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This essay will be looking at what a human resources professional would need to consider to positively affect the retention and engagement of employees in the hotel and hospitality sector.  According to Gallup (2023), employee engagement refers to the level of involvement and enthusiasm of staff in both their work and their work place. The Chartered Institute of Personnel and Development (CIPD) views employee engagement as a “combination of commitment to the organisation, its values and a willingness to help colleagues.”   Without sufficient engagement, employee retention or the ability to keep staff becomes a major challenge which can then lead to high staff turnover.  According to CIPD the employee life cycle (ELC) refers to six distinct phases that identifies the most important stages that a new recruit goes through as they interact and engage with their employers. These are attraction, recruitment, onboarding, development, retention and separation.  
The hotel in question is the Marriott Hotel in Oranjestad, Aruba.  The recent Covid 19 pandemic has exacerbated the twin issues of engagement and retention which, although not unique to the hotel industry, has been felt much more acutely at this hotel.  
The essay will look at some causes and effects of poor recruitment practices, the wider employment and demographic that are usually initially attracted to the hospitality industry, and the importance of the human resource professional in developing and managing talent and how important this is to the overall profitability of the hotel or hospitality establishment.  Ahammad (2017) echoes the writings of others acknowledging that personnel management that was the original term used for the search, hiring, renumerating and training of employees has over the past 40-50 years to the more all-encompassing “human resources” where the focus has moved a more holistic approach that includes the performance of recruitment, selection and retention of talent as part of the strategic development of a company.   Generally speaking, micro (with less than 10 employees) the owners may also be responsible for personnel; and small to medium enterprises (SME’s) with up to 250 employees may have to focus more on the personnel function.  
The CIPD (2021) advises that the competent Human Resources professional will be focused on the creation, development and management of good employees who are performing quality jobs; it adds such employees will be more satisfied and will drive the company forward. JW Marriott’s statement “take good care of your employees, and they will take good care of your customers, and they will come back”.  The CIPD (2021) is of the view that such a win-win situation is at the heart of the human resources professional’s thinking. 
The Employee Life Cycle starts at the point either where a potential employee is already aware of a company and is interested in becoming an employee, or that potential employee becomes aware of a vacancy within that company.  Indeed.com (May 2023), a leading recruitment advertising company suggests this “attraction” stage simply means 

that the business that seeks an employee is in effect advertising itself as a company or business worth working for.  
There are some companies that either through slick advertising, word of mouth or by external evaluators have a significant advantage attracting top talent by virtue of their reputation as great places to work for. Fortune Magazine (2023) in the United States has been listing “The 100 Best Companies to Work For” since 1998, and companies like the Marriott has been consistently in the top ten.  Marriott International on its career’s website (2023) for example proudly advertises that it is the number one company according to DiversityInc Top 50 and “highest ranked hospitality company in history” All these accolades are promoted to attract potential employees.   
“The milk round” is a UK colloquial phrase that according to the Cambridge English Dictionary (2023) describes as “the series of visits made at a particular time of year by large companies to colleges and universities to discuss giving jobs to students after they have finished their education.”  This is means of directly attracting potential employees.  From as far back as 2010 the HR team at the Aruba Marriott have held such job fairs to attract employees to the hotel and the brand.  
After being enticed with the possibilities, the potential employee directly interacts with the potential employer by enquiring about the company and the job vacancy. The human resources department manages both the recruitment and interviewing stage; and this may often be the first point where the potential employee actually meets the employer.  Exceptions to this will include the aforementioned milk round and job fairs.    It is at this stage that Booysen (2008) suggests that human resource practitioners will be hoping the potential employee will be the best fit where the nature of the job matches the personality of the employee. 
The onboarding stage occurs when the new recruit has been hired, welcomed and has been provided with the relevant space, tools, uniforms, permissions, accesses and training to work effectively (indeed.com may 2023).  The first three stages of attraction, recruitment and onboarding can be akin to a honeymoon period for both employer and employee where both parties are excited for each other and where both parties are more tolerant of each other’s perceived or real weaknesses as both adapt to the demands and the abilities required to successfully perform the duties required, and the receipt of the remuneration and benefits promised.  Robbins et al (2017) refers to the above as the encounter and metamorphosis stages. 
The question of retention and engagement of employees becomes important once that honeymoon period (which may coincide with the length of the probationary period) has passed, and this where the human resource (HR) professional will come into play.   With new technologies, work practices, and legislation HR professionals need to be aware that employees will need regular development to keep them both competent and engaged.  


