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Introduction
Marriott represents the largest hotel chain in the world, with headquarters in Maryland, United States and 30 brands and 7642 hotels in around 131 countries (Statistica, 2021). The chain is known for its true interest in creating an outstanding and memorable guest’s experience. Having an expansive portfolio of brands, a well-developed marketing platform and a dynamic sales team with a global scale which drives efficiencies, the chain benefits from a highly competitive advantage and opportunities to enhance the guest’s experiences all over the world (Marriot International, 2021). Therefore, the organisation values and belief system is well develop, with a focus on its guests and at the same time with a focus on its employees diversity and inclusion, and with a foundation based on the employees happiness and wellbeing (Marriott Hotel, 2021). Moreover, being a leader in the hospitality industry, the company understands the importance of employee engagement.
Therefore, the research proposal aims to bring into discussion the importance, impact, and benefits of the employee engagement, as well as the importance of developing talented workforce within London Heathrow Marriott Hotel. Moreover, the training needs for analysis for two of the hotel departments will be presented, along with an action plan and recommendations.

Literature review
The business environment is formed of all internal and external factors which might influence a business; including employees, customers expectations and needs, supply and demand, management, owners, social trends, innovation and others (Craig and Campbell, 2005).
Furthermore, in terms of employee engagement there is currently a lot of disagreements. Some researches define employee engagement in different manners because it is a vast subject.
According to Robertson-Smith and Markwick (2009), the employee engagement represents the emotional commitment that an employee has for the organisation and its goals. Agarwal (2019) sustain that the employee engagement is equal with job satisfaction being a discretionary effort and even equal with the employee retention in the organisation. Moreover, according to Agarwal (2019), the most engaged organisations will attract talented workforce, retain top performers, and drive results; therefore, the positive employee recognition will ensure that the employees are feeling appreciated which will lead to better results on the long-term. Furthermore, Kruse (2019), does not agree that the employee engagement is the same as employee happiness, because he argues that an employee can be happy and not productive; and he argues that employee engagement is not the same as employee satisfaction because an employee can be satisfied and at the same time can fail to go extra mile for its company.
Moreover, the potential for employee engagement raising the levels of a business functioning and profitability has been discussed and research have been made and provided some useful tools, techniques, and guidance on how to raise the engagements levels of employees (Truss et al.,2014). All these researches were based on the evidence that a highly engaged workforce will perform better than one that is detached (Rayton et al., 2012). The employee engagement is about involvement, passion, focused effort, energy, commitment, dedication and even more about the perception of a strong workplace (Buckingham and Coffman, 1999). 

Employee engagement analysis at London Heathrow Marriott Hotel
The London Heathrow Marriott Hotel is taking employee engagement to another level and every year is sending out surveys to ensure a proper monitorisation of the work environment and employee engagement (Leppla, 2016).
For the hotel management the employee engagement is rooted into the history and it is guided by the initial statement made in 1927 by the company founders – “if you take care of your employees, they will take care of the customers.” Therefore, as an employer, Marriott Hotel cares about the wellbeing and happiness of its employees and recognise the importance of employee engagement for productivity increase, revenue increase, a reduce turnover, as well as motivation (Goh and Okumus, 2020).
Considering employee motivation, the best theory applied by the Marriott Hotel is the Hierarchy of Needs which has been established by Abraham Maslow who argues that when an employee is satisfied, then will seek to satisfy the next level need which will lead to a self-actualization level. According to Gary (2011), Maslow’s theory has five distinct levels. First level is the physiological level. At the Marriott hotel the physical needs of the employees are considered vital, and the management tries to ensure that everyone has money, food, different benefits such as life insurance, retirement plans or health benefits. Further, the second level is represented by the employee’s safety. Again, for the hotel management is important to ensure that their employees are assured when it comes to their job security and also the workplace security overall. The third level is represented by the social element. The hotel management encourage the interpersonal relationship, as well as value them and are being considered as essential because the good cooperation between the employees is seeing as a rewarding element; therefore, the employee’s needs, and satisfaction are being placed first. Moreover, the fourth level is represented by the self esteem which is considered the basic need of an employee to ensure the ability of learning how to do different tasks and expand the knowledge. To ensure self-esteem, the management use different techniques such as special assignments, job enrichment or cross training and involves the employees in the decision-making process which makes them feel heard.
The last level is represented by the self-actualization where an employee will present a high level of personal development. The hotel management is aware of the employees needs in terms of demanding jobs, finishing the education, as well as autonomy; therefore, they focus on encouraging a work environment where the employees can meet the personal needs of self-actualization.
Moreover, the employee life cycle model is applied by Marriott Hotel to ensure a better visualisation of employee engagement within the company. The model includes six stages – attraction, recruitment, onboarding, development, retention, and separation (Berning et al., 2007). The hotel human resources department is a strong bridge between these stages, as well as between employees and management, and ensures that the management is taking the best decisions towards employee’s engagement processes.
Furthermore, the company also recognise that the education and communication represent the first steps towards employee’s engagements; reason why the company develop different programmes with unique characteristics especially created to adapt to its workforce.

