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Background
Employee engagement defines how absorbed an employee is towards duties and responsibilities (Karsan and Kruse, 2011). Pommit (2016), defined employee engagement as the level of involvement and commitment of a worker towards the values of the organization.  This definition was further elaborated to encompass the psychological aspect of employees’ life, especially when they have positive emotions to their work, consider their work to be personally meaningful, convinced the workload is manageable and are optimistic about the future prospect of their work (Pommit, 2016).  
Karsan and Kruse (2011), considered employee engagement as the extent to which an employee is motivated to contribute to the success of the organization. Concisely, it is the extent to which they are motivated to give extra effort in achieving the goals and objective of the organization.  Employees’ engagement is not entirely performance dependent, rather, it centers on those preconditions that results in a greater performance by the employee. Thus, employees’ engagement are measurable factors (Karsan and Kruse, 2011). Pommit, (2016), concluded that employees’ engagement is a summation of pride, advocacy, and satisfaction of employees in an organization leading to higher retention. 
Aligning employee’s goals with the objective of the organization is prerequisite to achieving customers satisfaction in the hospitality industry, thus organizations in the hospitality industry are constantly investing in creating programs to support their employee engagement, to enhance their performances, imbue them with self-confidence and help them to key-in to the mission of the business (McGuire, 2016).  
The ability of an organization to produce unfettered employee engagement is essential to high performance and a sentinel of their retention capability (McGuire, 2016). Breeding a healthy workforce with high employee engagement is essential in the hospitality industry for various reasons. First, the cost of labor is expensive, minimum wage in many countries is constantly increasing, thus labor is more expensive than in previous years.  Distribution costs are also on the high end, driving hospitality firms to develop strategies to generate direct business. Acquiring and training new employees is thus much more expensive and less productive than retaining a seasoned professional (McGuire, 2016). 
An experienced front-desk agent has all the professional expertise to drive sales, engage customers meaningfully and convert their conversation into sales.   A knowledgeable and experience bar attendants in the hotel is more likely to convince a customer to explore special menu than an inexperienced server. These professionals are not just excellent at their duty, they essentially act as the brand ambassadors, transferring the organization’s goal to meet customers demands, thereby generating revenue for the organization. It is critically important to retain valuable and experienced staff, not just because it is expensive to replace them, but because it takes time for a new staff member to reach that level of performance and to live and breathe your brand (McGuire, 2016). 
In this age of information, where consumers have plethora of information at their disposal, majorly from social media, most consumers would prefer to read the ratings and reviews of hotels and other businesses in the hospitality industry, to evaluate if the service they anticipate would be a good value for their money. Most consumers would use such reviews and ratings as a yardstick to measure how their experience would be impacted. Therefore, an engaged employee would play a valuable role in delivering guest’ experience which would ultimately influence the ratings from consumers and thus impact future consumer decisions around the business (McGuire, 2016). 

Britainnia international Hotel London.
Location and accessibility 
Britainnia international hotel which pride itself on being a cheap hotel and lodge is in the commercial center of London. The hotel has a fantastic location for both holiday and business tourists.  As it is located within a touching distance of numerous tourist destinations in London such as the London’s O2 Arena, which is 2.6 miles, the Tower of London is 3.5 miles to the hotel, Her Majesty’s Theatre is 5.7 miles, The British Museum is within 5.9 miles, Westminster Abbey is within 6.5 miles, Buckingham Palace is within 7 miles, London Zoo is 8.9 miles of the hotel, thus the hotel is centrally located and accessible (Britainnia international hotel website). 

Customers satisfaction from reviews and ratings.
While the hotel is centrally located with decent level of facilities, many of the reviews and ratings of the customers indicate that the level of service in the hotel is not exceptional. Most of the customers lament about the poor conditions of their rooms when they checked in. in which the rooms were dirty and lithered. More than 75% of their negative reviews stemmed from the lack of cleanliness and unhealthy rooms, bathrooms, dirty windows, lobby, and other common places. Many customers also complained of rude receptions from staffs. These are strong indication that the hotel might be understaffed, or the staffs might be experiencing unmanageable workload, leading to less engage employees (Hostels.com, Pommit, 2016). 
Park, Johnson, and Chaudhuri, (2019) opined that when hotels employees are underpaid, they are more likely to perform poorly in discharging their duty. The author delineated further, that employees with turnover intentions demonstrate lower job performance which can be unfavorable to workers-customers relationship and thus negatively impacting the brand image of the business. 
Bakker (et al., 2008), asserted that engaged employees are eager and enthusiastic about their duty performance, and are engrossed in the delivery of their work. Employees who are engaged in their duty have high level of productivity, competitiveness, and job satisfaction, which will reflect in the customer satisfaction ratings and reviews (Park, Johnson, and Chaudhuri, 2019). 
The employee-customer relationship is key to the success of hotels in the hospitality industry, thus, it is important to examine the engagement level periodically within these organizations, as well as the possible drivers of employees’ enthusiasm and motivations (Park, Johnson, and Chaudhuri, 2019). Work engagement reduces turnover levels and, at the same time, increases employee and customer satisfaction levels, resulting in overall organizational effectiveness. 
	Department 
	Required training
	Course title
	Description
	Development required
	Method

	Front Office
	Business communication
	Business communication
	Improve oral and written business communication skills
	Yes.
	Fuzzy Delphi method

	Housekeeping department
	Mentoring
	Technical peer mentoring
	Help coworkers get up to speed on technical tasks and processes.
	Yes
	Fuzzy Delphi method


Training need analysis in Britainnia international Hotel.


