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How Marriott International Engages Their Employee Throughout the Employee Lifecycle  

 In this essay, the importance and effects of employee engagement throughout the employee lifecycle will be explored through a large hotel: Marriot International. It's one of the leading hotel chains in the hospitality industry and it operates in more than 500 locations globally (Qadri et al., 2016). Their success is mostly thanks to how the HR department implement engagement throughout their employees'’ employee lifecycle. Human resource management is described by Johnason (2009) to be ‘the strategic and coherent approach to the effective and efficient management of people in a company or organization such that they help their business gain a competitive advantage. HRM is designed to maximize employee performance throughout the employee lifecycle in the service of an employer's strategic objectives.’ According to BlessingWhite (2018), when employees are engaged, work performance increases, customer experience improves, and there is less employee turnover. Several studies have pointed out the correlation between productivity of an indiidual with organisational suceess and performance. This success is measured through the degree of customer loyalty, and the quality of customer experience (Hemsley Fraser, 2008, cited in The HR Director, 2008; The Conference Board, 2006). Obtaining and retaining engaged employees has thus become a top priority for many organizations (Bhuvanaiah & Raya, 2014; Markos & Sridevi, 2010; TINYpulse, 2017). 

Five dimensions of employee engagement were identified by Kumar et al. (2015) after conducting a study in 75 companies across three continents to identify the benefits of employee engagement. They're as follows: employee commitment, employee identification, employee loyalty, employee performance, and employee satisfaction. According to Misra (2022), the employee lifecycle identifies and the distinct stages that an employee engages with their respecitve organisation. There are six different stages involved: attraction, recruitment, onboarding, development, retention, and separation. Employee engagement can lead to successful organisational outcomes, such as customer loyalty, employee retention, and employee productivity. Customer loyalty is one of the organisational successes because, as Bates (2004) suggests, engaged employees have an elevated understanding of the needs of customers and this, therefore, leads to ‘customer engagement’, where a connection, both mental and emotional, between the customer and the organisation is forged. As Levinson (2007a) suggests that there is an increased likelihood that happy employees will stay in their organisations. Engaged employees are more loyal and work harder and thus leads to more productivity of employees (Lockwood, 2007). In the same way that disengaged individuals could discourage others from joining their current organisation (Penna, 2006) engaged ones actively advocate the organisation they work for (Scottish Executive Social Research, 2007). 

The first point in the employee lifecycle is the attraction of potential employees to the brand. A hotel brand’s reputation doesn't only attract customers, but potential employees as well. Each hotel will have distinct types of customers. Advertising the job in a manner that attracts employees suitable for each job is a crucial role for the HR department. Reputation will also cause attraction in different generations to the brand. The baby boomer generation is the most ideal customer as they're the most loyal generation of customers, their needs are easily understood and met as they have been around longer, and more research has been conducted on them (Sima, 2016). This contrasts with the younger generations who are This factacterised by three characteristics: “its digital media use, especially for entertainment, social networking and creative endeavours; it has positive attitudes towards diversity, flexibility, social issues and its own future; it has an orientation towards family and social groups" (Donnison, 2007). Marriott has a good understanding of this consumer group and “every aspect of the hotel was thoughtfully researched and crafted to reflect and deliver on the changing lifestyles and expectations of this fast-growing customer segment” according to CEO of Marriott International, Arne Sorenson (Mas, 2013). The Marriott MOXY brand is built around these characteristics. It has been found, that workers from older generations appreciate recognition for their contribution whilst younger employees generatlly expect flexible working options (Armstrong-Stassen, 2008). Therefore, employers are expected to acknowledge and respond to these requirements to maximise each employee’s potential contribution towards the organisational objectives (Christensen-Hughes and Rog, 2008; Coupland et al., 2008; Sturges, 2008). 

Since brand identity is linked to business performance (Harris and de Chernatony, 2001), building a positive brand identity is crucial for creating not only a good reputation but also a strong competitive advantage. This response can be achieved by having motivated, rewarded, happy, and loyal staff. All of these can be achieved, respectively, by building a culture of recognition in the workforce, offering incentives and reward, finding out what current employees enjoy about the organisation, and marketing the brand. Some marketing strategies may include offering more "loyalty plans," encompassing the latest technological updates and innovatively using the latest and most current features in social media and e-marketing tools such as AI, VR and 360° videos. (Kumar et al., 2022). Anti-brand activities should be closely monitored to ensure an idealistic "reputation management." (Kumar et al., 2022) Marketing needs to be an ever adapting to trends in the world. A notable example of this can be seen with the COVID-19 outbreak where Marriott took advantage of the crisis and each sub trend. For example, commencing resolutions, like ‘Rooms for Responders,’ which granted free rooms to doctors and nurses taking shifts in the Covid unit, along with their ‘Commitment to Clean,’ which installed contactless services, such as things like mobile check-in (Jelski, 2022). 

With the industry being so competitive, even a small hiccup can be advantageous to competitors. For instance, the ‘hiccup’ Marriott suffered in 2017 was a security breach, which left more than 500 million customers’ data exposed (Wadsworth, 2019). Privacy is one of the basic needs in Maslow's hierarchy of needs (Maslow, 1948), and like the Raddison Hotel Group and Hyatt Hotel Corporation, Marriott failed to provide that, losing the trust of many loyal customers. 

