs lead the market share with occupancy of ~54.2%. 

 

3.2 LIST OF TOP QSRs in INDIA 

 

 Here is the list of top Quick Service Restaurants companies in India which are sorted out based 

on the market share in India. 

1. DOMINO’S PIZZA  

• Jubilant Foodworks Limited is the master franchisee of Domino’s Pizza in India, 

Bangladesh, Sri Lanka and Nepal with sole executive rights to own and operate. 

• With a large number of stores present all over India, you can enjoy your pizza on 

train too. 

• The brand is largest QSR in India based on the Market segment. 

• Revenue market share: 22%. 

2. McDonald’s  

• Hardcastle Restaurants Private Limited (HRPL) owns and operates McDonald’s 

restaurants across West and South India. 



• In North and East India is franchise is owned by Connaught Plaza Restaurants 

Private Limited (licensee of McDonald's). 

• Revenue market share: 12%. 

 

3. KFC  

• KFC a subsidiary of Yum! Brands, is the world’s most popular chicken restaurant 

chain. 

• Devyani International, the biggest Indian franchise of Yum! Brands, operate KFC 

and Pizza Hut in India. 

• Revenue market share: 11%. 

 

4. SUBWAY 

• It is owned and operated by Doctor’s Associates. 

• The company does not own a single location, but collects revenue from each 

franchise. 

• Revenue market share: 8%. 

 

5. BURGER KING INDIA 

• Burger King India Limited was incorporated as ‘Burger King India Private Limited’ 

in 11 November 2013. 

• Founded in 1954, BURGER KING is the second largest fast food hamburger chain 

in the world. 

• Revenue market share: 4%. 

 



 

 

CHAPTER-4 
 

4.1 CUSTOMER ANALYSIS 

 

• The main target customers segment of Domino’s fast-food franchise in India is between 

the age of 18-40 years. 

• Main target is lower middle class and middle-class income group.  Best of quality with 

reasonable pricing is its motto. 

• The target market for Domino’s digital marketing strategy is the larger portion of people 

who would end up buying a pizza with or without any reason. 

• From a college student who would just order a pizza for a night in with friends, to a 

gym freak who would end up having a pizza as their cheat meal, to a working 

professional who orders Domino’s while working overtime. 

• People between this age group have smart phones and spend hours of their day on social 

apps who also constantly look for discounts and offers which are offered by Domino’s 

India. 

• As of January 2020, Domino’s India has around 234k followers on Instagram, 1.3 

million followers on Twitter, and 62.2k subscribers on YouTube. 

22%

12%

11%
8%4%

43%
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• Health consciousness is definitely affecting the customer psyche as people are looking 

for healthier options such as subway or other which are lesser in calories as compared 

to a complete pizza. 

• Domino’s Pizza in India has chosen MoEngage, an insights-led customer engagement 

platform, as its strategic partner to help the brand optimize the customer experience 

across all customers touchpoint.  

 

**** 

CHAPTER-5:  

EMPLOYEE ENGAGEMENT ACTIVITIES IN QSR INDUSTRY- 

JUBILANT WOODWORKS LIMITED (DOMINO’S) 
 

5.1 WHAT IS EMPLOYEE ENGAGEMENT? 

 

Employee engagement is a human resource (HR) concept that describes the level of enthusiasm 

and dedication a worker feels towards their job. Engaged employees care more about their work 

and about the performance of the company and feel that their efforts make a difference. They 

connect with the company in emotional level too. They often develop an emotional connection 

to their job and company. 

 

5.2 BENEFITS OF EMPLOYEE ENGAGEMENT 

 

• Employee engagement doesn’t just benefit individual employees, it benefits the team. 

This is because engaged employees perform at a higher level. 

• Highly engaged employees are more efficient, and produce higher-quality work. 

Because they’re personally invested in their job, and their performance matters to them. 

• An engaged, satisfied employee who’s committed to their objectives is less likely to 

leave. This leads to higher retention and lower employee turnover. 



• It lowers the absenteeism rate as engaged employees show up, and show up fully. 

Disengaged employees are more likely to miss days, and less likely to be fully present 

when they’re there. 

• For engaged employees with supportive managers, some stress at work is likely easier 

to manage, and could even become a motivator.  

• Engaging your employees will increase your revenue. Aon’s 2013 global engagement 

report shows interesting results. It revealed that every 5%-point increase in engagement 

level leads to a 3 percent increase in revenue. 

