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[bookmark: _Toc518503443]Executive summary

The purpose of this report is to undertake an investigation for an issue of employment engagement. It aims to develop a proposal for a research project based on Grosvenor House, a JW Marriott luxury hotel.
The report first describes the type of the organisation chosen and its corresponding abilities as a business, highlighting the types of employees who currently hold positions here. It will then go on to identify the current issue in question, and how flexibility is the best way to improve work-ethic and order. Within the text, the report will discuss evidence from primary and secondary research, and a conversation about effective and non-effective practice of flexibility will be raised.
The report will also explain the advantages and disadvantages of flexibility through examples of real-time issues in International hotels. Identifying three of the key stakeholders, it will explore how they can be interested in or affected by flexibility, and which advantages or disadvantages correlate with flexible working.
This report will further clarify which primary research methods can be best applied to source information. The report’s conclusion aims to suggest to stakeholders hypothetical recommendations in helping them to develop a better workforce with skills and attitudes that can engage and better both employee and employer.

Table of Contents
Executive summary	1
1.0	Terms of References	3
2.0	Procedure	3
3.0 Findings	4
3.1- Briefly discussion of the organisation on which the proposal is to be based	4
3.2-Identification of the current issue of employment engagement	5
3.3-Example of good practice of flexible working	6
3.4- Poor practice	7
3.5- Key stakeholders	8
3.6-  Advantages of primary research methods	9
4.0- Conclusion In conclusion, it seems that the flexible working is one of the best suggestions to stakeholders in order to help them developing a workforce with skills and attitudes for lifelong employment.  Despite in reality there are still lot of lacks on how to take care of an employee, it is very important look after them. In this report flexible working is the current issue identified and below there are some recommendations to improve or avoid this lack.	10
5.0 Recommendations	10
6.0- References	11




1.0 [bookmark: _Toc518503444]Terms of References 

The report has been requested from the GM of the Grosvenor House, JW Marriott Hotel in London.

The data requested was the 5th of June 2018.
[bookmark: _Hlk517988837]The purpose of the report is to undertake an investigation with an issue of employment engagement.
The report has been compiled from the HR adviser.
The report will discuss advantages or disadvantages of flexible working.
Date of Submission: 5th July 2018.



2.0 [bookmark: _Toc518503445]Procedure

The procedures adopted to prepare this report includes sources of information from text books, websites, and journals.


[bookmark: _Toc518503446]3.0 Findings
[bookmark: _Toc518503447]3.1- Briefly discussion of the organisation on which the proposal is to be based

[bookmark: _GoBack][bookmark: _Hlk517903790][bookmark: _Hlk517988910][bookmark: _Hlk517817790]The organisation taken in consideration for a proposal of personal development is Grosvenor House, a JW Marriott Hotel.
The hotel is a 5-star luxury accommodation, located in central London; a historic building constructed on the famed Park Lane in London's Mayfair district, in the same vicinity as Hyde Park, Oxford Street, and Buckingham Palace. (Grosvenor House, A JW Marriott Hotel, 2018).
Grosvenor House has 420 rooms, 74 suites, 27 meeting spaces, and The Great Room, one of Europe's largest banquet halls.  A luxury hotel needs to consistently meet its guests’ needs and desires with an extensive and complex organizational structure. 
The manager structure includes: a general manager, a hiring manager, managers of its catering, restaurant, housekeeping, sales, and marketing departments. ( Noelle Carver, 2017). 
The JW Marriott company follows the following structural dimensions:
-Formalization: following determinate rules and policies.
-Specialization: dividing jobs into different departments.
-Decentralization: orders taken from the Head Office to the management staff, allotted to the hotel general manager.
-Employee Hierarchy: certain departments are subordinate to the manager which are subordinate to the general manager, until it reaches the source of Head Office.
-Personal Ratio: promoting trainee programmes for the development of the employees, supported by certifications. (Cansu Ersayar, 2011).
[bookmark: _Toc518503448]
3.2-Identification of the current issue of employment engagement
Employment engagement can be described in a number of ways, yet in general it sustains a familiar, overarching principle; it is the approach, in the right conditions, of a workplace getting the best out of its employees. The organisation seeks to motivate talented workforce in order to achieve the goals and values of the business, which therefore contributes to business success in its best condition. (Anitha, J. Bradford, 2014).
Employee engagement is based on job satisfaction, work effort and enthusiasm, organisational commitment, the sharing of purpose, values, pride of one's work, trust, and integrity. It can be measured, and it varies on a scale from poor to great. (Cohen, Debra., 2013).
Referring to the studies conducted for the Improvement of Living and Working Conditions, entailed with studies on successful workplace developments and human resource management, it has been revealed that greater and longer employee engagement is related to the perception of flexibility and supportive work–life policies. The interest in “flexible working” is a current issue in the hospitality industry. (Amy L. Richman, 2008).
Flexibility is a management tool for workplace effectiveness. It is the definition of how and when work gets done, and how careers are organized. Not every worker requires or can have flexible arrangements in their place of work. (By Dana E. Friedman, 2016).
Within “flexible working”, there are obvious advantages for employees and employers that can be denoted. For employees, flexibility may help secure family ties, allowing them to fulfil personal obligations and responsibilities. It also helps reduce stress levels of an employee, so that their performance at work may improve.
In turn, flexibility helps to increase employee’s morale, engagement, and commitment. This “ripple effect” produces a positive outcome for both the business and its managers. During recruitment, an outline of a company’s flexibility scheme with regards to working hours may be of interest to a lot of employees. Without the premise of flexibility at hand, it may stir conflict between an employee and their employer. Especially in the UK, most citizens regard themselves to be self-reliant and require control over their lives. An authoritarian workplace with little respect for an employee’s personal needs – how flexibility may be a necessity for them in some scenarios – can produce a negative result of employment engagement. (Susan M. Heathfield, 2018).

