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This paper investigates Personnel Development and Organization Outcomes pertaining to the issue of Flexible Working Practices within the International Hotel Industry. It will use evidence from primary and secondary research whilst taking into consideration Employee Engagement and the Talented Workforce.

For the purpose of this Research Proposal, emphasis is given to the Hilton Hotel Brand although other hotels may be referred to. Hilton is an International Hotel Chain situated within prime locations all over the globe (operating in 100+ Countries and 5000+ Hotels) (Managementservices.hilton.com, 2019). Hilton owns 16+ Brands, which range from Luxury, Upper Upscale, Upscale, Upper Midscale, Midscale, and Timeshare (UpgradedPoints.com, 2019). They employ thousands of individuals (see diagram below). Therefore, they are a suitable organization for this research.
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(Statista, 2019) Graph illustrating the number of Hilton Worldwide employees from 2013 to 2018 (in thousands) 
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Personnel Development is fundamental to all organisations. There are many strong candidates or prospective employees who look for employers with the framework, knowledge, and significant relevant experience to offer training and career progression to fulfil their potential (The Balance Careers, 2019). 
Hilton holds the pre-requisites and they also invest in their team members through the addition of Employee Engagement. Hilton creates an environment which develops trust, loyalty and integrity, with a focus on being inspirational, motivational and holistic. In return, this improves employee performance, increased capabilities and mental health (Engage for Success, 2019). Consequently, Hilton is able to develop their Talented Workforce which is diversely active and highly skilled (Investinedinburgh.com, 2019) in line with their strategic aims and objectives. Their ongoing expansion, at an International level, is a clear indication of their success.
However, there is a large proportion of today’s Workforce which requires Flexible Working Practices. This becomes a complex issue as it is in high demand from strong candidates, who live varying lifestyles with existing commitments for example, carers, maternity/paternity leavers, the disabled, to organisations that are in short supply of staff, or simply require additional Team Members occasionally or for specific times, especially within the International Hotel Sector. Flexible Working Practices within the International Hotel Industry is currently a stronger issue than in the past; therefore, we shall move forward to discuss this in more detail.
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Under UK legislation, people hold the right to ‘request’ Flexible Working. This may be interpreted as entitled to ask. The UK Government describes Flexible Working as “…a way of working that suits an employee’s needs, for example having flexible start and finish times, or working from home” (GOV.UK, 2019). Flexible Working may be defined as working non-conventional hours and shifts whereas generally conventional shifts are 9-5 Monday-Friday. Flexible Working is usually referred to as Flexitime or Flextime (HRZone, 2019). In essence, there are many ways of interpreting the types of Flexible Working however the extent of flexibility and the terms (who, what, where, when, why and how) would be agreed between an employer and employee.
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Hilton recently introduced and began marketing Flexible Working Practices within their reservation department. Hilton say that it is their value proposition and labelled it as ’Hilton Reservation and Customer Care’ (HRCC) (Jobs.hilton.com, 2019).
Hilton describes their Flexible Working Practice in a positive light and includes factors such as ‘Work from the comfort and convenience of your home’, ‘Opportunities for growth & advancement throughout Hilton’, ‘Innovative and interactive training to achieve success in your role’, and ‘Stable year-round work and not seasonal,’ (Jobs.hilton.com, 2019). This approach demonstrates that they continue to evolve and understand the importance of good Flexible Working Practices.
There are issues with poor Flexible Working Practices as illustrated by a BBC (2019) report that comments, "I've seen colleagues have to fight really hard for something that has been advertised to them while having to cover when working parents take leave at short notice". This demonstrates how an organisation which implements Flexible Working Practice without a professional framework may create difficulties if the practice is not applied evenly to colleagues.
Within the International Hotel Industry, poor practices of the same generally occur where there are informal arrangements. It is also important that Management hold professional values rather than a “Let’s try it, and if it doesn’t work, try something else” approach as stated in an article by caterer.com (2019). That is an example of poor practice.
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There are particular types of Flexible Working which the Hilton may find useful. Torrington (2009), describes Atkinson’s Model, Atkinson (1984), which is the Model of ‘The Flexible Firm’. The model defines three types of Flexibilities; Numerical, Temporal and Functional. With Numerical Flexibility there is flexibility with numbers. This may assist the Hilton as it would allow a swift response when there is a demand for a high number of employees (Weddings, Christmas Parties and Group Dining Reservations) and also when there is a less demand for employees (a decline reservations and room occupancy).. In addition, this would allow the Hilton to operate efficiently and consequently may increase its revenue, arrange more energetic, committed, loyal and passionate Team Members. For employees it would suit their needs as they may prefer the option of Flexible Working Practices due to their lifestyle (see page 3).