• Engaged employees take less leaves, are more attentive and friendly. All the things 

required for building good customer relationships. 

• A major benefit of employee engagement is that they naturally become company 

advocates. They feel a sense of pride in being a part of the organization. Therefore, they 

actively promote the brand. 

 

5.3 TYPES OF EMPLOYEE ENGAGEMENT 

• COGNITIVE ENGAGEMENT-Employees that are cognitively engaged are aware of 

and are involved with the organisation's general plans, as well as what they need to 

get the most out of their work.  People with more experience and passion for their 

occupations are more creative. 

• PHYSICAL ENGAGEMENT- People who have a lot of energy are healthier overall, 

allowing them to give more to the company. A productive and creative workforce is 

healthy and active. This is true not only in areas where workers are subjected to high 

physical demands, such as construction and engineering but also in other labour-

intensive industries, such as education and retail. 

• EMOTIONAL ENGAGEMENT- relates to an employee's sense of belonging and 

trust in the organisation and its members. People who are emotionally invested in 

their professions are more likely to feel good or joyful about it. 

 

https://www.aon.com/attachments/human-capital-consulting/2013_Trends_in_Global_Employee_Engagement_Report.pdf
https://www.aon.com/attachments/human-capital-consulting/2013_Trends_in_Global_Employee_Engagement_Report.pdf


 

 

 

5.4 EMPLOYEE ENGAGEMENT POLICY AND PRACTICE IN DOMINOS 

(JUBILANT WOODWORKS LIMITED) 

 

In Dominos following are some of the major components of employee engagement programs 

that are implemented as revealed from the records and practices observed during the internship. 

On boarding Policy & Practice: 

An employee on-boarding process is the best way to get your employees’ attention as soon as 

they join. Employees get a chance to know the company culture and their colleagues. They 

develop the initial opinions and thoughts about the company. 

Dominos provide them with a smooth on-boarding so that they are enthusiastic to start work. 

They do an orientation session. Also, assign them a mentor to help them around. 

Work-Life Balance 

All work and no play make Jack a dull boy. Making your employees work continuously will 

exhaust them. The issue of employee burnout is real, and you must not overlook it. An 

employees’ work-life balance is as important as your company’s growth. 

Domino’s give the employees flexible working shift options as well as mandate four holidays 

in a month.  

Freedom of Opinions 

Employees who feel free to share their opinions and ideas are more productive. You should 

encourage your employees to express their views more often.  

Domino’s conduct regular video call meeting with GDMs and one to one talk inside the store 

for other workers. 

Decentralize Power Structure 

One of the main drivers of employee engagement is a decentralized power structure. When you 

give some executive powers to your high-performing employees, they feel valued. It fills them 

with a sense of responsibility and makes them accountable. 



Each and every employee of Domino’s is treated as an ambassador for the company. Every 

level of work gets their own responsibilities and power to act as per requirement of the 

situation. 

Involvement in Important Tasks 

Employees feel valued when you involve them in the important courses of action. As a result, 

they work harder for the company's growth. 

When any decision is made of any region of the company each and every GDMs feedback is 

equally consider. GDMs know their store better than any other higher authority. 

Communication 

Open communication between the members of the organization is vital. It helps employees 

open up and discuss ideas or problems they face and builds trust. So, try to maintain continuous 

two-way communication.  

                                        In Domino’s two ways communication is followed and is appreciable. 

Supervisors are always welcome to directly communicate with manager. Organisation have flat 

kind of structure which smoothens the process.  

Recognize and Reward 

Unrecognized contribution hampers both the enthusiasm and passion for working for an 

organization. Even a simple “Thank you” goes a long way while encouraging and motivating 

your employees.  

Each month they conduct competition and award given thereafter such as, GDM of the month, 

employee of the month, Circle HR of month like programmes to appreciate the work of 

employees. 

Diversity and Inclusion 

Diversity in the workplace goes hand in hand with better employee engagement. Gender 

equality, women empowerment, and women's safety are very important. Employees should not 

face discrimination at work, from the first day till the day they leave, be it based on gender, 

region, language, age, or culture. 



In Dominos both male and female worker are there of different background and of different 

age work. All employees are treated at par and no discrimination is done based on gender, 

caste, religion, community etc. 

Coaching for Leadership Roles 

If leaders care, their employees will be engaged. If leaders are disinterested, employees are 

highly likely to be disengaged. 

