	BA DEGREE ASSIGNMENT SPECIFICATION
SCHOOL OF TOURISM & HOSPITALITY

	Student name:
	
	Student number:
	
	

	Programmes:
	BA (Hons) International Hotel Management
	

	Module:
	Personnel Resourcing and Development
	Module Level (4, 5, 6):
	5
	

	Module code:
	BMIH5005
	Contribution to Overall Module Assessment (%):
	50%
	

	Lecturer:
	Emily Williams
	Internal Verifier:
	
	

	Assignment Title:
	Research Project Proposal
	Assignment No:
	2 of 2
	

	Hand Out Date:
	15th January 2021
	Submission deadlines: Return date of provisional marks & written feedback:
	26th March 2021

23rd April 2021
	




Title of the report -
“The Importance of employee engagement on developing a talented workforce at Marriott Hotel UK”












Table of Contents
1. Introduction	3
1.1 Background of the issue and Marriott Hotel	3
1.2 Overview of the employee engagement at the Operations and Service development departments	4
2. Training Needs Analysis	5
2.1 Training needs analysis for two departments of Marriott International	5
2.2 Critical analysis of current training needs within these departments	7
Current training needs in the operations department of Marriot	7
Current training needs in the service development department of Marriot	8
2.3 Critical analysis of how employee engagement impacts a TNA	9
Conclusion	10
References	11

List of Tables
Table 1: Requirements in the operations department and service development department	6
List of Figures
Figure 1: Training needs analysis	5
















[bookmark: _Toc67265004]1. Introduction
[bookmark: _Toc67265005]1.1 Background of the issue and Marriott Hotel 
For employee engagement, the hotel management needs to emphasize diversity and inclusion. The hospitality service providers such as Hilton, Marriott, and Merlin Entertainments, etc. embrace differences and ensures diversity at the workplace. For global diversity, the hospitality business needs to engage its employees and provide necessary training to them so that they remain productive. Hereby, the hospitality services providers like Marriott International stayed committed to inclusion and diversity and their commitments extend to the international territories, where the hotels connect with local communities by creating job opportunities, promoting value differences, and fostering the wellbeing of the workers. This proposal emphasized the training needs in two crucial departments of Marriott: Operations and Service development and critically analysed how employee engagement could help the hotel to make the training arrangements.
Marriott International (Marriott) is one of the top-notch multinational hospitality companies that have a strong business footprint in the UK. Beginning its operations in 1927, Marriott has expanded its operations in 133 territories with over 7,600 business properties and 30 brands (Tracey, Hinkin and Tran, 2014). For corporate diversity, the hotel promoted the 'Unity and Family' initiative. This initiative helps Marriott develop an inclusive work environment that supports hiring, retaining, and promoting employees, and engages them to develop an inclusive and diverse workforce (Kuman and Pansari, 2015). Besides, Marriott has developed a long-term partnership with more than 30 diversity companies because these companies also shared the same missions of diversity and inclusion. One of the catchiest parts of its diversity and inclusion initiatives is that Marriott empowers workers with disabilities; hereby, the company extends necessary supports and provides equal opportunities at the workplace.
[bookmark: _Toc67265006]1.2 Overview of the employee engagement at the Operations and Service development departments
Operations and Service development are two crucial departments contributing significantly to the business success of Marriott. The operations department of Marriott is directly involved in dealing with the overall business activities of the hotel (Cervai, Kekale and Claxton, 2014). The employees of this department are responsible for planning and developing the hotel interiors, connecting with the big hospitality clients, planning the information systems facilitating communication between the operations department and other departments. They are also responsible for monitoring how the hospitality services and products are developed and whether customers get timely services (Jukan, 2019). The Service development department is the sole purpose for department planning, designing, and implementing hotel services. The employees of this department are also responsible for developing brands also. Hence, employee engagement in both the operations department and service development department is vital for the business success of Marriott (Pham et al., 2020). 


