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Executive Summary

This report will briefly discuss the Hotel Hilton London Town Bridge. It will identify Flexibility as a way to engage employees and help them do their best performance. It will show also examples of the good and poor practice of flexible working in the Hilton Hotels. This report will identify the key stakeholders of hotels and it will describe their influence on and interest in hotels and particularly in employment engagement. It will provide a conclusion and offer suggestions to stakeholders to help develop a workforce with skills and attitude for lifelong employment. This report will also evaluate and briefly describe the advantages of primary research methods.
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1.0 Terms of Reference


Report Requested by: The General Manager of Hilton Hotel London Tower Bridge.
Date Requested: 6th June 2018.
Purpose of Report: To undertake an investigation on Employment Engagement.
Who Compiled the Report: Ruthermassy Neto, HR Adviser.
Brief Outline of Problems: The report will discuss flexibility working, its poor and good practice.
Date of Submission: 6th June 2018.






















2.0 Procedure

2.1 Textbooks
2.2 Websites
2.3 Journals
























3.0 Findings

3.1 Hotel Hilton London Tower Bridge
 
Situated on South side of the Thames, between Tower Bridge and London Bridge Hotel Hilton London Tower Bridge is a major landmark within London map.  The hotel has one of the best sightseeing locations and it is near London’s top tourist attractions like the Shard, Shakespeare’s Globe, trendy Borough Market, Tate Modern, and HMS Belfast. The hotel also has a stylish bar, The TwoRuba Bar, and a restaurant of a famous celebrity, Chef Jamie’s Italian Restaurant. It complies 246 rooms including Guest Rooms, Suites and Executive Rooms, refurbished in April 2017. The hotel has accessible rooms with accessible bathrooms and allows service animals. For business meetings it has eight flexible rooms and two suits for 2400 delegates. It has also a fitness room and a pool for leisure guests. The Hilton group has The Hilton Honor Members where guests can stay in any of the Hilton Hotels and get the best prices, have free Wi-Fi, accumulate points and earn free nights they can also use an App called Hilton Honors where they can do check-ins, choose rooms, order anything in advance and use the phone to unlock the door. The hotel won the TripAdvisor 2018 Certificate of Excellence Award.
The Hilton group has over 500,000 employees that deal directly with the guests.  According to the CEO, Christopher Nassetta, each team member has to be involved in the company, understand why the company exists and have a common vison, mission, values and key strategic priorities. Communicating with a large group of people brings challenges but with discipline, focus on multiple forms of communications and consistency it is possible to overcame the challenge. At Hilton everything start with recruitment, the aim is to recruit great talent, motivate by shared values and purpose, give engaging work and make sure to give feedback and recognition along the work journey. The purpose is to be the most hospitable company in the word by spreading light and warmth. That’s the purpose that all teams rally and all the team leaders are spokespeople for. The company works hard to create programs and initiatives, and an environment where team members feel great about the company and about working for the company. It offers benefits like parental leave, time off and advance scheduling. The Team Member Appreciation Week helps everyone feel appreciated and its part of the engaging work culture. It also do a lot to develop leaders and managers, once a year there is a Formal Global Team Member Survey in which they receive feedback so they can be better leaders. 





3.2 Flexibility
Work organisations are concerned to design jobs and working patterns that meet both employer and employee needs of flexibility, that will strongly affect the organisational performance. (Torrington et al., 2009) Flexible working describes a type of working arrangements which gives some degree of flexibility on how long, where, when and at what times employees work. Atkinson  described how firms may devolop flexibility in their approach to employment by creating a model with forms of flexibility  including numerical, temporal and functional. Numerical flexibility allows organisations to respond quickly in terms of the amount of people employed. In that case people have various contracts to ensure that fluctuations in the demand for employees are matched with the appropriate supply of labour. (Heery and Noon, 2017) Common forms of numerical flexibility are: part-time working, temporary/fixed-term contracts, and subcontracting. That enables the organisation to reduce and expand workforce faster and cheaper. Temporal flexibility is the variation in the numbers of the hours worked and timing of the work. This type of flexibility includes: flexitime, overtime, shift working, zero-hours contracts, compressed working week, seasonal-hours contracts and annual-hours contracts. Functional flexibility is the policy of training employees to increase their skills and abilities so they can undertake more tasks. That means that within a work area employees can vary the tasks to meet the business needs. 















3.3 Good Practice
Hilton Hotels has been a strong supporter of work flexibility by offering part-time, full-time, flexible schedule, freelance, temporary and telecommuting job opportunities in diverse fields. Recently Hilton developed a flexible work-at-home program called Hilton@Home where individuals work from their own home.  Applicants come from stay-at-home parents, dual career professionals, retirees, students, primary caregivers or special needs individuals. Hilton@Home includes customizable work schedules, advanced technology, training courses for new employed and for existing team members, chat rooms, social activities and environmentally friendly advantages by reducing carbon and energy consumption in contact centres.




















3.4 Poor Practice
Certain types of employment involve working patterns that are not flexible like shift working. (Houston and Waumsley, 2003) Shift working have been seen a barrier to the implementation of flexible working because they are predicted, fixed and hard to change. Another important thing is that flexible work could mean the end of overtime. Most of employees see that as a negative thing because they rely on overtime to provide extra income. The Hilton Hotel had an overtime pay lawsuit for often require employees to work long hours and extend their workday beyond their regular shift, in addition to that employees did not receive overtime pay. 



