At regular interval and also during the promotion time the dominos sent their employees to 

other stores for training purpose. Senior managers mentored the freshers and provide them 

support and advices. 

Employee Well-being 

A ‘People First’ Culture- At dominos they celebrate each important occasion together like 

Mother’s Day, Father’s Day. 

Feedback culture 

Prioritizing continuous and frequent feedback help the management to respond and act on 

individual needs. 

 The strategy in Dominos is three-fold-a continuous listening strategy, Performance 

management programs, follow-up/ Recognition programs. On the spot feedback is given to all 

employees as a part of follow up programme. 

 

5.5 DATA ANALYSIS OF EMPLOYEE ENGAGEMENT IN DOMINOS 

 

Employee Engagement Survey 

Samples of 30 employees were surveyed online to obtain their perception on employee 

engagement programs in the organization and their level of satisfaction on the engagement 

culture of Dominos outlets. Also, two rounds of FGD (Focused Group Discussion) with two 

groups of employees. The responses of 27 respondents received have been analysed below. 

Satisfaction questions 



1. How do you feel about work culture in Dominos? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Excellent 0 0 

Good 5 18.5 

Fair 5 18.5 

Poor  10 37.03 

Very Poor 7 25.92 

 

Total- 27 

 

From the data it is clear that majority of the employees (>60%) don’t feel positive about the 

organisational culture. 

 

2. Would you recommend Domino’s to your friends as an employer? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 
3 11.11 

Probably 1 3.7 

Possibly 9 33.33 

Probably not 12 44.44 

Definitely not 2 7.40 

               TOTAL-27 

 

Excellent Good Fair Poor Very Poor



 
  

 

From the above table, it is found that a majority of respondents (approx..52%) said they 

will not recommend their organisation to their friends. 

 

3. Are you satisfied with your current compensation and benefits? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 8 29.62 

Probably 6 22.22 

Possibly 5 18.51 

Probably not 0 0 

Definitely not 8 29.62 

               TOTAL-27 

 

 

Nearly 52% of the respondents are satisfied with the compensation they receive. 

 

Alignment questions 

Definitely Probably Possibly Probably not Definitely not

Definitely Probably Possibly Probably not Definitely not



4. Do others provide you with recognition for your accomplishments at work? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 9 33.33 

Probably 10 37.03 

Possibly 7 25.92 

Probably not 1 3.7 

Definitely not 0 0 

               TOTAL-27 

 

 
 

More than 70% of the respondents said that they get recognised for their contribution 

towards organisation. 

 

 

5. Do you feel your supervisor is interested in your success? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always 2 7.4 

Often  4 14.81 

Sometimes 4 14.81 

Rare 15 55.55 

Never  2 7.4 

               TOTAL-27 

 

Definitely Probably Possibly Probably not Definitely not



 
 

As we can see here, 63% of employees/respondents said their managers are not very 

interested in their career growth. 

 

Future orientation questions 
 

6. Do you see yourself working here in a year? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 3 11.11 

Probably 2 7.40 

Possibly 7 25.92 

Probably not 2 7.40 

Definitely not 8 29.62 

               TOTAL-27 

 

 

As seen in the table above, 26% of the respondents were not sure about their continuing in the 

organisation beyond one year. Similarly, 37% said they would not be working after a year in 

Always Often Sometimes Rare Never

Definitely Probably Possibly Probably not Definitely not



Domino’s. This means most of the current employees want to switch from Domino’s to another 

organisation. 

 

7. Do you see a path for career advancement at Domino’s? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 2 7.40 

Probably 5 18.51 

Possibly 3 11.11 

Probably not 9 33.33 

Definitely not 8 29.62 

               TOTAL-27 

 

 

Nearly 63% of the employees said that they see no such career enhancement path in Domino’s. 

 

8. Have you recently thought about leaving Domino’s? 

 

RESPONSE NO. OF EMPLOYEES PERCENTAGE 

Definitely 4 14.81 

Probably 11 40.74 

Definitely Probably Possibly Probably not Definitely not



Possibly 5 18.51 

Probably not 4 14.81 

Definitely not 3 11.11 

               TOTAL-27 

 

 

       The table shows that 74% of the employees are thinking to leave the Domino’s 

Manager/Supervisor Evaluation 

9. Do you receive constructive feedback from your manager? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always 2 7.40 

Often  4 14.81 

Sometimes 9 33.33 

Rare 7 25.92 

Never  5 18.51 

               TOTAL-27 

 

Definitely Probably Possibly Probably not Definitely not



 
 

From the above table, we find 33% of employees receive feedback from the manager, 

“sometimes” and another 44% do not receive any feedback. 