[bookmark: _Toc67265007]2. Training Needs Analysis
[bookmark: _Toc67265008]2.1 Training needs analysis for two departments of Marriott International
The operations department and the service development department need to hire and retain very efficient employees. Hereby, the departments need to provide adequate training for improving their performance at Marriott (Costa, Armanu and Rofiaty, 2020). The training needs analysis model for these two departments is diagrammatically presented below:
[image: ]
[bookmark: _Toc67265096]Figure 1: Training needs analysis
Source: (Albrecht, 2018)
Departmental support: The training is significant for departmental support. The necessary training provided to the employees of the operations department and service development department can develop a relationship with the top management engaged in Marriott. The employee engagement training can also help the employees of both departments develop a strong relationship with the employees of other departments (Friedman, 2019). The training arrangement can also help developing teamwork within the department. 
Departmental analysis: The goal of the operations department is to ensure the productivity of each business function such as production and procurement of meals, service development, HRD, marketing, and system development (Robinson, Perryman and Hayday, 2018). The goal of the service development department is to plan the hospitality services, design the brands, and develop services within the hospitality brands of Marriott. The training climate in both departments is highly productive for the employees. Marriott has engaged both trainers and trainees and made training arrangement for improving employee productivity (Tracey, Hinkin and Tran, 2014). Both departments are independently operated by internal personnel. However, they maintain the same corporate governance of the hotel and comply with the regulatory framework. During the COVID-19 crisis, both departments have experienced legal pressure in arranging meetings or conferences by engaging employees (Kumala, 2020). Hereby, Marriott conducted virtual training for employees working in these departments.
Requirements analysis: The training requirement analysis for both departments is tabulated below:
[bookmark: _Toc67265064]Table 1: Requirements in the operations department and service development department
Source: (Sugahara, 2018)
	Requirements
	Operations department
	Service development department

	Job targets
	The employees and managers in the operations department at Marriott Hotel are responsible for handling all activities involved in providing services to the guests. They also manage the operations process, develop planning, embrace designs, improve performances, and develop operations strategy.
	The service development managers are responsible for designing guest services at the hotel, delivering the services to guests, and assessing the effectiveness of the services.

	Employee needs
	The employees need comprehensive knowledge about business management.
	The employees need to follow the service patterns of competitive hotels such as Hilton and Merlin, etc. and develop unique services.

	Participants
	The employees and managers are the participants
	The employees and staffs are the participants

	Points of contact
	Telephone, Video conferencing, audio conferencing, and cloud-sharing databases
	Telephone and Video conferencing

	Anticipated problems
	They often find difficulty in understanding whole business situations and find concrete operational solutions.
	They experience difficulty in implementing the guests’ services.

	Existing Protocol
	The employees and managers are required to keep information within the department and not share data with those of other departments.
	The employees and staffs are quite open in communication and report to the operations department.