[bookmark: _Toc518503449]3.3-Example of good practice of flexible working
[bookmark: _Hlk517816616]JW Marriott is the best example that follows the practice of “flexible working”. Marriott’s maxim is:” Take care”. Ever since 1927, when J. Willard and Alice S. Marriott opened their first store in Washington, D.C. they declared that “if you take care of your employees, they will take care of the customers.” (Alyssa Sittig , 2016).

It is very important for a firm to consider their employees in all aspects of life, looking for ways to constantly engage with them. When an employee leaves their job, the business they worked for is at loss with the hours of training they provided for that individual. Not only that, but the relationship an employee may have developed with regular customers and other members of staff is also lost as a result. Marriott started to take in consideration the “flexible working” in the early 90s because the company was finding it hard to recruit and sustain talented members of staff. Managers typically worked fifty hours a week, and the JW Marriot company maintained to help them balance work and home life. (Anonymous (Bradford), 2002).
Munck and other experts guided Marriott to introduce the pilot program, specific for associate happiness and wellbeing; a solid foundation for the company. The program helped identify inefficient procedures and wasteful meetings, whilst promoting paternity and maternity leave, benefits and childcare vouchers, possibility to work from home, plus offering paid time off in exceptional circumstances. (Ellen Ernst Kossek and Linn Van Dyne, 2007).


[bookmark: _Toc518503450]3.4- Poor practice
Despite examples of good practice, the reality in most work places remains disturbingly wide. People needs to work more hours to be able to pay-off the financial obligations; The businesses needs to be open 24h every day, it becomes harder to manage the flexible working. (Anonymous (Bradford), 2002).
One example of bad practice in luxury hotels is published on “The Guardian”: a recent case in which women working in housekeeping decide to strike for the low rights in the work.
Zero hours contract and zero flexibility. Each woman had a horrible story. “A third tells how if you say you are sick, “they say go home, no pay”. (Yvonne Roberts, 2015).

Another example of poor practice is published on PMC website. This article is a research that explain the consequences of inadequate workplace flexibility. Alfred P. Sloan Foundation launched the program of research about work and family issues in the hotel industry. The result of this research is that poor flexibility is a source of stress and health issues.
“Unfortunately, who needs flexible work arrangements the most do not have access to them” this just explain the reality, in fact women, low-income workers, less educated are the most affected. (David M. Almeida and Kelly D. Davis, 2013).
[bookmark: _Toc518503451]3.5- Key stakeholders
The stakeholders are the people that are interested in, affected by, influencing the employment engagement issue. The report highlights 3 example of key stakeholders that can make or break the success of the project, if the key stakeholders aren’t happy, nobody’s happy. (Bpayne and Adrienne Watt, 2017).
According to studies the implementation of functional flexibility concerns also stakeholders. The easier to be involved with this issue are managers, employees and customers.

