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Executive Summary


The report is mainly designed to analyse the employee engagement 
Induction of the employee engagement and introduce the Hotel with details about it.

Definition of employment engagement from deferent sources and how they can go for extra mile to achieve the company goals, and if some companies treat it as one of the top priorities.


 Main benefits of the employee engagement and how it reflects on the business, and the meaning of smart investment.

How to utilize employee engagement and how can get satisfy employee engagement by using some method, also explaining Maslow’s hierarchy of needs and the hierarchy of engagement, also the secret of Marriott about employment engagement, also explain the challenges of employee engagement during Covid-19.

Definition of Training need analysis TNA, with few examples of TNA for 2 sectors:
Food and beverage sector.
Housekeeping sector.

How employment engagement will affect the TNA, it will improve the performance and the productivity of the TNA.

Conclusion of how they can keep their reputation and business up, also during covid-19.
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Introduction:

This study will be based on the engagement of their employees and developing the workforce within a business. The business that they will be looking at is the Marriott Hotel based in Swansea. After giving a brief history and current situation of the hotel, they will focus on 2 departments that needs training. also, will propose a method that uses the TNA (Training Needs Analysis) method and the benefits behind it. 
 They will analyse and give the reasoning behind why these areas need training. The importance of employee engagement will be mentioned and how can help increase the engagement of an employee. 
Swansea Marriott has been an established 5-star hotel since the 1980’s. They offer a first-class service to their guests with many different excursions and on-sight facilities. This includes The Cast Iron & Grill restaurant that offers the guest traditional British cuisine (Marriott, 2018). Located on the coast of Swansea, they offer a luxurious seafront view with full access to everything the city offers. With many different new structures like the new arena being built literally 100 yards away from the hotel, they have many opportunities to capitalise on. 






What is employee engagement:
It is a kind of emotional believe that motivated the employees to work to present the organisation to achieve its goals, they are not working for salary and not for promotion only, they are targeting to make their place of work a successful place. (Kruse, 2012).
It does not mean the happiness or the satisfaction of the employees, it is an emotional commitment to achieve the company goals successfully.
They can go extra mile beyond their mission to ensure that company goals are achieved (Wong, 2020)
That is why many of companies treat employee’s engagement as a priority because they knew exactly the great benefits of it, and it can develop the overall organisation. 


Benefit of employee engagement:
Engagement is an important part of all business. Employee engagement has been proven to have many benefits such as:
Help to reduce the staff turnover of the business
Improve productivity and efficiency
Improve customer service, retention, and satisfaction  
Increase revenue and profit
Clear understanding of the role and responsibilities 
These are just some of the benefits that can occur from an employee being engaged in the business (Kruse, 2012). A staff member that is happy with their job will work harder than an employee that is unhappy with their job. This comes down to enthusiasm and how much the employee cares for the business.
 By utilizing the employee engagement, they can increase the sales by 30%, up to 25% productivity increase, up to 233 percent more customer loyalty. (Armstrong, 2018)
Also, much happier much healthy, they will improve their home life, higher attendance performance, much high retention. (Wickham, 2020)
By smart investing in employee’s engagement, it will improve the company position and will make them winner.

How to satisfy employee engagement:
There are many factors that can increase the engagement of the employees 
(Wong, 2020) These include:
Recognition of their contribution and successes.
Leadership that cares for their employees
Sense of belonging 
Sense of purpose 
Training given to staff to help them with their job 
Financial benefits 
These factors have been proven to influence the staff to increase their engagement towards the business. Whilst all these factors are important, the focus will be turned to the training of the staff and how it can improve engagement. When a staff member receives training, they feel that the company is investing into them increasing their morale. This process will also make the employee a more efficient worker as the more adequate training the employee has, the more efficient they will be. 
Understanding Maslow hierarchy of needs and how motivate humans will give them better understanding how they can improve employment engagements.

