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Introduction

Marriott International is a number of hotel brands recognised globally with properties in 131 countries. It was founded back in 1927 by a married couple J.Willard & Alice Marriott. [Marriott International, 2020]. Marriott International is looking to expand in Bangladesh. Renaissance Hotel Dhaka is a hotel that is one of the many brands of Marriott International. The Renaissance hotel was established in 1989 and it’s a 5 star hotel which is a short drive away from the Hajrat Shahjalal International Airport. (Marriott International, 2020). Marriott International want to develop new properties in Bangladesh and this expansion will require employees to be recruited for these new properties. 

Attract, Train & Retain
A high employee turnover is an extremely worrying situation for any business, whether it’s big or small. This is because it takes a lot of time, effort, resources & money to recruit & train new employees and it can be detrimental to the business, if they have to keep going through this time consuming process because they have to replace their employees on a regular basis. Therefore Marriott International is looking to firstly understand the issues causing a high employee turnover and then secondly find tools to help attract, train & retain employees in the properties in Bangladesh, as it is in everyone’s best interest to retain the skilled workforce. 
One of the first steps to attract, train and retain a skilled workforce is to create that positive environment that all potential and existing employees are looking for. As ultimately it is the manager‘s responsibility to create this positive environment, it is absolutely essential to have an excellently trained manager who can recognise that they need to make all their employees feel welcome, safe, free of negativity and make them enjoy coming into work. As a manager, to achieve this, it is important to have a good relationship with the employees and to recognise what the key elements are to retain the existing workforce and put some sort of plan in place.
The seconds steps would involve making the employees feel appreciated by having good recognition & reward programs in place. This is because all employees want to feel appreciated for their hard work and if they don’t get that from their current workplace, they will end up moving onto the next one in the hope to get that appreciation. Recognition and reward programs can be quite inexpensive with a creative mind. As an employer, if you take the time to understand your employees, you would recognise what kind of reward would mean something to the employees and make them happy. These rewards can be as small as an award, an employee of the month certificate, an email sent to all employees giving the specific employee recognition for their hard work or ultimately a bonus or gift vouchers. [Misiak, M.2016]
The third step to attract, train and retain a skilled workforce is to make things interesting for the employees and get them to engage as employee engagement is an extremely important factor. Most employees have ambitions and have dreams to continue to succeed and progress. This is a major reason why some decide to leave as they find the job no longer challenges them or interests them. Therefore an employer should actively encourage their employees to engage, contribute ideas and create something. The company should work hard to develop all employees and get them to achieve their highest capabilities, increase their skill set and knowledge, provide them with opportunities to progress within the company, possibly help them move onto to a higher paid job. They can also develop employees through offering feedback and coaching, taking them on development days and even discussing with them what they would like to gain from this employment in terms of personal and professional development. One of the ways to get the most out of employees is to have all employees participate in a yearly competition to development a new business venture as this will help employees get creative, motivated and increase their engagement. [Smith, 2020]
Managers should work to create an environment where employees feel productive and good about their jobs. They should try to achieve the right balance between giving employees enough work so that they feel challenged and giving employs too much work, which can cause them too much stress and affect their mental health. This can be achieved by having a personal and professional development plan from the very beginning of a person’s start of employment. Managers should make things clear from the start by telling employees what they expect from them and how they can reach these expectations and giving them a copy of what was discussed. This would give the new employees targets and motivate them to be productive, which would ultimately make the job fast paced and interesting for them. [Mcnulty, 2018]
Lastly, an important step to attract, train and retain a skilled work force is to find out what is actually causing this high employee turnover and how it can be reduced. This can be done by involving the current workforce and asking for honest answers through anonymous staff satisfaction surveys or compiling the data from the exit interviews for each employee that has left during a certain time period. As an employer, certain benefits should be offered to employees such as flexible working arrangements, parking spaces and discounts on shopping and travels to retain them. Other ways to have a low employee turnover is to ensure the recruitment process in place is spectacular and the employees recruited match the job requirements so that they feel happy in their role and capable to complete all tasks and not feel out of place. [Smith,2020].