-Managers direct the strategy and development of the organisation, Atkinson (1985) confirms that for efficiency labour and motivation to achieve goals, flexibility is largely beneficial.
However little possible negative effects have been resulted in the primary research for the equality of the staff; Cordery (1989) and Turnover (1999) prescribed some fair policies about the use of the flexible work. Managers gaining flexible benefit shouldn’t implement problems. (Kelliher, Clare ; Riley, Michael (Bradfort), 2002).
-Employees are the ones that actual do the work, performing tasks in the best way and achieving goals. They are the ones who need more support and responsibility commitments from the company.
Employees can feel drudgery doing repetitive tasks, flexibility in this case is important to make the job more interesting with varied tasks, giving the opportunity to learn new skills. (Cross, 1986, 1991; Wickes, 1987; Cordery, 1989).
Flexible work can help coming toward the job security making the labour less stressful and intense. Cordery et al. (1993) highlights the fact of how employees in the hospitality industry sees a threat in the flexibility; in fact, employees may suffer stress, from the intense work but also from the lack of stability, resulting from seasonality for example. (Kelliher, Clare ; Riley, Michael (Bradfort), 2002).
-Customers are depending from the service quality from employees and managers. Flexibility is important for the customers indirectly; if the employee is flexible can take care of all their needs much better, also if the employee is engaged the relationship with the guests is easier to be built. It’s very important to keep up the commit and bring down the stress result from the less confidence, from the employees to give the best quality of service.
The customers can suffer from the rapport between prices and quality of service. (Kelliher, Clare ; Riley, Michael (Bradfort), 2002).

[bookmark: _Toc518503452]3.6-  Advantages of primary research methods
Primary research is one of the tools used by the companies to answer practical questions in order to make decision addressing at key issues.
The primary research is used to find information that can lead into innovation, improvements of the business and in this particular case of the talented workforce. (Di William G. Zikmund, Barry J. Babin, Jon C. Carr, Mitch Griffin, 2013).
Primary research is conducted directly from the researcher; there are different types of primary research: Interviews, surveys, observations and questionnaires. 
The primary research is very precise and used to solve problems; typically give as result exploratory and specific information. It takes longer to be conducted than secondary research, but it gives conclusive, effective and real results. (The Hartford, 2018).
This report has been written based on secondary research; but to explain and find about the specific case of the issue, the company should choose a method and apply it.

For example if the company choose to do a survey on flexibility will have the following advantages on collecting data.
Less costs and more effectiveness; less time and larger number of respondents.

The company could choose to do Interviews on flexible working, they are a qualitative tool very direct, creating a comfortable zone  of conversation between managers and employees.
Interviews are very helpful generating information about attitudes, perceptions and motivations, easy to understand and be collected. There is a deep understanding thank to the fact that the tone of the conversation can change and can also use body language. ( Colson Steber, 2017).

The company, choosing to do questionnaires is able to have information from many people at the same time, saving money. Goode and Hatt confirm this, yet questionnaires are able to reach people that are very difficult to be contacted. (Akash Choudhury, n.d.).
Another method used is the observations, it is the key to study the actual people’s way to be and not what they say they are. People often don’t write or say about their true views and their thoughts. Observations can focus in real life situations of people and their current issues. (University of Portsmouth, 2012).
[bookmark: _Toc518503453]The disadvantages of this methods of research are that there are high costs for the longer times and effort, also there is need of an high number of researchers.
Often the respondent doesn’t give honest feedbacks.
Sometimes the issue become at the irreparable stage.

4.0- Conclusion
In conclusion, it seems that the flexible working is one of the best suggestions to stakeholders in order to help them developing a workforce with skills and attitudes for lifelong employment.

Despite in reality there are still lot of lacks on how to take care of an employee, it is very important look after them.
In this report flexible working is the current issue identified and below there are some recommendations to improve or avoid this lack. 

It can be very challenging to manage flexible working, especially for hospitality organisation, which they have to cope with celebrations like Christmas that is the most busy time on the year and at the same way the time that mostly employees wants to get off. 

[bookmark: _Toc518503454]5.0 Recommendations

Stakeholders should create arrangements with the employees in order to create advantages for both parts.
For example organising flexitime schemes like staggered hours, compressed workweeks or part-time work, depending of the necessity.

The best way to manage flexible work, is
-to keep clear policies on hours, shifts of work; 
-keeping track the hours worked;
-giving space of convenient location, for example let the employees work from home, in order to achieve the goal of making sure that the work gets done in the best way.
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