 

 

10. Does your supervisor recognize your efforts when you perform well? 

  

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always 3 11.11 

Often  4 14.81 

Sometimes 4 14.81 

Rare 7 25.92 

Never  9 33.33 

               TOTAL-27 

 

 
 As shown in the above table, nearly 60% of the respondent raise concern regarding 

ignorance of their effort by supervisors in the organisation. 

 

 

11. Do you feel the employee performance evaluation process is fair? 

 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always Often Sometimes Rare Never

Always Often Sometimes Rare



Always 1 3.70 

Often  5 18.51 

Sometimes 6 22.22 

Rare 8 29.62 

Never  7 25.92 

               TOTAL-27 

 
 

A majority of nearly 56% of employees said the performance evaluation process is 

unfair which makes them feel a sense of dissatisfaction. 

 

Teamwork 

12. Does your team participate and encourage you to complete your tasks? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always 5 18.51 

Often  10 37.03 

Sometimes 5 18.51 

Rare 4 14.81 

Never  3 11.11 

               TOTAL-27 

 

Always Often Sometimes Rare Never



 
 

 

From the above table, it is clearly visible that 56% employees says that there is a great 

team spirit among employees in the organisation. 

 

13. Do your team members contribute to your success? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always 9 33.33 

Often  5 18.51 

Sometimes 4 14.81 

Rare 5 18.51 

Never  4 14.81 

               TOTAL-27 

 

 

The team environment here is appreciable. 52% of respondents speak about this which can be 

clearly seen from the above data. 

14. Are your team members receptive to your suggestions? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Always Often Sometimes Rare Never

Always Often Sometimes Rare Never



Always 2 7.40 

Often  5 18.51 

Sometimes 10 37.03 

Rare 7 25.92 

Never  3 11.11 

                TOTAL-27 

 

 
 

As given in the table what I found in that around 63% said that team member are very 

supportive. Team not only supports each other also help each other to grow. 

 
Work-Life Balance 

 

15. Do you feel your organization supports a healthy work-life balance? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Excellent 3 11.11 

Good 1 3.70 

Fair 5 18.51 

Poor 11 40.74 

Very Poor 7 25.92 

               TOTAL-27 

 

Always Often Sometimes Rare Never



 
 

As the pictorial representation shows, more than 65% of the employees feel that their 

works life balance in not in good state. 

 

16. Do you feel the amount of work allotted to you is reasonable? 

RESPONSE NO. OF RESPONDENT PERCENTAGE 

Definitely 4 14.81 

Probably 3 11.11 

Possibly 2 7.40 

Probably not 10 37.03 

Definitely not 8 29.62 

               TOTAL-27 

 

 
 

From the above data, 67% of the employees feels they are in stress due to workload. 

 

Excellent Good Fair Poor Very Poor

Definitely Probably Possibly

Probably not Definitely not



CHAPTER-6:  

FINDINGS, SUGGESTIONS AND CONCLUSION 
 

6.1FINDINGS 

❖ Apart from study of employee engagement activities, I was also assigned with the 

work for recruitment and selection, onboarding. During the recruitment process what I 

found is that few most amazing talents goes into some other organization due to long 

gap between the interview rounds. 

❖ Even after practicing some employee engagement activities, majority of employees 

are not feeling happy and satisfied working in Dominos.  

❖ There’s a great team work and team spirit among the employees. They support each 

other, they help each other.  

❖ Due to high amount of workload, employees feel more stressed at work which lead to 

frustration among them. 

❖ During selection, two talents didn’t get into organization only because of gap in their 

career. This one was eye-opener for me.   

❖ As per survey, the performance evaluation process is unfair, very few of them faced 

ignored during the appraisal time. This was one of the reasons why there is high 

turnover in organization. 

6.2 SUGGESTION 

 

1. NEED TO CHANGE THE MONTHLY LEAVE POLICIES 

On the basis of primary and secondary data, what I found is that employees are not okay 

with the four-day monthly leave policy of the company. As to them, many times they 

don’t get leave when they need it urgently and when they don’t need few higher 

authorities ask them to take leave so to maintain the data. 



