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INTRODUCTION 

Since 2018, Hilton Worldwide Holdings Limited (Hilton) has been a world-class hotel operating in 113 countries and regions with 16 world-class brands, including 5,000 properties. The hotel is enjoying its reputation for being great place to work. Hilton stands out from other hotels around the world because of its dedicated staff, and employee centric Human Resources practices such as recruitment, participation and training processes. Hilton executives believe in attracting, hiring and retaining employees. In hotel business, this makes sense because these employees are better able to serve customers. Over the years, the company has created a very loyal culture, where highly qualified employees do their best to satisfy customers. Hilton values ​​the outstanding work of its team members and treats them well so that they can stay with the company longer, grow and take the lead in the company. 
One of the main problems in the hospitality industry is staff turnover. Many factors play an important role in employee turnover, including salary, benefits, attendance, employee on- job performance, uncertainty in job roles, work pressure, and managerial behavior (O’Connell et.al 2007). The manager of the hotel must understand the main reasons for the employee turnover:
1) Many of the jobs in the hotel industry are seasonal and have a negative effect on the morale of the employees. 
2) the employees in the hostel industry are mostly uneducated and unskilled staff. Many employees like waiter, cleaners, helpers etc. are students who do it as part time job. 
3) There are sometimes inconsistencies in customer service. In such cases the managers often pay close attention to customer satisfaction, but they do not support employees. The manager of the hotel must be able to maintain good customer service and motivate the employees.
4) The wage level is generally close to the minimum wage, which makes it difficult for employees to support themselves through work (Kysilka et.al 2013).
 Therefore, among the challenges and opportunities mentioned above, employee participation is a necessary condition for the hotel industry. The HR practices which is implemented by the hotel will not only improves productivity and profitability, but also reduces employee turnover. 

Employee Engagement and developing a talented workforce
The engagement of employees is the commitment level and participation of the employees in their organization and its values. This can be better defined when employees feel positive emotions about their work, perceive their work as personal, believe that the workload is manageable, and look to the future of the job (Saks, 2006).
Karsan and Kruse (2011) discussed employees’ engagement as the interest that employees make in an organization and they are ready to go out and solve important tasks for the company's goals. This means that employee participation has nothing to do with performance, but a prerequisite for better performance. They also emphasized that employee participation can really be measured. It is the sum of pride, job satisfaction, support and retention.


The Consequences of Employee Engagement
Employee’s engagement in the hotel is vital in their performance and organizational leadership. There are many positive results in the building employee’s engagement practices in an organization. Bakker and Leiter (2010) emphasized that organizational success includes success in the employee’s performance, work rate, authority and customer loyalty.
Employee performance
Study has showed that employee engagement is positive for the success of the organization. Researcher also stressed that the higher employee participation, is more likely to perform better for their employers. Ott (2007) referred to a Gallup study that showed that higher employee participation could result in higher earnings per share (EPS) for companies. In a report by Hewitt Associates (2004), showed that engaged employees consistently identified three normal behaviors which help in improving the performance of an organizational. 

Employee productivity
The higher participation of employees helps the organisation to take initiative and achieve learning goals. Engaged employees can gain knowledge, avail to the new opportunities, redouble their efforts, support the organisation and participate in mentoring and serving as volunteers (Neupane 2015).  Schaufel and Salanova (2007) pointed out that engaged employees were happier with their work and more loyal to the organization. They want to achieve high goals and they want to succeed. They are not only energetic but also enthusiastic about their work. In addition, engaged employees actively participate in their job, pay attention to the tasks, do not only stick to the job descriptions, and change and organize workplaces in a way that suits the work environment (Bakker and Leiter, 2010).
Employees Retention 
 Employee engagement reflects employee’s loyalty and energy at work and is a key indicator of employee participation and organizational commitment. When employees are highly involved, they are highly motivated, their stress levels decrease and morale increases. All this leads to a low turnover rate. Towers Perrin, a personnel consulting firm, has discovered that highly motivated employees are more stable employees. The results of their study showed that about 66% of engaged employed workers did not plan to switch their jobs, as compared with 36% of average workers and only 12% of not engaged workers (Towers Perrin, 2003).

Strategies to Build Employee Engagement in Hilton hotel
There are some key strategies which can help in engaging the employees in Hilton hotel.  These include employee engagement and involvement, communication within the hotel departments, recognition of the hotel employees and remuneration, and career development for the employees. Successful management of Hilton Hotel will ensure the highest level of employee participation in the hotel. Below are four key points:
Employee Involvement and Participation
Employees participation will be a process for Hilton Hostel to empowers employees to participate in management decisions and reforms. This is very important for the hotel because when employees feel that they are being treated as a “loop,” they will try to provide the best customers services to their clients.  The employees who will have high potential mostly seek for opportunities to experience the rapid development of their careers. By involving the potential employees in the hotel, they will be performing multi-tasking, and planning major projects to promote their hotel marketing and service improvement. 
Sharing business success information, strategies, goals and plans, new technologies and competitors' performance is key. Without business knowledge, it will be difficult for the employees to make a significant contribution by planning to participate and setting policies and understanding the results of their actions. Dissemination includes the provision of information and open communication processes.
Knowledge development and training 
The aim of the knowledge and training is to provide group decisions and solve problems, managerial quality and statistical analysis skills. The knowledge development and training will enable the hotel employees to understand and contribute toward the success of the hotel.
Reward and recognition system
The reward and recognition system is generally based on the performance of the employees and aims to encourage employees to acquire knowledge, increase their skills, take on more decision-making tasks, improve teamwork and work to contribute to the development of the hotel. For example, the hotel can give personal incentives to the employees for their better customer service performance. There are different teams in the hotel, team incentives can be given like for the front desk team, if they perform well the hotel can give them incentives.
Power sharing
Power, especially decision-making, can be shared through similar organizational approaches (e.g. quality circles, committees, response systems or tips) or by sharing power in shaping work (e.g. enrichment and transformation, team management, business departments and participation in decision committees.




