[bookmark: _Hlk88740698]                                               [image: ]

Assignment title: Proposal of Employee Questionnaire to increase employee engagement and retaining a talented workforce.

Module: Personnel Resourcing and Development.

Module code: BMIH5005.

Name: Nelson Capela.

Student: 1905999.

Lecturer: Emily Williams.






Executive summary.
The purpose of this report is to identify the cause of higher level of staff turnover and its impact on engagement in Birmingham Marriott Hotel (BMH) and provide a proposal research solution for it.  The document firstly will present the background of BHT them which methodology to use to gather the relevant data. After that, the document will use the “Abraham Maslow’s Hierarchy of Needs Model of engagement” to interpret different level of needs that motivate employees and factors behind higher level of staff turnover, how to improve it and the benefits of implementing it to the business. Lastly the document will evaluate the advantage and disadvantages of the ways of collecting data. 

The report concludes that engagement is essential for the business success and profitability and lack of engagement reduce business performance, productivity and profitability.
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Introduction.
This report is based on the Birmingham Marriott Hotel (BMH), situated in Hagley Road, Five Ways Birmingham, B16 8SJ United Kingdom which is the heart of Birmingham's commercial district. BMHl has modern gym and spa with an indoor swimming pool. 
The hotel has, 5 floors and offer 4-star elegant accommodations, 100 rooms, 4 suites, 6 meeting rooms. The Brew Bar Lounge on site offer continental breakfast, lunch and dinner with 24 hours room service. The hotel is close to many tourist attractions such as Broad Street, Cadbury World, Birmingham Utilita Arena and the ICC. The hotel is within a walking distance to Edgbaston Cricket Ground, International Conference Centre, Library of Birmingham, Bullring shopping centre, Grand Central train station and Birmingham Museum and Art Gallery (Marriott International, 2021).

[bookmark: _Hlk89623047]The focal point of this project proposal is to measure employee engagement and how BMH keep and retain the talented workforce. The employee internal questionnaire paper (EIQP) will be suggested as the primary data collection together with secondary data (book, video, journal articles) to identify the cause of a higher rate of staff turnover across the BMH, and to provide them the strategies in order to reduce it. Further, ‘Maslow's theory’, benefits and disadvantages of employee engagement and retention will be examined and will be concluded with the evaluation of primary research and secondary research.
 









Methodology.
[bookmark: _Hlk87358468]Primary and Secondary research data will be collected to develop this report. According to Hox and Boeije (2005) these two ways of collecting data are essential for the research because they enable to collect information in quantity and quality that fit the interest of the researcher.
1. Primary research data, is the data gathered at first place for a particular experience.  
2. Secondary research data is the information collected at second hand (published) to support the study. It can be collected through, book, video, websites, journal and online articles. To use Secondary research safely it is necessary to evaluate it, to meet the academic and scientific criteria of the research. It has to be recent, to relate wither the purpose of researcher the authority should be scientific, academic or governmental and has to be accurate and truthfulness and why it was published or why it exists (Myhre, 2012). 

[bookmark: _Hlk89690863]1. 1 Questionnaire
According to Malhotra, (2006), Patten, (2016) and Jones et al., (2008) the (EIQP) enables BMH to collect specific information from their associates about the level of the engagement and higher associate turnover. McLeod, (2018) and Cormell, (2021) stated that the hotel has the preference to use (EIQP) instead of others primary data (face-to-face, telephone interview, online questionnaire and observation) because it is cost effective, fast and easy to reach the staff. BMH can manage, asking staff performance questions and find solution for it (Smith, 2014). To be effective and answered by the associates. BMH should design it very well (text size, few question) without jargon, complicated and influenced question to facilitate easy reading and understanding (Cornell, 2021).
BMH is aware that they must comply with General Data Protection Regulation Act 2018 when using staff personal information such as the date of associate birth, address, mobile number when collecting this information (CIPD, 2021a).
BMH will use EIQP because it can offer the anonymity and if in any case, they use staff personal information it will be confidential and coded (McLeod, 2018). 