The role of the HRM in the recruitment process is design an apt selection process after assessing the needs of the job. Allowing potential employees to express their engaging potential through designing the correct selection process will ensure that the employees start the first step of their employee lifecycle with a positive and optimistic approach (Smith, 2020). Surveying existent employees, what traits they enjoyed about the selection process and what could be improved should be the first step to determine the selection process. 

Michael Murphy, an executive at Marriott Corporation, states that new employees should be introduced, from the first day of employment, to the business strategy. This strategy allowed Marriot to be voted among the 100 Best Companies to Work For in 2008 by Fortune magazine (Lawton, 2007). It's important that managers do not focus solely on making sure new employees only understand the work, but also make sure that they understand the role they play as an individual to contribute to business success or behave in a manner that support the promise of the brand. By explaining the priorities and goals for each department, managers can positively influence new employees' morale and productivity (Lawton, 2007). At Marriott international, to incorporate the latest developments through 'Refresher Training'. For example, if a new approach to customer service is implemented in Marriott, the HR team will develop a refresher training for the employees (Lynch, 2019). 

Robinson (2007) asserts that employees who have ‘a personal development plan and are satisfied with access to development opportunities … typically have high engagement levels.’ On a similar note, research conducted by Melcrum’s (2007) showed that important drivers of engagement were opportunities for career advancement, development, and training. Over 80% of the senior executive team have grown their careers from within the company and they achieve this by having an abundance of mentors who work alongside managers to develop talent from within (Ellis, 2009). 

Employee retention is considered as the ability of an organisation to hold onto their staff. This idea is related to several behaviours and practices that allow the employees to be retained in the same organisation for longer periods of time (Beyers et al., 2014). The main purpose of an organisation is to keep accomplished and experienced employees and reduce rates turnover by developing an optimistic work environment. Moreover, employers aim to retain their staff periods of decreased employment and increase the competition for talent. In order to retain employees, organisation utilise new HR technology during the recruitment process (CIPD, 2019). During my first day of work placement in Marriott Regents’ Park, the managers were holding ‘Appreciation Week’ - it was a barbecue gathering and reward ceremony for their hardest working employees. Each year, Marriott marks the anniversary of its inception, May 20, by celebrating and appreciating the contibution of their employees This special celebration not only pays tribute to all associates for their dedication, commitment, and outstanding service, but also builds on their culture of recognition and pride (Sheraton participates in the Marriott Appreciation Week, 2019). This way, staff members are allowed to grow their talents to meet Marriott hospitality standards and inspire them to continuously better themselves for their personal career growth. “It also provides an opportunity to strengthen the bond between department heads and their team so as to create a fun work environment for them and we hope they will be proud to call this their second home” a Marriott employee commented (Sheraton participates in the Marriott Appreciation Week, 2019). 

[bookmark: _Int_8hPNpTSZ]According to Gibbons (2022) employee well-being is prioritised and leaderships’ salaries were cut to get the company through the COVID-19 crisis. Even still, health insurance is provided by the company to furloughed employees. Crisis aside, Marriott values diversity and is a leading employer of veterans, ethnic minorities, workers with disabilities, and other often underrepresented workers in today’s workforce. Mothers are also given up to 15 weeks of paid parental leave and eight weeks to fathers and adoptive parents to make sure employees’ work-life is balanced and healthy (Gibbons, 2022). Furthermore, Marriott has developed a lot of innovative health and welfare benefit programmes, like the ‘Know Your Numbers’ programme, which was used to encourage beneficiaries to take charge of their health for them to know their health risks and address chronic conditions as early as possible. many other programmes were put in place, for example, in November 2006, Marriott released a Health and free smoking cessation program for associates and dependents and in 2007, Marriott introduced a personal health record (PHR) through ActiveHealth Management for beneficiaries in all its self-insured plans (A case study on employee engagement: Marriott International, Inc., 2018).

Robinson et al. (2007) found that individuals who haven't had their basic need in the form of security in Maslow's hierarchy of needs tend to have lower levels of engagement. Marriott Hotels & Resorts believes that employee welfare is one of the most important aspects to motivate the workers because it develops a sense of belongingness an organization and increases job satisfaction (Qadri et al., 2016). Providing a positive engagement during the separation phase of the employee lifecycle means that former employees will leave on a positive note and happy former employees are an excellent source of new hire referrals. Utilising effective offboarding processes include exit interviews and feedback mechanisms to allow an organisation to learn from the employees’ departure. It also shows a level of care placed on them. Where appropriate, promote directly to your leavers by sharing current role opportunities and anything else that might highlight growth and development on the part of your company in order to induce boomerang hiring (Leung, 2022). 

[bookmark: _Int_qc8pRC9q][bookmark: _Int_Yde5bfnP]To conclude, employing employee engagement throughout the employee lifecycle in an organisation is the single most effective way of being a successful hotel. The initial phase of the lifecycle involves attracting both customers and potential employees through a good brand reputation and understanding the different generational needs of said individuals. The HRM is responsible for managing and ensuring that employees are engaged throughout their whole lifecycle by designing the processes the managers have to oversee. The retention stage of the employee lifecycle is arguably the most important. Marriott International, among many other large hotels, prioritise employee physical wellbeing as well as mental wellbeing. Due to the competitive nature of the hotel industry, it is imperative that hotels try to achieve all the needs on Maslow’s Hierarchy of Needs and learn from their gaps at every opportunity. 
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