Effectiveness of Job Descriptions 
Job descriptions can be an extremely effective tool during recruitment, performance management, training and development of Marriott employees. Therefore Marriott International would like to use this tool effectively for their new employees in the hotel developments in Bangladesh. Whilst job descriptions don’t look like they do very much during an employee’s time at the company, apart from at the recruitment stage, a well written job description can actually become a very important tool during every stage. Marriott International likes to place great focus on training and development of employees. They recently developed a new program for training purposes so that all new starters have the skills and knowledge that are essential for good performance right from the very beginning. This program provides new employees with the knowledge they need regarding the different department in a hotel and shows them how to use systems and carry out their duties, with all the duties listed in the job description.

This job description can help during the recruitment stage as it can attract employees, give them a great understanding of what their job duties would be and what is expected of them. This job description can also briefly describe how an employee can progress in the future and what kind of person, the recruiters are looking for and if this position is right for the employee too. This can help the recruitment and selection process immensely as there are many potential candidates that will apply after reading this job description and know that they are the right fit for the job and it will also help some potential candidates decide it’s not the right job for them and therefore they won’t apply. This can increase the quality of the potential candidates applying for the job. 
However, if it’s not well written, it can also result in too many applications or not enough applications as the job description was very unclear and people could not determine whether they would be the right fit for the job. A job description can help during the recruitment process as it can help recruiters to focus on the right criteria and create interview questions that relate to this criteria, which can reduce the chances of them recruiting the wrong person. It can also be beneficial to the potential candidate as it can help them highlight the right skills that they have which are relevant to the job and make it specific instead of waffling as sometimes a candidate may be perfect for the job as they have the relevant skills and qualifications but they could miss out on the job purely because they did not mention key information on the application.  
Once an employee is recruited, this job description can then work to help managers to manage their employee’s performance as this can be used to highlight key areas of development if there are gaps in the skills and knowledge of the employee. It can also help the employee as they can use the job description regularly to see if they are meeting their manager’s expectations and if they need any further training to help achieve these expectations. A good job description can also raise awareness for managers on which of their employees could become a future leader or be promoted due to their enthusiasm to continuously improve and achieve the expectations and requirements on the job description. The managers can then use this to provide employees with support, internal opportunities, motivate them and also assess their progress and possibly offer them an increase in pay. [Fitzgerald HR, 2019]

Conclusion
There are many tools and steps considered during this report that could be used by Marriott International to successfully train and develop their employees at their recent expansions in Bangladesh to create a skilled workforce. Front office employees are the face of the hotel and therefore their role in the hotel is extremely important. As a front office employee, good communication and problem solving skills are essential as this role involves communicating with guests, suppliers and other people who visit the hotel.








JOB DESCRIPTION FOR FRONT OFFICE EMPLOYEES

Job Title: Front Office Employee
Department: Front Office
Reports to: Front Office Manager
Contracted Hours: 40 hours
Hourly Pay: £8.72

Job Responsibilities:
The front office employee will be responsible for answering telephone calls and email enquiries as well as helping guests to check in and check out, make hotel room reservations, assign room keys, take payments and check identification of guests and get them to sign essential paper work. A front office employee would also need to have good knowledge of tourist attractions in the city, the facilities and amenities offered by the hotel such as arranging transport and tourist attraction bookings at a discounted rate for guests. A key requirement for front office employees is to dress smartly and act professional at all times. As a front office assistant, your responsibilities include making sure all guests have an excellent experience and any problems they encounter are quickly resolved.
[Caterer, 2020]

Person Specification
Qualifications: 5A*-C grades for GCSE
Experience: Experience in Hospitality & Leisure industry
Skills: Exceptional IT, organisation, customer service, written and verbal communication. 
Personality: Well presented, friendly, welcoming.
Other desirable skills and traits: Fast learner, adaptable, good problem solver.

[Glassdoor, 2020]






CHECKLIST FOR FRONT OFFICE EMPLOYEES

Morning Checklist 

6:00 – Attend the meeting for front office employees and complete a handover from night staff.
6:30 – Set up the reception area with magazines and newspapers and make sure area is clean and tidy
7:00 – Check for details of today’s check ins, print out documents and forms to make the check in process quick and efficient.
7:30 – Answer emails
9:00 – Check the mail received today
10:00 – Check all supplies to see if anything is running out.
11:00 – Help guests check out
12:00 – Lunch break
13:00 – Ensure all rooms are available and ready for today’s guests
14:00 – Help the guests check in.


Night Checklist 

18:00 – Check restaurant dinner reservations and requirements
20:00 – Clean the reception area properly.
22:00 – List all appointments and deliveries for next day and make sure Morning staff are aware.
22:30 – Finish up all remaining paperwork.

[Better Team, 2019]
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