2-1 Staff engagement, recruitment and retention.
Staff engagement is the level of energy, concentration, satisfaction and inspiration (phycological and emotionally) employees demonstrate when they execute their job (CIPD, 2021b). 
According to World Health Organization, (2019) “Burn-out” affect the level of emotional feeling and concentration employees have with their job and impact negatively on their performance.  The financial impact (redundance and reduced salary) and the lockdown measures BMH associate suffered because Covid 19 increased the level of their anxiety, stress and fear regarding to their job security (CIPD, 2020b). Indeed, the research conducted by Royal Society for Public Health, (2019) show that 84% of hospitality employees had higher level of stress because of their job. 54% of working days were lost in 2018/19 because sickness and mental health absence in workplace (CIPD, 2021f).  Likewise, Kruse, (2012) and Bridger, (2018) stated that employees need to be committed, motivated and happy to perform and to produce more.

Hearn, (2019), Robinson, Perryman and Hayday, (2004) and Corporate Leadership Council, (2004a), (CLC), statted that work life balance, bad work environment, lack of communication with the team, lack of training, job opportunities and development, employees not being recognised and rewarded fears of losing their job can be factors behind employee low engagement effectiveness staff turnover and business unsuccessful. if  BMH staff are not happy,  if they do not receive support when they have problem,  have to work weekends, bank holidays and do not have free time for their family,  feel not recognized and valuable, if the communication with management is no clear, hotel goals and success is no shared with them,  their voice, suggestion and  complaint are not listened and   taken in to  consideration, they will be  demotivated and disengaged to work and to produce, because emotionally they  are not concentrated when working  so, there are 60% possibility to make mistakes and error such as being impolite with the guest, low performance when working, (do not put warn signal to identify wet floor and the guest fall and break legs), cross contamination of food in the kitchen, charge guest over price for their accommodation, have accident while using the  equipment and machines. These errors can reduce the hotel profitability. In 2017 45% of UK employees were disengaged and it cost the business up to £70 billion in financial loss. These mistakes cost the business significant money annually because 40% of the staff who create them do not leave the company and stay there to create bad work environment and demotivation to others staff (Kelleher, 2020).

New generations (Y and X) represent the higher percentage of hospitality service, so BMH should advert and recruit from social media offer the Y and X associates international training and work experience, one to one feedback, and to create program and opportunities for these generation to develop their skill, interact and communicate through social media (Özçelik, 2015). If BMH do not invest in engagement and job retention, higher turnover will be threat factor of their success and profitability because they will lose costumer fidelity, qualified associates, increased cost with new recruitment and suspension of daily business activities (Khalid and Nawab, 2018). It is very important the BMH associates feel that they have a competent leader who care about all the above mentioned so they can feel part of the team and their commitment will be higher because if the management commit with the staff, they also will commit with company 3 time more (Kelleher, 2020).

2-2 “Abraham Maslow’s Hierarchy of Needs”
In accordance with Maslow, (1981) and Roy, (2021) to engage their workforce, the employers (BMH) need to understand that people (hotel staff) are motivated by three level of need which are: 
· Basic need (Physiological and Safety). 
· Psychological (love and esteem).
· Self-fulfilment (self-actualization category).

Employees have a basic need which is a need of job to provide them salary to satisfy their basic and physiological need to buy food and drink to survive (Smith, 2014).
After this need is satisfied, their motivation is to have a safety need, which is the need to find a safe workplace environment to work. The type of job contract they desire (casual, permanent, part/full time, flexible hours) and the benefit they can receive from the BMH will offer them job security, make them feel safety, protected and to work without any worries (CLC, 2004a).
The Psychological need is the desire and motivation to develop their career, to have a job promotion, feeling valued, rewarded and recognized. CLC, (2004b) suggest that employees want to feel respected by colleagues and the leader, feel that they are trusted for the job they do and belong as part of the team.  Marriott organizational culture, reputation on how they manage work place diversity and inclusion (recruit people with disabilities, religion beliefs sexual orientation, minority ethnicity) will enable this relationship, collaboration, respect which promote engagement and retention (CIPD, 2021d). According CIPD, (2020) Good Work Index 2020 report show that 76% and 77% of employees believe that support from the management, good camaraderie workplace friendship is important for higher performance and job quality.   

