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[bookmark: _Toc67644938]Introduction 
Employee management and training have become an important aspect of organizational operations in modern times. Some aspects of employee management that the leadership needs to put into consideration include recruitment, training, development, and retaining. This is driven by the changing organizational needs exacerbated by the internal and external environments. Also, the changing market needs, driven by such factors as globalization, have seen the need for organizations to continuously seek to improve employee hands-on experience in keeping up with industry demands (Nda & Fard, 2013). The hotel industry is one of the most dynamic, requiring constant employee training and development in meeting the ever-changing customer needs and expectations. In developing a competent and talented workforce, employee engagement is critical in aligning their career goals to organizational needs. This research proposal focuses on the importance of employee engagement in developing a talented workforce at Hilton hotels with a focus on the training needs within the front office and customer service departments.
[bookmark: _Toc67644939]Organizational Background  
Founded in 1919, Hilton remains to be one of the leading international chains of hotels in the modern world (Chen, et al., 2011). The company provides a perfect example of companies that have endured the test of times to adapt to changing market dynamics and remain a leader in the hospitality industry. This can be attributed to, among other things, the continuous market research and analysis in providing a background overview of the changing market needs (Bharwani & Butt, 2012). This has enabled the company to keep up with competition while continuously meeting customer expectations which is critical in meeting organizational goals and objectives.
The running of the company has, however, not been without challenges, especially when it comes to human resource management. Hilton Hotels has had to deal with internal issues that have led to, among other issues, employee turnover, which affects the overall performance of the organization (Chen, et al., 2011).This is exacerbated by external forces such as competition that has seen existing and upcoming institutions increase market rivalry. Customer service and front office departments are the most affected requiring the human resource management to come up with strategies that will ensure talent retention in ensuring consistency and maintaining the competitive edge that the company has over other market leaders in the industry (Bharwani & Butt, 2012)
[bookmark: _Toc67644940]The Work Engagement Theory 
Organizational performance prompts the management to look into areas of improvement to assist with continuously meeting organizational goals and objectives. Employees play an important role in helping with the realization of organizational goals and objectives; hence their morale and skill levels should be checked often (Johnson, et al., 2018). This requires that the human resource department puts measures in place to appraise employee performance and organize training sessions to sharpen their skills based on the current market needs. Such plans should not, however, take place without the input of the employees, who are the key players in the overall performance of the organization (Joo, et al., 2016)
Employee engagement in the performance appraisal is essential in ensuring that both the management and the employees understand each other in the smooth running of the organization. The self-determination theory or the theory of work engagement has been used in providing a rationale for employee engagement in organizational affairs (Osborne & Hammoud, 2017)The theory of work engagement argues that engaging employees creates a sense of satisfaction that comes in handy in improving their morale and dedication to the organization. According to Osborne and Hammoud (2017) engaged employees are set to feel more involved in the operations of the organization, which is critical in making them feel indebted to providing their best services to the company. Company leadership should therefore endeavor to create a strong relationship between them and the employees in ensuring optimal performance and consequently improved organizational performance.
Employee engagement also ensures the absorption of the employees into the affairs of the organization, which in turn creates an attachment (Eldor, 2016).Once employees are attached to the organization, they lose interest in external forces that could prompt their exit. Such employees feel appreciated and are open to new ideas introduced by the management (Johnson, et al., 2018). In addition, they get the opportunity to air their views which further strengthens their attachment to the organization. Failure to involve employees in the decision-making process could therefore be detrimental to the realization of organizational goals and objectives.
[bookmark: _Toc67644941]Training Needs Analysis
[bookmark: _Toc67644942]Problem Statement 
Training needs analysis seeks to identify areas of improvement that the organization should continuously work on in ensuring the realization of organizational goals and objectives. The hospitality industry is one of the most dynamic and is affected by both internal and external forces that require continuous assessment in optimizing performance (Arafah, 2019).The front office and customer service departments are the most crucial in the operations of institutions in the hospitality industry and determine the contentment or lack thereof of the customer (Chen, 2017). It is therefore imperative for organizations in the industry to continuously seek ways of service improvement through employee training and sensitization.
The quality of service is dependent on employee commitment to their area of jurisdiction (Torres, et al., 2017). The current training and needs analysis has been informed by increased employee purported dissatisfaction coupled with dwindling return customers, which has affected revenue generation. Employee dissatisfaction affects the consistency in service delivery in addition to reducing customer approval rates affecting the overall performance of the company (Legrand, et al., 2016). Further, it disrupts company operations as employees may be forced to work under pressure in trying to fill in the shifts left open by the leaving employees.
[bookmark: _Toc67644943]Design of Needs Analysis 
In order to understand the root course of the problem, there shall be the need to carry out an investigation seeking to unearth the underlying problems leading to the current challenges (McGoldric & Tobey, 2016). Employees are at the center of the current predicament, which requires their direct involvement when seeking solutions to the problem. Surveys shall, in this case, be the best approach to collecting data that shall be used to come up with a proper training program. The areas of inquiry to be assessed through the survey shall include;
[bookmark: _Toc67644944]Performance Analysis 
A performance analysis is set to determine the cause of the deficiency in the expected employee output in relation to organizational expectations. As a global institution, Hilton should provide services surpassing the five-star standards of operations within the hospitality industry. It is important for the management to understand the issues faced by the employees leading to their reduced performance that cause the current reduction in the overall organizational performance (Aftabuzzaman, 2017). The changing nature of the hospitality industry, including customer expectations, could be a course for the reduced performance leading to the need for employees to have a training session to keep up with the current market needs. This could include assessing the current skill and knowledge deficiency with regards to the new dynamics in the industry requiring a refresher course for employees in the front office and customer service departments.