Training needs analysis and its impact on the workforce engagement. Action plan
According to Anitha (2014), in the hospitality industry it is vital to have engaged employees, to maintain their happiness and to ensure they are committed to the organisation to further ensure a better performance. Lashley (1999) argued that the employees are key assets within the hospitality; therefore, the management team at Marriott Hotel should avoid the increasing rate of employee turnover. Moreover, the employee retention – which is the ability of an organisation to retain their most competent employees (Goh and Okumus, 2020) – is a vital element which has a high impact on the workforce engagement and an increased level of satisfaction among the employees. In this respect, the organisation implemented Guarantee of Fair Treatment which is mainly the philosophy that recognises the right to voice workplace concerns and to get them resolved. Moreover, because creating a meaningful and open culture it’s been a priority for the organisation, the Xposure platform has been created to ensure cross-training, mentorship, and special assignments facilities and also to expose the functionality of other departments (Peoplematters, 2017). Another programme implemented by the organisation is “Where I belong” and focuses on the communication between the employee and management to ensure the employees feel like they are part of the Marriott family. Further, the “Elevate” programme ensures a blended learning approach meant to address operations and leadership focus areas and customise and develop an accelerate level of productivity and performance among the employees.
According to an internal survey, which analysed the company values appreciated by the employees, 69% of them chose the transparency and integrity as main values with the highest meaning for them (comparably.com, 2021). 
As in any other organisation, there are identified issues in terms of skills and knowledge, personal development and so on; therefore, a training needs analysis must be conducted. The training needs analysis is in fact the process which identifies the gap between the desired level of knowledge and skills and the actual level; being used when wanting to determine whether a training is the appropriate approach, as well as it is the first step in making changes Hughes and Rog, 2008).
The Marriott Hotel provides a wide range of training programs, as well as courses which aim to enhance the employee’s knowledge, skills, satisfaction, and motivation. Some of these training programs are: New Hire orientation, International hourly training, Gateways, among others (HM Staff, 2010). Moreover, the training needs analysis showed that the company is committed value differences and foster a positive sense of wellbeing through its global programs and initiatives (Marriott Hotel, 2021a).
As an action plan moving forward and considering previous results, The Mariott Hotel management and Human Resources departments should implement more coaching sessions which will provide an increase in employee satisfaction, as well as enhancing the feeling that they are part of a team. Moreover, job rotation which developed out of cross-training when employees moved from one position to another for a certain period of time, should be continued because it provides good results for both employees and organisation (Hughes and Rog, 2008). Furthermore, to ensure employee’s engagement some team building trips should be organised, where all employees will have the chance to attend.

	FOCUS AREA
	Current State
	Desired State
	Corrective Action
	Priority
	Owner
	Due Date

	what are you focusing on?
	Where are you now?
	Where would you like to be
	what action can be taken?
	high/medium/low
	who owns this task?
	when is it due?

	In-house training
	 Staff not yet trained for the new system
	Full understanding of how the new system is working
	Mock tests to ensure the knowledge is assimilated
	High 
	Assistant F&B Manager
	30/11/2021

	 Regional training
	Limited knowledge of how the business is run 
	Gaining more confidence in discussing different business issues 
	Send the employees to regional trainings 
	Medium 
	Regional Manager/Owner 
	31/12/2021 

	On Job Training for Starters
	 Limited knowledge of duties and tasks 
	Gaining useful information about what it is required from the employees 
	Training provided daily 
	High 
	 Assistant F&B and Manager
	On going  

	Refreshing training sessions 
	Employees needs some training session to refresh the knowledge 
	Ensure all employees are up to date with knowing the internal procedure and policies 
	Online training 
	 Medium
	Human Resources/Manager 
	 

	Team Building
	Employees do not engage with each other 
	Enhance the employee engagement 
	Create a few team building trips to ensure all employees are participating
	Medium
	Manager
	On going




Recommendations
For London Heathrow Marriott Hotel, the following recommendations can be made:
· To encourage innovative options for employees, new communications strategies should be developed and implemented.
· To encourage employee’s engagement, the success stories should be communicated within the company.
· To further enhance the employee’s engagement and satisfaction, further strategies and policies must be implemented.

Conclusion
Therefore, it can be concluded that the London Heathrow Marriott Hotel is one powerful organisation due to the employee’s commitment and the organisation focus on creating a happy environment for its employees. The level of techniques and programmes which allowed the employees development and ensured their satisfaction within the workplace, as well as their commitment and loyalty towards the organisation provides all the means for a highly level of employee’s engagement. 
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