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Introduction

Employee engagement is a mandatory process which needs to be followed by anyone in the workforce. When employees are engaged, they will dedicate themselves more to their role and the organization and will improve the rate to success (Brook, J., 2019).
The following report will analyse the importance of employee engagement within a hotel and how it will help develop a talented workforce. The chosen hotel is The Waldorf Hilton in London. 
The Waldorf Hilton in London opened its doors back in 1908 however, the British entrepreneurs, Edward Sanders and Thomas Wild, had the idea of building a hotel in a crescent moon shape since 1889. After hiring architect Alexender Mackenzie to build the structure of the building they have envisioned, the construction began almost immediately, and the main design was the American style. Upon finishing the hotel, the two entrepreneurs named it Waldorf Hotel, after the millionaire William Waldorf Astor. After being opened, by the 1920s it has gained popularity for hosting special Tango Teas and great festivities held by Howard Godfrey and The Waldorfians. The latter helped with the transformation of the establishment into a premier entertainment local in London. Since then, the hotel expanded by acquiring different buildings and since 2018 became part of the Historic Hotel Worldwide. (Historic Hotels Worldwide, 2021)

Employee engagement- definition and importance
Employee engagement is defined as the emotional connection employees feel towards their role and company they work for. Completely opposite, employee engagement does not mean employee happiness, wellbeing, or satisfaction (Ryba, K., 2021). If someone is happy at work, it is not implied that they are being productive or working hard. Same applies if someone comes into their 9-5 job, it does not signify they are satisfied. The employee engagement needs to be an emotional commitment and helps employees care about their work and organization (Kruse, K., 2012). Throughout time employee engagement has been measured through different surveys and they have been used by companies to analyse how performant employees are, competency levels and satisfaction at the workplace. Surveys can be undertaken at any time while working in companies however, the timing needs to be accurate, so the results are not affected by different factors. Generally, there are two elements which contribute to proper employee engagement: engagement with the organization and engagement with the manager. Engagement with the organization targets how engaged employees are with the company or the organization they work for and what their opinion is towards the senior management teams. Engagement with the manager is more particular and it analyses how well the employees connect with their team leader, manager, or direct supervisors. What is important and examined in this section is the value of employees, how well can they perceive feedback and take direction and how strong is the relationship between manager and employee (Custom Insight, 2021).

[image: Diagram

Description automatically generated]
Figure 1 (Custom Insight, 2021)

Advantages of employee engagement
There are several advantages proper employee engagement can bring to a company, as well to their employees. Employee engagement does not bring benefits to only individuals, but to the entire team they are working for. Better team performance is considered the first benefit committed and engaged employees offer to a company. Performing at a high level together, a team will also perform at its full capacity. Having people motivated around, will help those who are not, to feel engaged and productive. Second benefit would be the improvement of employee productivity which means that employees who are personally invested in their role will care about their performance. Productivity should be measured through one-to-one meetings between manager and employee, in which a growth or drop in engagement can be noticed. 
“92% of employees believe that their organization can reach its objectives” (OfficeVibe, 2021). Targets are very important and each team within a company is required to meet them depending on the needs of the overall organisation. Managers usually focus on the team performance, but according to proper employee engagement, shifting their attention towards employees will create a positive impact and will help with reaching objectives better and faster. What is considered another important benefit of employee engagement is lower employee absenteeism. Employees who do not show interest in their work and start being absent can be problematic and can create an unbalanced team. However, individuals who are engaged and prepared for new tasks every day will make the team work better and reach goals better and faster. If managers notice any shifts in employee’s behaviour, such as skipping tasks or taking days off, these should be cause for concern and be discussed as well in one-to-one meetings. Lastly, by creating a workplace with less stress will create an environment with lower risk of burnout for the employees. People perceive stress differently, so managers need to be mindful of what complaints they receive and need to learn their teams to take breaks and relax as soon as they start feeling unmotivated (DeBara, D. & St-Aubin, N., 2021). 