 

2. FOCUS ON EMPLOYEE RETENTION 

In few stores, like Bhilai and Raipur, due to the over pressure, miscommunication some 

employee left their job. As they face difficulties to connect with the store manager and 

make them understand their problem, the store head didn’t reciprocate in a good way. 

 

3. REDUCING TIME GAPS BETWEEN ROUNDS OF INTERVIEW 

As recruitment and on-boarding too was my part of work, I saw 2 out of 10 selected 

candidates for GDMs profile get into some other organisation as final round of 

interview takes a bit longer duration. 

Likewise, delay in offer letter generation makes 6 in-store workers to move for another 

organisation. This needs to be reduced for better workforce. 

4. UNFAIR EVALUATION. 

From discussion and survey, employees have raised concern regarding unfair way of 

performance evaluation inside the organisation. This has been becoming an obstacle in 

their career growth inside organisation. Also, this becomes a problem during the 

appraisal time. 

 

6.3 CONCLUSION 

 

Employee engagement activities play a very vital role an organisation. But only these 

activities can’t help in making people engaged. There are several other factors which affect 

the engagement. From my study, the most important factor is workload. Higher workload 

makes employee feel exhaust and affect their work-life balance. Employees said they get very 

less time with their family and this make them and their families sad and frustrated about it. 

Even after good compensation and benefits is being provided by the organisation, the 

employees are not motivated enough to be involved. Rude behaviour by very few store head 

inside store makes them think to leave the organisation. 



It is correctly said that ‘money can’t buy happiness’. Even after getting good compensation, 

amazing incentives facilities, employees are demotivated. They seek for their peace of mind. 

They seek for the proper recognition of their work. In QSRs and other industry in hospitality 

sector, people don’t get leave during festive time they miss this opportunity to live this happy 

and unique moment with their family. So, they need to compensate this by spending more 

time with family other days. But due to workload this get hampered.  

So, organisation should understand this and do the needful, then only their employees will be 

happily engaged and in right sense.  
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Questionnaire for Employee Engagement Survey 

Please furnish the data requested in the questionnaire on employee engagement practices in 

your organization. The respondent’s identity will not be revealed anywhere, and the 

information furnished will only be used for academic purpose. 

Satisfaction questions 

• How do you feel about work culture in Dominos? 

o Excellent 

o Good 

o Fair 

o Poor 

o Very Poor 

 

• Would you recommend Domino’s to your friends as an employer? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Do you feel excited about coming to work? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Are you satisfied with your current compensation and benefits? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Do you enjoy working with your team? 

o Definitely 



o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

Alignment questions 

• Do others provide you with recognition for your accomplishments at work? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Do you feel like your supervisor is interested in your success? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• Does [organization]’s culture foster a comfortable, supportive work environment? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

Future orientation questions 

• Do you see yourself working here in a year? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Does your work challenge you and aid your development? 

o Definitely 



o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

 

• Do you see a path for career advancement at [organization]? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

• Have you recently thought about leaving [organization]? 

o Definitely 

o Probably 

o Possibly 

o Probably Not 

o Definitely Not 

• Has anyone at the company asked about and expressed support for your career goals? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

Manager/Supervisor Evaluation 

• Do you receive constructive feedback from your manager? 

 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• Does your supervisor recognize your efforts when you perform well? 

 

o Always 

o Often 



o Sometimes 

o Rarely 

o Never 

 

• Do you feel the employee evaluation process is fair? 

 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

 

Teamwork 

• Does your team participate and encourage you to complete your tasks? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• Do your team members contribute to your success? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• Are your team members receptive to your suggestions? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

Work-Life Balance 



• Do you feel your organization supports a healthy work-life balance? 

o Excellent 

o Good 

o Fair 

o Poor 

o Very Poor 

 

• Do you feel the amount of work allotted to you is reasonable? 

o Excellent 

o Good 

o Fair 

o Poor 

o Very Poor 

 

• Do you feel your work causes unwanted tensions in your personal life? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• Are you able to give your family a fair amount of time? 

o Always 

o Often 

o Sometimes 

o Rarely 

o Never 

 

• On a scale 1 to 5 on an ascending order, how would you rate your satisfaction working 

for your organization: 1- least satisfied, 5- highly satisfied? 

o 1 

o 2 

o 3 

o 4 

o 5 

 

 



 

 

 

 

 

 

 