The front office
The front office staffs are the hotel ambassador, in most cases, they are the first and last point of contact of guests with the hotel. A disengage front office staff can compromise the brand image of the hotel with the customers. It is essential that front office staffs are experienced professionals who are able to communicate with the guests on emotional level, not only during the check in, but also during the check out, where the last impression can be left on the customers. 

Training needs in the front office department of the Britainnia international Hotel, London. 
On-site training 
Training in the front office positions is an arduous task, with a constant flow of people, registrations, telephone calls, check in, check out, vendor calls, and many other demands ongoing simultaneously. This plethora of activities requires a front office manager to be able to balance the needs of the moment with those of the future, hence effective time management skills, organization skills, stress management skills, empathy and people management skills are all essential for the front office manager to be successful. 
Management Concepts
Organization management, time management, stress management skills are crucial in the front office department of a hotel. Training for these skills should be integrated and applied to task performance.
Negligence of duty by staffs of other department and confusion will be eliminated when the front office is adequately trained and have high professional expertise. This is because various department are dependent on the front office unit to pass important information to other departments and to guests on a regular basis, lack of coordination by the front office may lead to frustration, nervousness, toxic work environment and disengaged employees.  
Another important feature of engaged employee is the manageable workload (Pommit, 2016). Efficient organization skills will help front office managers to deal systematically deal with workloads and prevent them from accumulating many unfinished tasks. Time management and organization skills would improve performance, growth, and efficiency of employee, thereby contributing to their engagement.

Awareness of duties.
The front office managers are saddled with the responsibility of ensuring the smoot running of activities in the hotels. It is important that the front office manager not only have a strong sense of responsibility, but the front office manager must also be aware of all the position’s obligations as the front office manager. Such duties include direct communication with guests, organizing staff weekly schedules, monitor the punctuality of employees to duty, sending invoices, training new workers, and engage with room reservation. 
It is also imperative for the front office manager to be able to have mastery of room booking and reservation, to ensure that overbooking does not occur, and guests are not checked in into a dirty and unkept rooms. These would require constant communication with the housekeeping department.
Unexpected issues 
As an interphase between the hotel management and the guests, the front office managers are often subjected to so many unforeseen situations, thus training should include handling complex human behavior and relationships, unexpected crises, and ugly situations. Training on dealing with urgent guests’ request should also be put into consideration. Theses would impose self-confidence in the front office manager, and helped in making informed decision, thus deriving satisfaction from the work, and hence putting in genuine engagement. 
House-keeping department. 
The general maintenance of the hotel is being handled by the house-keeping department. Staffs in this unit must have eyes for details, must be committed to progressive training and development. It is the service and cleanliness that really make an impact on our guests and determine whether they will return and recommend the hotel to others. 

Training needs in the house-keeping department of the Britainnia international Hotel, London. 
Planning resources
From the over 5000 reviews of the Britainnia international hotel, many guests concluded that the building is an old building with outdated styles and taste. Thus, an upgrades, repairs, and maintenance might be constantly needed.  Resource planning by hostel would enable renovation and facility installation to be prioritized, i.e., the ability to clearly identify which issues are having the most impact (and should be addressed the fastest). 
Communication, guest etiquette and interaction. 
Housekeepers need to develop an efficient communication networks with their coworkers and other department in the hotel. Lucid communication channels would ensure that members of staff in the house keeping department have sense of belonging and valued, this would impact their commitment, and help in team bonding. Staff happiness would also improve with clear communication strategies, assigning unkept rooms to customers would be eliminated (Polo & Tweed, 2018). 
Along with an efficient communication skill is housekeepers must be trained and have good guest etiquette and interaction skills with clients. It is not unlikely that the housekeeper would come into contact with a guest, their interaction with guest may leave a mark on the guest and their tendency to return to the hotel in future. Hotel staffs needs to be trained on how to understand cultural differences, how to make a first positive impression, and understanding body language etiquette. These small and subtle changes will make a major difference to the confidence within the housekeeping team and also how they treat and interact with the guests around them.
Health and Safety
With legal protection for guests the health and safety is key to the success of the hotel. When it is ignored, hefty fees and consequences might ensue. Thus, housekeepers and staffs must be regularly up-to date with health and safety protocols within the hotel facility.  
Cleaning skills, equipment, and products.
The housekeeping unit must have a standard operating procedure which would validate the result of each procedure being carried out in the department. Housekeepers must be honed their skills with methods which are quicker and efficient. Use of equipment can be more efficient with training, thus efficiency is improved, self-confidence is impacted positively and engaged workforce is built (Polo & Tweed, 2018).


Conclusions and recommendations.
Employees should be guided to realize the importance of training and growth in the Britainnia international hotel. The aim of employee training should be to improve their quality, make them efficient in discharging their duty, generate happy employee which would in turn generate happy customers.
Improving the communication channel between the Britainnia international hotel management and the employee can be improved by seeking feedback from employees. This would encourage the employees to know that they are valued and their opinion count in the running of the hotel. This in turn would help to breed enthusiastic workforce who would want to reach the peak of their career. 
A thorough follow up is needed after each training to be sure that what was learnt are being incorporated into the daily lives of the employees. This would increase the competence and job performance of the employees.
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