Generally, to improve the position of the human and motivating them, should start from the basic needs level, which is the basic requirements of keeping him survive, when they offer him the security and safety needs then they will be able to move to positive relationship level and then they will start thinking of Esteem and good position, then they will fit in self-actualization level as a result of hard working. 
This is the normal motivation cycle of the humans.
(The Happy Manager, 2021).

The hierarchy of engagement:
To improve the employee engagement they should start that building from the base level, they should provide the basic salary so they will be able to do the basic job, once they offer them to stay in his job for future he start having the feeling of secure, then they will start looking to be a part of something more bigger which make the deference and give the feeling of importance, the top of the pyramids is having this emotional commitments something like owning or leading ship to achieve the company targets, and he can go for extra mile to achieve more like customer satisfaction and excellent customer service and generating more values. (Engagement Multiplier, 2021).
 The company can run and work without engagement but will not be successful and profitable with much happier and inspired employees. (Engagement Multiplier, 2021)

The secret of Marriott about employee engagement: 
90% of Marriot hotels staff participated the survey to evaluate the work environment, employee engagement and culture, they found that many properties had highly engagement score: 11% higher productivity, 16% less guest complains and 28% less turnover, that is why employee’s engagement on of the top priority in Marriott since operating in 1927. (Marriott, 20118).
The major steps the hotel practicing is:
The core values of the company are defined, as they believe if they are taking care of the employee then they will take care of the guests.
Working on empowering the employees that will make an impact.
Encouraging the employees to share the company value by using the social media, so they can share the happy moment, Marriott managers received photos from 600 property around 27k photos of the employee’s happiness moments, it is simple ideas, but it made the impact. (Leppla, 2016)  
The much important value of Marriott as a company is transparency and integrity, 69% of employees answer yes for the question if they are proud of being part of it.
(Comparably, 2021)
Employee engagement during Covid-19 has been drastic to the entire world especially to the hospitality industry. This is no exception to this hotel as since the 16th of March the hotel had to close due to government regulations (IFG,2021). Although this did not last long the measures that have been in place from the government had meant they had to restrict the public and only prioritise guests from the health industry and for work purposes. This did result in the workforce being depleted as most staff were either furloughed or let go completely, this had strong impact on employee engagement, it starts affecting their vision and goals special when employees being far away from workplace, and they had a feeling that they are not involving in operation parts or being on hold suddenly without communications, the mission of management is to take an action and create policies to keep them committed to the organisation and to motivate them and give them positive feedback, improving the recognition, create positive work environment, transparency and honesty are the keys has to improve the trust, keep meeting them by using zoom to stay close to them as much as possible, and caring of staff individually. (Mayer, 2021)









Training needs analysis TNA: 

TNA is the process in which a business determines the training that needed for their employees to do their jobs effectively and possibly grow (Morrison,2019). 
This process has many benefits as it identifies the training that is the most efficient for each department and highlight any skill gaps that may occur. After analysing the training that is needed, this plan gives a good timeframe to achieve these goals within while giving a blueprint for the training process. For The Marriott Hotel Swansea, they will be conducting this analysis on the restaurant and housekeeping departments.

Food and beverage sector:

Focus Area 	Current state	Desired state 	Corrective action 	Priority	Owner	Due Date
Training New lunch menu will be started on 10/07/2021		All staff are not aware of it.	All staff should know the lunch menu.	Immediate training for all staff 	high	Restaurant manager and chief 	08/07/2021
Covid-19	Guideline training 	Some staff are not following the procedure and guideline	All staff should have full awareness	Immediate training for all staff to repeat training for covid-19 guideline	high	Restaurant manager and HR manager	06/07/2021
Using cleaning chemicals	Training  	Wrong using of cleaning chemical by some staff	All staff should have full awareness how to use it carefully	Immediate training for all staff, with proper training	Very high	Restaurant manager	05/07/2021



