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Human Resources Management (HRM) in large hotels has typically been limited to recruiting and compensation. However, this perspective hardly touches upon the extensive and diverse impact of HRM on the hotel business. Within the busy hallways of luxurious hotels, where ensuring client contentment is crucial, the responsibilities of Human Resource Management go beyond only recruitment and payroll administration.

This essay argues that in a major hotel, especially one of the world's largest, the scope of Human Resource Management goes beyond just recruitment and salary to include a wide array of tasks. HRM is crucial for strategic management, employee engagement, development, and improving visitor experiences, serving as a foundation for operational excellence and competitive advantage.

This essay will examine the changing role of HRM in the hotel business, using a case study of the JW Marriott Marquis Hotel Dubai. The study will explore the historical development of HRM, its strategic functions, and the wide range of duties it involves, emphasising the crucial role HRM plays in influencing the success of large hotels.


The evolution of Human Resource Management in the hotel industry has shifted from basic personnel management to being a strategic partner in company operations. Originally, HRM's function was limited to administrative duties, such as recruiting employees and overseeing payment. As the hospitality sector changed, so did the function of Human Resource Management (HRM), which grew to include strategic planning, talent development, and fostering a healthy workplace culture (Gannon et al., 2015).

The hotel sector has been transformed by worldwide trends, technological progress, and changing visitor demands. These changes need HRM to adopt a more dynamic and proactive strategy. Currently, HR specialists in hotels play a strategic role in decision-making processes that have a direct impact on the hotel's success, rather than only doing administrative tasks (Riz, 2023). They are responsible for managing a diverse workforce, incorporating technology into HR procedures, and maintaining the hotel's competitiveness in a dynamic sector. This change demonstrates a more comprehensive recognition of the vital function HRM serves in adjusting to and taking advantage of evolving business landscapes.

The significance of Human Resources Management (HRM) techniques in the hotel sector is crucial due to its direct influence on operational efficiency, customer satisfaction, and competitive advantage. HRM plays a crucial role in attracting, developing, and maintaining a staff capable of delivering high-quality service in industries where service excellence and guest experience are essential.

Effective HRM processes guarantee the hiring of experienced and motivated personnel who are crucial for providing outstanding guest service. Hotels can create a staff that enhances the visitor experience by utilising thorough recruitment tactics that prioritise talents and cultural compatibility (Robert Walters, 2017). Competitive remuneration and perks are essential for attracting top people and decreasing turnover in the hospitality industry.

Aside from recruiting and salary, HRM plays a crucial role in training and development to uphold service standards and adjust to changing consumer expectations. Providing ongoing learning opportunities allows employees to improve their abilities and advance in their careers, leading to a motivated and committed workforce (Chellappa, 2023). Adapting skills are crucial in the hotel sector due to changing technologies and visitor preferences.

Case Study: Selected Hotel

Choosing a hotel

This investigation will concentrate on Marriott International, specifically its prominent property, the JW Marriott Marquis Hotel Dubai, known as one of the world's largest and most distinguished hotels. The JW Marriott Marquis Hotel Dubai is well-known for its immense size, with more than 1,600 rooms, and its key location in the luxury market segment. The hotel is an outstanding example because of its dedication to excellence, innovation, and strategic goals focused on providing exceptional guest experiences and promoting sustainable business growth (JW Marriott, 2022).

The JW Marriott Marquis Hotel Dubai aims to uphold a top position in the luxury hospitality industry, enhance guest experiences through innovation, and promote a culture of excellence among its employees (Muhammad and Qadri, 2016). The objectives are backed by a thorough HRM strategy that focuses on talent management, employee engagement, and connecting employee goals with the hotel's long-term strategic objectives.

Implementation of HRM Practices

The JW Marriott Marquis Hotel Dubai utilises unique recruitment tactics to acquire top talent in the hospitality sector. The hotel utilises social media platforms, hospitality employment fairs, and internship programmes with top hospitality institutions globally to find eligible individuals, acknowledging the significance of a diverse and talented workforce (Webdeveloper, 2021). The hotel utilises an online talent community to maintain the interest and awareness of potential candidates on future job possibilities, guaranteeing a steady flow of suitable applicants.

The JW Marriott Marquis Hotel Dubai has adopted many employee engagement programmes to inspire and retain its personnel, recognising the importance of employee satisfaction for visitor satisfaction. The programmes provide ongoing learning and development opportunities, like Marriott International's "Leadership Development Programme," allowing employees to improve their abilities and progress in their careers within the organisation (Leppla, 2016). The hotel performs periodic employee satisfaction surveys to collect input and pinpoint areas for enhancement, guaranteeing that the personnel stays motivated and dedicated to the hotel's success.

