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Introduction
 
We will look at the expansion of Marriot International to Bangladesh and identify the different elements in the concept of employee engagement. A proposal will be created to suggest and identify the different tools required to attract, train and retain, a talented and skilled workforce. 

Employee engagement

Firstly, it is important to understand what is meant by the term ‘employee engagement’. Employee engagement has become increasingly significant for a lot of organisations over recent years. It can be described as a larger concept which covers both employee satisfaction and motivation (Leppänen, 2015). 

Employee engagement is often seen as the key to organisational success. It can be measured in four levels: physical, cognitive, emotional and psychological (Leppänen, 2015). Many organisations have found employee engagement to be crucial to their success as research suggests employees are more passionate about their job thus making them work harder in their roles. Employees are more likely to be respectful towards managers and other colleagues and go the extra mile. This is especially important in customer service orientated roles such as in a hotel, as employees who are more engaged and happier in their jobs are more likely to provide good customer service experiences to customers leaving them satisfied. Being able to successfully implement employee engagement within an organisation, leads to a domino-like effect of success in different areas of the organisation. For example, having happier employees also means that employees are less likely to want to leave their jobs. As job satisfaction increases, it means that employee retention is higher and the less need for hiring and training new staff which further reduces expenses. 

There are also a lot of different tools and strategies that organisations have to have in place to attract, train and retain a skilled workforce. Some examples of organisational strategies could be to have an excellent working environment, high quality leadership, quality training, good communications, high ethical policies and professional standards, better site culture (equality and diversity). Other examples of employee attraction and retention include employment practices in place such as competitive salaries, bonus incentives (by meeting targets), training and development opportunities, workplace benefits or other benefit packages, job security e.g. secure or permanent contracts (Hutchings, De Cieri and Shea, 2011).


Therefore, it is vital that the concept of employee engagement is prioritised and encouraged with this expansion of Marriot International to Bangladesh. Employees will not be made to feel that they are just here to work and meet specific targets, but they will be involved in key discussions and made sure to feel like their wellbeing is looked after. Managers and other leaders will need to develop a good relationship with their employees in order to achieve this. 




Effectiveness of Job Description

We will now look at the effectiveness of job descriptions as a tool to recruit, performance manage, train and develop Front Office Marriot Employees. A job description is often referred to as a tool because a good job description creates value for both the employer and the person seeking a job. Whilst most people tend to look at a job description being only applicable during the recruitment process, it can have a continuous purpose throughout the employment cycle. There are many benefits of having a well written job description such as attracting new candidates for the job. The job description will have a clear description of what the job role is, and it will clearly describe the skills and competencies required to perform the role. This will attract the best internal and external candidates for the role. The job description can also be used in performance management, as many job descriptions will list performance expectations. Employees can use it as a reference point for their job responsibilities and required level of performance, especially when a promotion is being discussed (Rusak, 2018). 

Thirdly, when it comes to the training and development of staff, a job description can help to identify an employee’s developmental needs. For example, a job description will outline the skills required to perform that job, so it will be easy to identify the skills or experience an employee needs to acquire before moving into another job. A good job description will easily identify these development needs (White and White, 2015).

The influence of the manager role in inspiring high performance and employee engagement

When it comes to inspiring high performance and employee engagement, managers and other organisational leaders have a very influential role in improving this (Osborne and Hammoud, 2017). Leaders who are true and authentic influence more employee engagement (Nicholas and Erakovich, 2013). As previously mentioned, increasing employee engagement means employees are more likely to be satisfied in their job role which means that employee retention is at a high and employee turnover is low. This not only reduces expenses for the organisation, but research has also shown that a direct relationship between leaders and employees has shown to also increase organisational profitability (Osborne and Hammoud, 2017). 

As previously stated, in order to measure and implement good employee engagement within the organisation, leaders will need to first develop that relationship with their employees. They will need to build trust and integrity with their employees. 

Required skills to ensure employees are trained to be successful in their Front Office role

We are able to finally conclude by mentioning some essential skills required by employees working in the Front Office department. 

Front House or Front Office operations are particularly important to get right as this is what gives a guest a good first or last impression on a hotel service. All the operations in the Front Office are usually visible to the hotel guests. Majority of the guest interactions in the Front Office are all face to face, such as guest check-ins or checkouts, new reservations, issuing room keys to guests and settling any payments. 

As well as having an understanding of the requirements of the job, a good candidate for the Front Office role must show or demonstrate essential attributes. Some of these attributes and skills include the following: some knowledge or experience in providing good customer service, a pleasant and polite nature, salesmanship, ability to solve problems and think quickly, integrity, confidence and good punctuality. There are many more attributes and skills required for this role, but these are some of the most important traits to have. As well as these personality traits and attributes, a good candidate for the Front Office role would need to possess good communication skills and be a team player. It is vital that a Front Office employee has good communication skills as the main part of their role involves communicating with guests and other teams within the hotel i.e. Housekeeping or Concierge. 




