Housekeeping sector:
Focus area	Current state	Desired state 	Corrective action 	Priority	Owner	Due Date
Cleaning and housekeeping training 	2 staff they are not following the cleaning procedure  	all staff should have full awareness of cleaning procedure	Training for the 2 staff only to insure the good understanding	High 	Housekeeping manager 	08/07/2021
Training for disability discrimination awareness	1 staff is not aware of disability discrimination 	All staff must know the procedure 	Training for all staff 	High	House keeping manager and HR manager	10/07/2021
Training for Fire safety 	3 staff are having some weakness in fire safety procedure	All staff should be aware perfectly	Training for all staff	Very high	Housekeeping manager, security manager and HR manager	07/07/2021
Training for Covid-19 guideline	2 staff are not following the procedure properly	All staff to have full awareness to covid-19 guideline and procedure	Training for all staff	Very high	Housekeeping and HR manager	05/07/2021


This table shows the full TNA for both departments and the estimated time of completion.
 With regards to the restaurant departments, they must focus on the training of the new staff both dining area and in the kitchen. Getting the staff to be familiar with the menu and able to execute every dish to perfection is vital for the restaurant. They will also need to be aware of the safety requirements needed to be able to operate while keeping the staff and customers safety at top priority. As this is the restaurant department, learning the health and hygiene aspects are essential especially in the kitchen as handling food comes with many risks that need to be addressed accordingly (Rennie, 2020). The priority of this was set at medium because the restaurant has time to adjust as they are only taking bookings for their dining services making it easier to manage. This will be the job of the restaurant manager to ensure the correct training is conducted for each member of staff. The HR team will instruct the managers on the requirements that are needed to be met by the new and existing staff.
The House keeping department has been put at a high priority. This is due to the cleaning staff being constantly used throughout the day to ensure the cleanliness and that the guest requirements are fulfilled. The new cleaning requirements that meet the COVID-19 protocol is crucial for this step. If the staff are not trained properly then the staff and the guests may be put in danger because of this action. The requirements that are needed must be learnt by the new and existing staff in this department and given the right guidance throughout this process. This is the role of the cleaning department manager to ensure every staff member is fully trained to be able to sufficiently clean the rooms to meet the new guidelines set by the government and the hotel. 
The role of the HR in this situation is picking the right learning strategies and techniques that are needed to accomplish this task efficiently. Knowing that individuals learning differently and have different skill levels is an important role of the HR (Monks,2019). Both these departments within the Swansea branch are currently adapting well, they will need to keep the workforce adequate with the momentum of the easing process of this pandemic.












How employee engagement affects TNA:
There is strong relation between employee engagement and TNA.
Most of TNA activities are because of new employees or because of low performance employees need more training and care, Employee engagement will improve the employee retention, and this is reducing the activities of TNA because less new employees will be joining the organization, and more expert staff operating the hotel.
also, employee engagement will improve staff performance and productivity, this also will reduce the TNA activity, high performance staff will need less training and follow up and they will take the initiatives and leading ship to train his colleagues in work and give them the proper positive directions and all of the that will reduce the unnecessary TNA activities and will let them to have more focus on the important TNA activities by that they improve the TNA productivity and performance.
(Azam, 2020)  








Conclusion: 
  
  The Marriott Hotel has always had the best reputation when it comes to service and employee treatment all over the world. The pandemic has affected the hospitality industry massively although being able to adapt with the changes shows the real strength of the business. Training the kitchen and cleaning departments are crucial as they will be affected the most as the workforce has been drastically reduced. Being able to implement the right training and recruitment is essential in this period. Understanding the importance of engagement is important for any business. Happy staff lead to a more successful business, so the employee’s engagement does need to be addressed. The TNA process does offer a potential solution to this problem as the management team can plan the right steps to improve the morale of all the staff. Overall, The Marriott Hotel Swansea has done a fantastic job over the years and will continue to do so if they train their staff sufficiently and to improve the employee engagements which will help the bottom line, performance, productivity and improving the TNA. 
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