Recognitions and Rewards to engage the employees and enhance teamwork in Hilton Hotel

Reward management is a tool used by leaders to formulate and implement policies and procedures designed to recognize and reward members of the hotel in a manner consistent with the hotel's objectives.  In the hotel, the method of recognition and rewards can be used to make employees feel respected and valued, to retain employees, to increase motivation and to increase job satisfaction.
 Recognition and benefits may include:
Salary increase
 Employees of all the hotel want to see an annual salary increase. The reason for the increase in wages may be an increase in the cost of living or an increase in the working level. It is difficult for companies to maintain this because people who receive incredible rewards expect to be treated like conventional treatments. When the hotel will treat pays rises it will be the same in all departments of the hotel regardless of performance.
 Promoting and performance rating 
In the hotel industry, performance appraisal or evaluation system is a way to increase employee’s motivation and satisfaction. This means that the step is used to communicate this reward (for example, to promote other benefits). Senior positions in an organization can create not only a higher salary, but also a greater sense of responsibility, increased company size, and job satisfaction. A higher sense of responsibility can also be linked to employee empowerment. A qualified employee can assume their responsibilities, hold them accountable to their supervisor, and receive feedback and recognition in this regard. Performance appraisal is also closely linked to talent management. 
Training needs analysis (TNA)
The structure of the training program will be for the department of catering and human resources department. There will be the assessment of training needs, definition of training objectives, further description of training objectives, development of training plans, establishment of assessment standards, monitoring of progress, evaluation of training impact and receiving feedback. The development and collection of data at both the department will be systematic. By giving the time and financial constraints, it is important to ensure the success of the training, and that is when the need for training (TNA) becomes important (Holloway et.al 2018).  TNA will assists HR and catering managers or in setting the goals and content of the training program and ensuring its effectiveness and usefulness. 
TNA data should be collected systematically and efficiently and viewed comprehensively. Many of the organisations and hotel industry integrates the 360-degree feedback in their capability plans, gathering assessment data from supervisors, subordinates, colleagues, and employees (Ludwikowska 2018). 
 360-degree feedback are suitable for assessing performance and responding to employee development and can also be used as benchmarks for TNAs. Employees involved in the 360-degree response process improve self-awareness and desire to improve their ability to work (Fletcher & Bailey, 2003). The TNA approach and framework for the development of catering services and HR.

TNA for Catering and HR department
These are the methods which will be followed to conduct the TNA. 
Questionnaire 
Questionnaires will be distributed among the employees in both the departments to know how the employees are feeling and what kind of training they want.  
Observation 
Where possible, regular observation can be a good way to identify training needs. The key to this approach is to make some observations over time in different departments that make them both informal and exotic. Employees should be aware that these observations are not punishable, but for training purposes only.
Interviews
Interview will be conducted in both the departments, so that can communicate with the department managers and executives to understand what they are seeing.
Examining the work
By examining the work of catering and HR department, they will be able to get relevant knowledge, skills and abilities are intended to apply to a particular role. 

Employee engagement impact on TNA
Occupying the Job 
 Psychologist William Kahn used the two goals of consistency to express "individual engagement and disengagement.  With the engagement of the employees, the employees in the catering and HR department will shape their workplace physically (physically, mentally and emotionally (Brien et.al 2017).  As if they remain disengaged in their job role they will disconnect and leave the role. The training will help the catering department to train their employees, so they can deliver better customer services, which will lead to customer satisfaction. 
Committing to the Work and the Hotel 
 Some experts define engagement of employees as a willingness to stay in the work and a refusal to change the plan, which is usually due to a desire to continue. People work simultaneously from several sources, such as economic, educational, family, political and religious institutions. They are also committed to certain people, including their spouses, children, parents and siblings. TNA will impact the employees in both the department to stay committed to their job and to the hotel. 

Conclusion
Employee engagement is a growing challenge and one of the important ways in which the hotel can develops and practice by the line managers and executives. Employee engagement is needed for the hotel for the better customer services and hospitality so the guest will come again. The hotel must engage their employees in the decision making process do it will be helpful for the hotel to achieve its mission, execute the strategy and create significant success in the business. The hotel must improve employee participation by creating the environment in terms of participation, hotel companies need strong systems and methods for advertising and support participation. Building dedicated staff is a long-term initiative because it requires leaders, organizational systems, and employees. It should also coordinate and link the most important activities in the hotel industry. 
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