Hilton may also wish to consider to develop the performance of their Flexible Employees using practices such as, in-house/external training programs, mentoring, and distance learning (either computer based or in a learning center) (Gibb, 2008).

Hilton already has active Flexible Working Practices in place. For example, their ‘HRCC’ (as eluded to on page 4) as well as casual contracts which are advertised on their worldwide careers site. Their framework is very effective and professionally managed. However, they should ensure continuous monitoring and performance at high quality in terms of Personnel Development and Employee Engagement (as mentioned on page 3), whilst taking into consideration good and poor practices of Flexible Working (as demonstrated on page 4). By doing so, they will simultaneously achieve, improved expansion of a varied and Talented Workforce in the longer term. For example, improved recruitment and retention as well as.
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According to QuestionPro (2019), there are two forms of research: Primary Research, and Secondary Research. Primary Research is a methodology for data collection by a researcher. The data is acquired directly from a source and in theory it is owned by the researcher. A few examples of Primary Research include Interviews, Observations, Surveys, and Focus Groups.

Courses.lumenlearning.com (2019), explains different types of interviews for Primary Research. There are general interviews, where interview sessions are carried out in person, on a one-to-one basis. This usually involves open lines of questioning. The researcher would allow the interviewee to answer freely in as much detail as possible and later extract relevant information pertaining to the research matter. The advantage here is that it allows better focus for the person interviewing and especially the interviewee, which in return provides more considered responses or answers. A Representative Interview involves interviewing a person that is affected by a particular experience, problem or issue. Expert Interviews is usually when individuals such as Professors, Doctors, Principle Officials, Lawyers and Financial Analysts are directly interviewed for the reason that they are Masters in a particular field concerning the research in question. There are huge advantages to Expert Interviews and that includes credible, reliable, information gathering from individuals that are able to provide information in a clear, coherent and detailed manner using examples, all relating to the research topic in hand. There is also Interviewing by emails. It may come across as similar to questionnaires. However the key difference may be that the style itself would be customized to the subject in hand rather than taking a generic approach. An email would be submitted and the advantages here is that the respondent is permitted to answer at their own pace, without any hesitation, pressure, eliminating travel time and costs. Interviews conducted through Primary Research may be considered qualitative provided they are planned and appropriately executed. Primary Research Interviews allows the Researcher to compare, adapt, and clarify responses.





Courses.lumenlearning.com (2019), also describes Primary Research through Observation. Generally, this entails data collection by way of seeing and involves the analysis of behaviour, texts and images. Advantages include direct and factual information. As a result, it also eliminates any assumptions and reduces the risk of concealed data. It is more focused on a particular subject, accurate and controlled. Another main advantage of this form Primary Research is exceptional quality.

Surveys usually involve mass data collection based on short answer questions and they are considered qualitative data due to the immense number of responses which are usually vague and the fact that they are generally used for statistics and possibly feedback from large numbers of people. They are also carried in paper form. They are found in many places and conducted either in person, within groups or through post and emails. In Primary Research, they are usually closely monitored and in person as it would be more direct. They may be carried out in groups or through automated telephone mechanisms at the end of a phone conversation. Surveys are usually carried out by a researcher on behalf a huge organization. However they may be conducted by an individual researcher for example, a research student. They hold huge advantages as the collection of mass data surveys are easily formed into charts, and the researchers are able to generalize large populations and compare (Surveymonkey.co.uk, 2019).

Primary Research based on Focus Groups described by Smallbusiness.chron.com (2019) indicates that there is usually a mediator, a group of people and a discussion surrounding a topic specific to the research matter. A series of questions are raised by the facilitator, and this may also include related images, products and concepts. The idea would be for the mediator or facilitator to achieve unbiased, truthful answers from the group which should also be insightful. Advantages include, open feedback, unpredictability, discussions and opinions, and the mediator’s ability to inspire, motivate and retrieve the best achievable answers.
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