3.5 Key Stakeholders
According to Freeman there’s two definitions for stakeholders. The first is any individual or group that maintain a stake in an organisation, a claim, a right or an interest. The second, stakeholders are those who can affect or be affected by a firm.  Stakeholders can be categorized as primary and secondary and internal and external.
Primary stakeholders are those parties, individual or group that participates in the management of the company, they can influence and can be influenced by the success or failure of the organisation.  Secondary stakeholders represent outside parties, which affect or get affected by the business activities. 
This report will focus on three stakeholders: 
 - Costumers
 - Employees
 - Enviroment

Costumers:
Small changes in customer retention rates can lead to dramatic increases in profits, so businesses must create and retain costumers if they want to be successful. (Carroll and Buchholtz, 2008) Costumers want fair value for money spent, a product that will meet reasonable expectations, full disclosure of the product’s or service’s specifications, a product or service that has been truthfully advertised, and a product that is safe and has been subjected to appropriate product safety testing. For that, organisations need engaged employees that can influence the buying behaviours of customers. Organizations with engaged employees have customers who use the company’s products and services more often and with higher satisfaction.

Employee:
The development of employee stakeholder rights has been connected to social changes because the workforce of today is more mobile, less loyal, and more diverse. (Carroll and Buchholtz, 2008) Employees are seeking competitive pay, benefits and opportunities for professional growth. They want employers who provide them with opportunities, recognize their accomplishments, and communicate openly and honestly. To that end employers employers have instituted a wide range of training programs and benefits. Also, because employees are so important as stakeholders, employers adopt an engagement culture and make them the centre of the organisation’s focus by involving employees in managing and engaging external stakeholders. (Winkler et al., 2018)

Enviroment:
The enviroment can be affected by the company’s activities and through things like climate change it can affect the company. Enviromentalism is profitable, companies can make money not only by increasing efficiency but also by inventing entirely new businesses. (Carroll and Buchholtz, 2008) Enaging employees to be more sustainable can lead to a more motivated, productive, and dynamic workforce, one that understands the importance and value of good business ethics and corporate responsibility. 



3.6 Evaluate and describe primary research
Primary research can be defined as techniques of original data collection or research direct from the target respondents.  It includes qualitative and quantitative research and can include surveys, focus groups, questionnaires and interviews.
Primará research allows the gathering of information directly from the current or potential costumer base, that will help to improve current products or services, it could bring up what potential exists for new products or services in the market being target. It also joins important information about costumer opinions, experiences, and preferences. That information could answer essential questions of the research. Primary research enables the researcher to craft the research process so that it could go around and answer specific questions in the way that would be beneficial to the decision making process about a product, market, or costumer base. For this proposal, the researcher would use three types of primary research, focus groups, interviews and surveys because it would be the most beneficial and would give the researcher original information to investigate.
Focus Groups:
A focus group consists in a small group usually with six to twelve participants that get together to discuss topics managed by a mediator.  The participants are normally potencial costumers and they give feedback and opinions on a specific product, servisse or issue.  In the meeting, the group will engage in a targeted discussion that can give general consumer and market insight in a relatively short time. 

Interviews:
One of the most important techniques of gathering both qualitative and quantitative information is by asking questions. (Elliot et al., 2016) Interview questions are normally determined in advance and may be part of the initial research design or may be developed during the research. When conducting quantitative research, interviews need to be structured. An interview schedule is designed so that the same questions can be asked to each interviewee in the same order. 

Surveys:
Surveys allows to reach a larger number of consumers than a focus group would, without the time required to perform individual interviews. There are several ways to perform surveys, from web based and email to mailing lists and in-person.  A population survey may be conducted by face-to-face inquiry, self-completed questionnaires, telephone, postal service, via the internet or other ways.  Surveys tend to represent a more financially effective option for gathering primary research. 







4.0 Conclusions

After conducting this study, it is clear that, the Hilton Hotel has been very determined to engage employee, it is part of the hotels culture. Hilton Hotels makes a big effort to put the employee needs first by providing work/life balance, a good environment at work, benefits and training programs to help them improve their performance. By doing that, the Hilton Hotel develop a good relationship and loyal employees. The company is worried about developing good leaders, so they help them to be even better in the future by providing Leadership programs. The Hilton Hotels are big promoters of flexible working and even have positions that allows the employees to work from home. The researcher focused on Costumers, Employees and the Environment as a shareholder, those shareholders when combined with employee engagement they create a very strong and stable company. The report finishes by showing how primary research would be helpful to find new information and conduct this study. The researcher chooses focus groups, interviews and surveys, three very beneficial ways to do the research because they give qualitative and quantitative information that would help the research.



















5.0 Recommendations

Besides doing a good job with employee engagement and flexible work, there are some aspects that the Hilton Hotel can improve. The company needs to make sure overtime working is paid. If they choose to keep having shifts, they will always have the issue to change shifts if the hotel operation’s needs. Shift working and flexible work don’t always go together. They could solve this problem by giving every employee flexible working, so when operations ask for more hours they could just add the hours to the schedule instead of paying overtime. (Houston and Waumsley, 2003) Companies should invest in engage employees and shareholders because that make the company more profitable, effective and it empower the achievement of goals by creating loyal employees and customers. (Carroll and Buchholtz, 2008) Stakeholders should benift from everything the company provides, and should work with the company to obtain the best results.
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