Job analysis: Some employees of the operations department of Marriott lacked knowledge of the overall business management. The employees need to realize how managers plan to develop services, arrange resources, and implement actions. The employees of the service development department of Marriott need practical ideas about how competitive businesses design their services (Ben, Iva and Charles, 2018). The employees and staffs need proper directions about how effectively they can deliver guest services. Though the employees of both departments are skilful, they needed skill-focused training to continuously adapt to the existing situations. However, they, if trained properly, can bring positive changes in the departmental operations (Exeter, 2013). 
Person analysis: The employees of the operations department and the service development at Marriott are supposed to maintain the business operations and deliver effective customer services of the hotel effectively and develop communication within and outside their departments (Sugahara, 2018). However, they lacked skills in performing their activities when they experienced difficulty and observed new changes that are incomprehensible to them. Therefore, Marriott needs to continue its training activities for employees working in these departments so that they gather the necessary knowledge, develop skills, and improve their abilities to deal with complete job tasks (Kuman and Pansari, 2015). 
[bookmark: _Toc67265009]2.2 Critical analysis of current training needs within these departments
[bookmark: _Toc67265010]Current training needs in the operations department of Marriot
Steele (2015) found that the employees working in the operations department of Marriott received, on average, 15-minute training in each working day. As part of the training, they developed skills and knowledge about rooms operations, purchasing materials, and managing overall operational functions of the hotel. They needed to get continuous updates of operational strategies of the competitive businesses for performing their job functions and achieving the job goals. The employees needed continuous monitoring from their supervisors and managers to improve their productivities. Their study also found that the high frequency of training often could not achieve the actual training objectives at Marriott. Furthermore, Balkana (2018) supported that the training activities arranged for the employees of the operations department only focused on the visible skill gaps of all employees. However, the skillsets of all employees were not the same, and therefore, they needed separate training. At Marriott, training activities aimed to improve specific skills for all employees. Such practices created the skill differences of employees working in the hotel. Nevertheless, Tanida and Suwaree (2020) argued that the managers at the operations department of Marriott Hotel monitored the activities of employees after they received training from the specialized trainers. Besides, the managers shared their experiences with the employees so that they could easily crack the difficult situations. Despite monitoring, the employees and managers needed to deliver coordinated efforts to achieve the operational goals. 
[bookmark: _Toc67265011]Current training needs in the service development department of Marriot
Zhang, Jay and Choi (2014) found that the employees of the service development department did not receive much training from Marriott Hotel. Rather, they were engaged to provide training to the staffs, who were directly involved in delivering necessary services to the guests at the hotel. Marriott emphasized hiring talented and experienced candidates for the service development department. Hence, the employees lacked competitive knowledge about how competitive businesses develop their services and how Marriot could bring innovation in its services provided to the customers. They did not have expert solutions for the service problems derived from the guests' evaluation of the hotel services. Furthermore, Pham et al. (2020) supported that the staffs of the service development department were only trained for delivering services. However, they could not solve guests’ questions or requirements because they did not have proper ideas of how to deal with complex service issues. Hence, the staffs of that department needed proper training to quickly deal with regular service issues raised through the customers' query. Nevertheless, Costa, Armanu and Rofiaty (2020) argued that employees and staffs cooperated to develop and implement services for the guests at the Marriott Hotel. They worked hand-in-hand to proper unique hotel services through room services, reception desk supports, restaurant supports, entertainment, and other hotel services. In such circumstances, the employees and staffs needed proper training to create new needs and develop expectations of the customers or guests at Marriott.
[bookmark: _Toc67265012]2.3 Critical analysis of how employee engagement impacts a TNA
Eric, Chan and Hon (2014) found that employee engagement put a significant impact on the service development at Marriott. The employees and staffs needed to be directly involved in the service delivery to the guests at the hotel. Hence, the specialized training focusing on the skill development of employees and staffs can engage them in performing the business functions effectively and cooperating. The training arrangement brought all employees and staffs together, understand their knowledge gaps, and develop the line of compliance between them. Moreover, Ben et al. (2018) supported the training supports also helped the operations department improve the relationship between managers and employees. Since managers were directly involved in training the employees to implement the business functions. The operation-focused training could broaden the scopes of the managers to provide supports to the employees and make them. Nevertheless, Friedman (2019) argued that the employees’ engagement could help both the operations department and the service development department make training arrangement for staffs and employees. Their supports and cooperation would only be possible when Marriott will arrange training programs by engaging all employees and staffs. Therefore, the employees and staffs of both the operations department and the service development department needed training to get connected for improving the business operations and develop the hotel services. 


[bookmark: _Toc67265013]Conclusion
In summary, the proposal suggests that the operations department of Marriot Hotel UK needed to arrange training on the individual skill gaps in comparison to the hotel standard and arrange specific training for the specific groups of employees. Again, the service development department also needs to arrange training by engaging employees and staffs together for achieving the performance goals. For lifelong employment, hotel management needs to engage employees and staffs in training activities that focus on developing their skills and abilities. The hotel management can encourage teamwork and cooperation among managers, employees and staffs to engage them in specialized training activities. 
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