Compensation models that are in line with performance and strategic objectives: The compensation policy at the JW Marriott Marquis Hotel Dubai aims to reward performance and synchronise workers' efforts with the hotel's strategic goals. The hotel utilises a performance-based compensation system that incorporates bonuses, incentives, and recognition initiatives linked to individual and team accomplishments. This method guarantees that staff are recognised for their efforts in the hotel's achievements, fostering a culture of high performance (Washington, 2022). The hotel provides competitive benefits packages such as health insurance, retirement plans, and employee discounts, making it an appealing employer in the hospitality business.

The hotel's HRM strategy emphasises talent development and succession planning. The JW Marriott Marquis Hotel Dubai prioritises investing in training and development programmes to equip workers with the necessary skills and knowledge to succeed in their positions (Hotel Management, 2010). Access is provided to Marriott's worldwide learning platform, offering courses on leadership, customer service, and technical skills (Kichuk, 2017). The hotel implements a systematic succession planning approach to recognise and train high-potential staff for upcoming leadership positions, guaranteeing the hotel's long-term success.

Apart from recruitment and compensation

Human Resources Management (HRM) in large hotels involves a wide range of duties that go beyond the usual areas of hiring and pay. It plays a vital role in shaping the work environment, boosting employee engagement, facilitating continuous learning and development, successfully managing performance, and advocating for diversity and inclusion (Bonifacio, 2024). These regions together enhance a favourable organisational culture, boost employee morale, and ultimately lead to the hotel's success.

Employee Engagement and Retention

Human Resource Management is crucial in establishing a favourable and inspiring workplace atmosphere that promotes employee involvement and minimises turnover. Committed personnel who are engaged play a crucial role in delivering high-quality service to visitors in the hotel business. HRM efforts like recognition programmes, feedback mechanisms, and opportunities for career advancement are essential for maintaining employee engagement (Zhenjing et al., 2022). Implementing regular employee appreciation programmes can greatly enhance morale and motivation, resulting in increased retention rates. Establishing transparent communication channels for staff to express their problems and ideas promotes a feeling of inclusion and dedication to the property.

Education and Growth

Ongoing education and training initiatives are crucial for staying ahead in the hospitality sector. HRM is in charge of recognising skill deficiencies and creating training programmes that address both the hotel's current operating requirements and workers' long-term career growth (Uyen, 2021). Possibilities include granting entry to internet-based educational platforms, arranging seminars on current trends in hospitality, and implementing leadership training initiatives for promising staff members. Investing in the growth and development of its people allows a hotel to maintain excellent service quality, respond to industry changes, and cultivate future leaders (EHL Insights, 2023).

Performance Evaluation

Efficient performance management is essential for synchronising staff endeavours with the hotel's strategic goals. HRM creates and executes performance management systems that involve establishing explicit performance standards, conducting routine performance assessments, and providing feedback sessions (Clear Review, 2020). These methods aid in recognising top achievers, dealing with performance problems, and guaranteeing that personnel are engaged in tasks that directly impact the hotel's achievements (Gifford, 2024). Furthermore, integrating performance indicators that are in line with strategic objectives guarantees that staff are striving towards shared goals, hence improving overall organisational performance.

Variety and Incorporation

HRM has a crucial role in promoting diversity, equality, and inclusion (DEI) in the workforce. An inclusive work atmosphere fosters the exchange of diverse viewpoints and ideas, resulting in innovative solutions and enhanced guest experiences (Horwood, 2023). The HRM department is responsible for creating and executing DEI policies, providing sensitivity training, and guaranteeing fair recruitment processes. Hotels may expand their talent pool, enhance employee happiness, and appeal to a varied customer base by promoting an inclusive culture (CIPD, 2022).

Conclusion

This essay has examined the diverse role of Human Resources Management (HRM) in the hotel sector, showing that its responsibilities go far beyond conventional recruitment and compensation duties. After a thorough analysis, which included a case study of the JW Marriott Marquis Hotel Dubai, it is evident that Human Resource Management (HRM) is crucial in strategic planning, employee engagement and retention, training and development, performance management, and fostering diversity and inclusion. These areas are crucial for creating a favourable work environment, coordinating staff actions with strategic goals, and guaranteeing ongoing organisational development and adjustment to market fluctuations.

The crucial role of HRM in enhancing organisational success and competitive advantage is quite significant. HRM plays a crucial role in delivering high employee satisfaction and exceptional guest experiences by engaging in strategic planning, cultivating a competent and motivated team, and fostering an inclusive culture. The JW Marriott Marquis Hotel Dubai demonstrates how implementing strategic HRM practices can elevate a hotel to a leading position in the industry, highlighting the concrete advantages of this strategy.

Ultimately, the changing environment of the hotel sector requires a more extensive acknowledgment and financial support for the enhanced function of Human Resource Management (HRM). Hotels that recognise and prioritise the strategic value of their HR departments are more likely to succeed. This highlights that the future success of the hotel business depends not only on service quality but also on effective human resource management.
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