PROPOSAL ATTACHMENTS

Job Description for Front Office Employees
About this job
We are looking for a Hotel Front Office Agent to serve as our guests first point of contact and manage all aspects of their accommodation. The Front Office assistant is responsible for providing a friendly, welcoming and efficient service to all hotel guests, in line with the hotel’s vision and values on customer satisfaction. The main purposes of the hotel reception area’s staff are to respond courteously to guests’ requests, play a part in the general running of the reception desk and help their Line Manager to maintain a smooth room bookings service. 
Job description 

· Process all guest check-ins by confirming reservations, assigning room, and issuing and activating room key. 
· Process all payment types such as room charges, cash, checks, debit, or credit. 
· Process all check-outs including resolving any late and disputed charges. Answer, record, and process all guest calls, messages, requests, questions, or concerns. 
· Coordinate with Housekeeping to track readiness of rooms for check-in. 
· Communicate parking procedures to guests/visitors and dispatch bell staff or valet staff by leasing with hotel Concierge. 
· Supply guests with directions and information regarding property and local areas of interest. 
· Run daily reports (number of arrivals, departures), identify any special requests, and check reports for accuracy. 
· Complete designated cashier and closing reports in the computer system. Cash guests' personal checks and traveller’s checks. 
· Count bank at the beginning and end of shift. 
· Balance and drop receipts according to Accounting specifications. 

Other duties include:
 
· Follow all company safety and security policies and procedures; report accidents, injuries, and unsafe work conditions to manager. 
· Follow all company policies and procedures; ensure uniform and personal appearance are clean and professional; maintain confidentiality of proprietary information; protect company assets. 
· Welcome and acknowledge all guests according to company standards; anticipate and address guests' service needs; assist individuals with disabilities; thank guests with genuine appreciation. 
· Speak with others using clear and professional language; answer telephones using appropriate etiquette. 
· Develop and maintain positive working relationships with others. 
· Comply with quality assurance expectations and standards. 
· Perform other reasonable job duties as requested by Supervisors.

Person Specification 

Essential skills and attributes: 

· A friendly and welcoming approach
· High standards of dress and presentation
· Ability to remain calm during difficult situations or in a very busy environment 
· The ability to work unsupervised
· Excellent interpersonal skills, including a pleasant telephone manner
· Good administrative skills and the ability to use email and booking systems 
· Good team working skills 

Desirable skills and attributes: 

· Past experience working in customer service
· Past experience working in hospitality (preferably hotel)
· Previous sales experience 
· Health & Safety or First Aid experience

AM/PM Checklist for Front Office Employees
AM – Morning shift duties and expectations
07:00 – 09:00
· Attend morning briefing and take over from the night shift team
· Calculate and prepare cash float after night shift takeover 
· Ensure the lobby is clean and presentable at all times and inform Housekeeping if anything needs to be cleaned 
· Ensure newspapers, magazines and brochures are all made readily available in the lobby or lounge area 
· Check for any no show bookings from the previous night
· Print daily reports (in house/departure/arrival/pick-ups) and cross check if correct rooms have been assigned as per guest request
09:00 – 12:00
· Check pickup and drop-off reports with Concierge/Travel desk
· Check registration cards and update guest profiles on system
· Familiarise yourself with repeat guests and VIP arrivals – organise welcome drinks/snacks
· Update F&B and Housekeeping on VIP Rooms and special requests
· Check early arrivals and charge accordingly 
· Carry out guest check ins and check outs correctly 
· Coordinate with Housekeeping in case of late departures or to check room status 
12:00 – 17:00
· Prepare afternoon briefing 
· Attend afternoon briefing and prepare handover for afternoon team
· Check and reply all emails from back office team
· Update all arrival guests’ profiles in system 
· Count cash float before shift end 
PM – Evening shift duties and expectations
17:00 – 20:00
· Attend Front Office afternoon briefing and handover from morning team 
· Follow up with morning shift team
· Count cash float from morning team and prepare for shift
· Check stationary and oversee lobby and lounge area
· Check pickups/drop-off report of the day with concierge 
· Ensure cleanliness of the lobby and lounge area
· Check all room status 
· Post any manual incidental charges or deposits as per morning shift instructions
· Print/Save any emergency or contingency reports
20:00 – 23:30
· Handle guest check ins and check outs correctly 
· Verify guest registration cards and update profiles on system 
· Follow up on supporting documents with reservations
· Make preparations for any special occasion or next day VIP arrivals 
· Count cash float before closure
· Close cashier and proceed filing 
· Prepare and attend evening briefing and handover with night team
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