Maslow’s Hierarchy of Human Needs and employee engagement
First time Maslow made his concept known was in his book “A Theory of Human Motivation”, from 1943. His theory suggests that individuals feel motivated to fulfil their fundamental needs before thinking about more advanced ones. Maslow’s Hierarchy is usually displayed as a pyramid on the lowest level being the physiological needs, such as desire for food, water, or rest, and at the top would be self-actualization. Deficiency needs and growth needs are what Maslow believed to be like instincts and what was important in motivating individuals. The top of the pyramid is considered by Maslow as growth needs which are related to the desire one must grow as a person (Cherry, K., 2021). Physiological needs refer to the vital items one needs to survive, such as water or food. In a working environment, employees need to have access to these important services so they know they can meet their basic needs. Workplaces need to have restrooms, a kitchen where food can be warmed up or prepared and watercoolers inside the building. Breaks are as well required so people can relax to be able to continue their work during the day. Another basic need which falls into this category is considered a steady income, which helps employees support themselves. Security and safety needs are the steps where people want to keep control of their lives. Few of these needs are financial security, safety against potential accidents and health. In the workplace employees consider important protecting their health which can be done by having proper furniture in the office and having a secure building which can prevent potential hazards.  Under this category also falls the aspect of job safety. Mostly employees feel unsafe if their job is at risk due to layoffs and this can contribute to their lack of motivation. Social needs are equally important, as people socialise daily at their workplace. This need is satisfied by friendship, social groups, or community groups. If employees do not feel engaged socially their motivation will lack entirely and will not feel a sense of belonging to the group. Second set of needs from the top of the pyramid would be the esteem needs. This step is where employees need to be appreciated and respected, either by their colleagues or management. Besides this is an important step towards employee’s growth and achievement of results. Having a high result on the esteem level, will impact the overall engagement in a team. At the top of Maslow’s pyramid is the self-actualisation level which can be interpreted as the step where employees maximise their potential at work. Employees, both individual or as a team, wish to know they are doing the best in their role, they apply themselves and that their efforts are being appreciated. These encouragements help with their motivation and can help them succeed in their career (Indeed Editorial Team, 2021).
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Figure 2 (Engagement Multiplier, 2021)     Figure 3 (Engagement Multiplier, 2021)


Training needs analysis (TNA) for Waldorf Hilton, London

Engineering and Maintenance Department
	
Focus
	
Staff training level
	
Main Goal
	
Steps to be taken
	
Priority
	
Direct management
	
Due date

	Fire and Safety Procedures
	New training team which can update information monthly
	All members should have the same level of knowledge
	Refreshers of the Fire and safety procedures bi-monthly 
	High
	Manager
	08/07/2021

	Fire Alarm Monitoring
	Every 2-week training/updates 
	Older team members should assist new members
	Every shift team needs to assess the fire alarms
	High
	Team Supervisor
	08/07/2021

	Isolation training 
	New training scheme 
	All staff members need to undergo the training
	New training team to be hired
	High
	Manager
	08/07/2021

	Heating, ventilating and air conditioning (HVAC)
	Procedures are not being followed
	Staff members- understand the importance of HVAC
	Underline the importance of HVAC
	High
	Manager
	08/07/2021

	Building Management System (BMS)
	Limited knowledge
	Staff members should know BMS
	New training scheme
	High
	Manager
	08/07/2021


Front Office Department
	
Focus
	
Staff training level
	
Main Goal
	
Steps to be taken
	
Priority
	
Direct management
	
Due date

	Hotel reservation
	50% of staff members- advanced
50%- beginners
	All staff members should know the procedure of reservation
	Bimonthly trainings for beginners and once a month for older team members
	High 
	Front Office Manager
	23/08/2021

	Front office operations
	Gaps in the knowledge of steps which need to be undertaken
	Staff members need to know the order of the operations
	Morning meetings with refreshers
	High
	Shift Manager
	23/08/2021

	Property Management System (PMS)
	100% knowledge- employees need updates about the changes in the system
	Full knowledge on PMS
	Immediate training when updates are in place
	High
	Front Office Manager
	23/08/2021




Advantages and disadvantages of TNA
Training needs analysis is an examination of an organisation training needs and how those need to be improved. TNA has both its advantages and disadvantages when thinking of its importance. Pros of TNA are the discovery of who needs to be trained, what area needs to be covered, which are the greatest priorities, helps with the improvement of work productivity and helps with the rise in the quality of services. The disadvantages of a training needs analysis are the high costs that can brought to a company, the length of the TNA can be too long, and the need of that analysis can be irrelevant, scheduling issues or it can be time consuming (CertCentral, 2018).

Conclusion
Employee engagement is crucial within any company and organisation as this contribution to the smooth operation of the business. Within the hospitality industry employee engagement offers not only a nice working environment, but also a nice experience for potential guests staying in any hotel. Waldorf Hilton in London has been in the business since 1908 and has overcome tough times, such as the COVID-19 pandemic, where the entire hospitality industry has been truly affected. As an observation of the departments within the hotel, the Engineering and Maintenance department together with the Front Office department require further trainings for the team members to offer a positive experience for their guests. Offering trainings that will bring their knowledge of certain systems to a perfect level and encourage the team members to undertake new tasks and offer a proper working environment, will help them dedicate to their work. 
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