The Marriott brand uses various strategies to ensure a smooth onboarding process.  These include providing mentorship, cross training and online virtual learning environments.  ON24 (2023), a leading platform for digital engagement have partnered with Marriot International to help their onboarding process and the results according to ON24 means that “Marriott’s newest recruits are more quickly assimilating into the company culture and performing effectively in their new roles. The social connections, combined with rich learning resources in all media forms, are helping attract the best Millennials while developing unparalleled excellence in these future Marriott leaders.” 
Job satisfaction will both retain and engage employees.  Culibrk et al (2018) have opined that when employees are motivated in contemporary businesses the commercial success of that business is assured. Maslow’s renowned Hierarchy of Needs (1943) is a seminal work that is used by HR professionals to help determine whether employees will exhibit sufficient job satisfaction to be fully engaged at work. Being employed enables the provision of the first three most basic physiological, safety and belongingness needs – and if that is all an employee needs and receives that employee will remain a committed and satisfied member of the organisation.  There will be others that have the additional needs of self-esteem and self actualisation, and the accomplished HR professional should be able to identify and nourish all employees.  
Not all of these needs will be fulfilled at work, and performance and engagement at work may be affected by factors, motivators or demotivators outside of the workplace.  Thompson and Swihart (2005) acknowledge that “lifecycle” events at home such as births, marriages and separations (deaths, divorces, empty-nests) can have just as much effect on an employee’s performance as “work cycle” events like promotions, eminent redundancies, and retirements have an effect at home.   Both situations can reverberate back to the work environment and affects worker engagement.  Thompson and Swihart add that “operating in the work environment makes integrated programs like Life Work Connections especially well-equipped to identify, understand, and assist employees facing these challenges.” 
Staff development goes hand in hand with staff retention; and as has been established in the introduction, the aim is to keep dedicated and happy staff that will help to drive the organisation forward.  Continuous professional development is one of the tools of the HR manager which benefits both the employee and the organisation.  Sir Richard Branson (2014) is credited with the quote “Train people well enough so they can leave, treat them well enough, so they don't want to.”   

“Triple bottom line” approach argue that HR practitioners as well as undertaking the personnel functions will need to look beyond just the commercial benefits and take a more sustainable approach that considers the social, environmental, and human benefits too. This approach is evidenced by Marriott international’s (2023) “Begin. Belong. Become” campaign.  A sense of belonging will include work social events, health screening for 

employees, private medical insurance.  ESGI, a company that specialises in incentive travel for business executives refers to a case study of members Lenovo’s DCG Presidents Club 2019 trip to Monaco. ESGI suggests that one of the biggest benefits of the incentive program is the ability to bond with other team members, share their successes it’s a chance to sincerely convey appreciation and acknowledgement of top performers’ hard work, increasing loyalty in the future.  The theme of belonging in the Aruba Marriot is evidenced with a vibrant “Aruba Marriott Careers and Community Group” Facebook (2023) group that shares photos of team events, celebrations and success together.   Even beyond the hotel itself the Aruba Marriott team received the prestigious Alice S. Marriott (2023) award for community service during the pandemic and these actions continue to reinforce the tripartite relationship. 
Celebrating personal milestones and recognising that there will be times when the employee has the support of their employer also helps to retain staff.  More and more companies are recognising that paternity leave is just as important as maternity leave, and the use of flexitime hours also recognises that employees are at their best when there is a proper home-work balance.  
Centric HR (2023) suggests that it costs anywhere between six to nine months’ salary to replace a salaried worker and this is separate from the time it takes for the employee to become fully competent in their new role.  
The hotel industry suffers particularly from high turnover in the low paying jobs like housekeeping and restaurant.  During the pandemic the travel and hospitality industries were hit particularly hard and there were many enforced layoffs and redundancies. Fourth, a leading recruitment company reports that although recruitment is now increasing and nearing pre pandemic levels, the industry still hemorrhages 6% of staff every month.   A company that develops a reputation for high staff turnover may not be able to attract top talent. 
Identifying training needs such as cultural awareness among staffing in a hotel with a large international clientele and the personal development of team members is also important. Recognising staff pain points like poor management, lack of recognition, low wages, a lack of clear progression and promotions, long hours and an uneven work balance will help reduce high staff turnover.   
At point of separation, it should ideally be where both parties feel that each has given and has received the best, has been fully engaged and there is a mutual satisfaction of a job well done, whether the employee moves to pastures new or goes out to pasture! 
The success of the Marriott as a brand in being able to retain and engage staff has been measured by Comparably (2023) whose survey found out that  “Marriott is in the Top 30% of similar sized companies in its ability to retain quality employees. 40% of employees would not leave Marriott if they were offered a job for more money while 74% are excited to go to work each day”.  
In conclusion, HR practitioners need to be aware of the employee life cycle and the various stages.  Being able to attract the best possible recruitment pool, and then to select the right talent relevant to the triple bottom line philosophy is the first step. The onboarding phase is probably as important to ensure that both the employee and the company is a near perfect fit, noting that if this is not done probably the company can end up with a disgruntled employee that could cause a lot of harm to both morale and company performance.  
The Aruba Marriott Resort has encompassed many strategies to ensure that the employee lifecycle has developed a robust selection process using both its own individual reputation and brand recognition on the island of Aruba; an onboarding process that uses both personal and virtual strategies; and an enviable reputation as a place where associates can celebrate work and personal achievements together while developing a healthy work life balance.  The human resources team has made conscious efforts to develop a reputation both at the local hotel level and as a brand as great place to work; has helped to foster great camaraderie among staff and is a supporter of the local community.     
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