[bookmark: _Toc67644945]Task Analysis 
Task analysis refers to the specific job description for persons in specific departments. Operations within organizations in the hospitality industry require that individuals in the specific departments are equipped with specific skills to accomplish their tasks. The front office and customer service departments require great interpersonal and communication skills in dealing with customers from various cultural and social backgrounds. However, with low motivation, it becomes difficult for employees to produce their optimum output hence not meeting customer and organizational expectations. This, in turn, affects the overall performance of the organization affecting the projected performance of the organization.
[bookmark: _Toc67644946]Team Analysis 
Teamwork and collaboration are integral in meeting organizational goals and objectives. This is affected by the kind of relationship existing between the employees and the management (Bavik, 2016). In addition, the employee-employee relationship may affect the general performance of the organization as poor relationships discourage the spirit of teamwork and collaboration (Boella & Goss-Turner, 2019). The inquiry shall therefore focus on the issues affecting employees and how they could be addressed in enhancing teamwork. The development of the training program shall therefore focus on enhancing internal relations by including a teambuilding exercise that shall enhance the relationship between employees and consequently their performance moving forward.
[bookmark: _Toc67644947]Feasibility Analysis 
Based on the findings from the inquiry, the management shall determine the need for or lack thereof of a training program. This is as the top leadership needs to approve the training program that could require a substantial amount of money to implement. The human resource department that is tasked with training and development shall have to convince the top leadership on the need for the program and how it is going to impact the performance of the organization. The benefits to be accrued from the training program need to outdo the costs incurred from the current deficiencies hence the need for a feasibility analysis.
[bookmark: _Toc67644948]Program Implementation 
Planning and implementation of the training program shall be tasked to the human resource department (Boella & Goss-Turner, 2019). The budget for the program needs to be approved by the finance department tasked with the running of the financial affairs. However, there shall be the need to come up with an elaborate schedule to avoid disruption of the operations within the organization. Training programs usually take place during workdays that could disrupt the shift hours for personnel. The human resource department shall therefore be required to consider the shift hours for employees in the front office and customer service departments to avoid disruptions of their work schedules.
[bookmark: _Toc67644949]Benefits of Retaining Engaged and Talented Employees
The modern business environment seeks to put more emphasis on retaining employees as a long-term growth and success strategy for organizations. In most cases, employees are nurtured from their early years of entry into the job market and grow with the organization rising through the ranks (Pandita & Ray, 2018). This is beneficial to both the employee and the organization as it creates a lasting relationship with no possibility of detachment. Some of the benefits to be accrued from retaining engaged and talented employees include;
[bookmark: _Toc67644950]Cost benefits
Recruitment is one of the tasks that significantly increase the cost of running the business. This is exacerbated by cases of employee turnover leading to the need for recruiting new employees regularly. The recruitment and employment process could be expensive as it calls for a lengthy process from advertisement to interviewing and training of new employees (Noe & Kodwani, 2018). This leads to expenses in terms of cash and time required to carry out the whole process. In other instances, the organization may be forced to outsource recruiting services that come at a fee, further increasing the cost of doing business. Retaining employees, therefore, goes a long way in cutting the costs of doing business.  


[bookmark: _Toc67644951]Company Culture
According to Morgan (2017) employee turnover has been attributed to the disruption of company culture. Lasting employees have an understanding of the company operations and maintain the same culture, which is an incentive to the organization. Customers the same experience, which sets the platform for enhanced customer loyalty (Torres, et al., 2017). Often, return customers are a result of the quality of service they receive from employees. Once there is a high employee turnover rate, customer experience may be disrupted, which reduces the chances of a return visit.
[bookmark: _Toc67644952]Consistency 
Consistency is one of the qualities that customers look for in the service industry. Experienced employees have an understanding of both the customer and organizational expectations; hence they endeavor to provide services that are consistent with both the organizational and customer expectations (Herbert, 2016). This sets the stage for a long-term business relationship between the organization and the customers. New employees need to acquaint themselves with the norms of the company, which may take time before they are fully oriented to the system. Such disruptions could be detrimental as customer experience changes every time there is a new employee.
[bookmark: _Toc67644953]Conclusion 
Dynamics in the hospitality industry requires constant review of employee performance in aligning their skills to the current market needs. Hilton chains of hotels and a global leader in the industry are faced with the challenge of dwindling revenues owing to challenges in the front office and customer service industries. Employee training and engagement have been proposed in ensuring that the organization keeps up with the current trends in the market in addition to maintaining its competitive position. As it is with the work engagement theory, employees involved in the running of the organization feel appreciated and therefore offer optimal services to the industry. Continuous training also sharpens the employee’s skills enabling them to keep up with the current market needs and customer expectations. Also, retaining employees has been attributed to the long-term success of companies as it promotes customer loyalty while maintaining the company culture.
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