According to McLeod, (2020), Self-fulfilment needs (top category) of Maslow Model represents the achievement of personal and professional goal. For example, associate to be promoted to the management position in the business and become the valuable asset for the hotel. BMH needs to provide their associate skills and resources (training, development program) for them to do their job and to progress to this top level of hotel hierarch.
[image: ] (McLeod, 2020)
Fig 1
[bookmark: _Hlk89631366]According to McLeod, (2020) all the five categories of the need are represented in pyramid. For BMH to engage and to keep their staff, they have to commit, to satisfy the basic needs of their associate as it represents the need to survive before moving to the next levels in the hotel. Associates have a motivation to commit and engage  if their self-interested needs are met. This represent the realisation of their dream, award and promotion which any associate expects to achieve, however if they conclude that BMH is not committed to satisfy their needs, they also do not commit themselves and 60% of them will leave the hotel and 40% will stay there without any engagement (Kelleher, 2020).


[bookmark: _Hlk89713105]2-3 Evaluation of engagement, recruitment and retention.
If BMH want to increase their engagement and retention level, they have to start to engage their associate from the advertainment and recruitment process. The hotel have to explain to the applicant the importance of their job roll, their responsibilities, how they should perform, what is the  Hotel Vison, culture and mission statement, the benefits such  as , Prescription Drug Benefit, sickness and injuries, long term disability, maternity and paternity leave ,pay them extra when they work on bank holiday, workplace pension, life insurance, flexibility on life work balance to take care of family,  workplace first aiders to support employees, 24 hour employee online and telephone consultation, give them time off to study, learning and develop new knowledges, Gym membership, how diverse and inclusive they are, how the reward and appraisal work, how they prioritizes  innovation and technology, their sustainability program, strategies that  enhance their reputation and competition to attract top talents, because highly committed employees work 57% more, 20% better and are 87% less to leave the company than the less committed.
BMH has to keep their staff because they will drive business success however, if they turnover them business will decline (Alias, Noor, and Hassan, 2014).



2-4 Benefits of employee engagement and retention
· Increase customer satisfaction in 10% and profitability and sales in 20% (Keller, 2020). 
· Recruit and keep the best staff
· Reduce absenteeism
· Greater employee loyalty
· Increase sales (Debara and St-Aubin, 2021).
· More commitment, employee satisfaction, motivation and improve team performance through diversity and inclusion (Patrick and Kumar, 2012).
· Increase profitability in 21% (Hearn, 2019).
· Improve productivity, innovation, efficiency, retention of associates, health and safety performance (CIPD, 2021c).

[bookmark: _Hlk89691118]




[bookmark: _Hlk89712847]2-5 Evaluation of Primary research and Secondary research
Both research tools used to gather data for the development of this proposal report were important despite each one has its limitation.
[bookmark: _Hlk89640121]Primary data research (EIQP), enabled BMH to ask their associates question directly and to listen to their voice (suggestions and complaint) why they are disengaged and why they leave company. Likewise, the information collected by secondary research also help the BMH hotel to understand the reason behind the engagement, the impact it can cause to the business, the strategies to improve it and to revert higher turnover in order to receive the benefits it brings for the better performance and success of the business. BMH had preference for this tool in relation to others primary research tools because the cost benefit such as the anonymity it offer in safekeeping the personal data of their staff, cheaper and faster to reach them however, to be effective they need to be short and well designed and avoid some words. In contrast Secondary research enable them to collect large and significant information at any time, cheaper through the internet than the primary research, however because is the data hotel has no control, it needs to be evaluated trough “CRAAP test” to know the authenticity, the purpose of being published, if it is trustfulness, relevant and if not considerable old. 













Conclusion
This report has concluded that the engagement is essential for the business success and each employee has different level of motivation and type of need to reach the engagement. Factors such as work place discrimination, lack of training and development, lack of communication, mental wellbeing, fear of job security, recognition, motivation, low pay rate, work life balance are reason for low disengagement and staff turnover.  
Additionally, the report advocates that flexibility hours contract, training and development medical insurance, recognition and rewards and wellbeing are some strategies to improve engagement, keep BMH associate and increase business profitability.
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