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Introduction
Within the todays assignment, there will be a clear proposal designed to represent the liability of personnel in a chosen hospitality industry considering the outcomes that are in the hotel. Therefore, things such as specific issues from the hotel, using primary and secondary research. In addition to that after collecting information the primary and the secondary data collected must be analysed drawing conclusions about the liability of personnel’s in the hotel that has been chosen for this proposal. One other thing that is about to be mentioned in this proposal is a short comparation of the chosen hotel with another hotel industry that has the same reputation as the main one, giving examples of how that one handles such situations that cannot be handled in the hotel chosen in the first place.
The hotel that has been chosen for today is Genting Hotel and it is located in Birmingham next to the Worlds Arena, being seen by thousands of people all the time there are activities in the arena. This suggesting that there are a lot of people that know about this hotel and this influences the high amount of people coming to visit it nationally and internationally. The hotel that is going to be used as a second one to compare with is Hyatt Regency Hotel, which is as well located in Birmingham and it does also have four stars.
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Task One
Genting Hotel is a four-star hotel located in Birmingham offering a variety of services to the guests coming from the worldwide. They very well-known for the restaurants and the authentic food that they are offering and the atmosphere which most of the time is sharing a romantic and nice atmosphere, which everyone would look for. However, there are negative aspects as well, and those aspects matter even more before the guests are going to get to know the positives of the hotel.
The personnel development is “a formal, organized and continuous planning method that is used to match the needs of a business with the career aspirations of workers” (FLA 2012), and in the Genting Hotel, the members of staff from the front office are not showing to much interest in what is happening in the hotel and what the guests are thinking. For example, in the primary research the man at the reception ignores the fact that the guests were given a different room comparing to the one they have booked. In the secondary research the staff from the front office are also showing ignorant attitude towards the guests and this because the member of staff refuses to work effectively to mark rooms that are unavailable on the website using the excuse that the guests will conform to the rooms that they do have available.
In the other hand not all members of staff are considered as being awful as there are two members of staff in the day shift that are doing their work properly answering to the guest’s calls and giving clear information booking the guests in once the call is ended and the payment is made. The attitude of the members of staff during the day shows commitment and cooperation within the good reputation of the hotel, this representing as well the “talent of the workforce of the hotel”
The fact that the members of staff are not showing interest regarding to the online availability of the hotel, may convey the fact that the managers did not learn and train them well enough, them being now unable to use the systems  effectively. There are specific regulations that must be followed by the managers in order to ensure that the secondary employees are informed about what they must do. Because the availability of hotel is more than just important in the hotel industry, they must thing two times about leaving all the unavailable rooms available on the website. The reason why it has a massive importance is because if some people are seeing that there is a specific room that they want, looking nice and being a bit cheaper than other environments
Task Two
Comparing to hotels such as Hyatt Hotel Birmingham, Genting Hotel as a  lower amount of positive reviews and this because there are heavy negative aspects about the messing with the rooms that are not marked as unavailable on the website and people tend to book them having the hope that they will have a superb holiday. In Hyatt Hotel, for example, they have a specific period of time that is allocated for the setting of the guests and writing the room number for the keys that are about to be given to the guests. Therefore, there are organisational skills that are existent in the development of the personnel, the organisational skills are then helping them to organize their time effectively to ensure that everything is well structured and that things about their availability are clear for everyone (Doyle A. 2019). Therefore, the Genting hotel demonstrates that it uses a poor practice when it comes to the front office system controlling and this may link to situations where they will struggle to have the number of guests that they need in order to have a considerable number of rooms sold.
Taking in consideration the employee engagement, in Genting Hotel, our secondary research proved that there is limited engagement especially over the night shifts as everyone is not as interested in what the guests are saying. “It is more than important than ever to listen to your guests” (HR 2015). In addition to that, because the employees at the reception are not even trying to cooperate within the guest to make them have a positive memorable experience of which they will share with other people giving . In
Task Three
Even if there are issues within the services that are given the managerial team must be in charge of supporting the employees to show more engagement and cooperation within the hotel. There are 10 main reason why the employees especially the ones from the reception. These are:
1. Customers know what they need- If you keep a great relationship within the guest, you will clearly get to know what they want, what they need and what they expect to you do. And if you are not cooperating with the guests effectively you are taking the risk of not having the feedback that you expect from your guests.
2. Customers have the buying power- And this because they are the ones paying for the service, paying for the products and they are the ones paying for the rooms. If the employees are not showing clear engagement in providing everything in the way they should do using the empathic attitude towards everyone. The empathic attitude is more than essential and this because this is one of the key features that attracts the guests.
3. Listening to customer will grow your business- All the business that are looking after success mut follow each step-in development in order to grow their profitability statistics as well as the statistics that are representing the number of guests that are coming in the hotel.
4. Customer feedback helps you improve- if the employees are doing their work in the manner that they must do, following the managers instructions and the tasks that they have to do each day, the guests will provide the hotel with the positive feedback, which matters a lot in the hotel’s reputation. However, if we link this to out issue in the Genting Hotel, the receptionist did not work effectively, and the negative feedback had a massive impact over other people that were looking forward booking a room at this hotel.
5. If you do not listen, customers will go elsewhere- it is important that you are working hard to keep increasing the number of people coming in the hotel, and therefore, the engagement of employees are more than just important
6. Customers can tell you what they think of your opposition-Whenever the guests are asked to give feedback, they will happily tell that the services in the hotel are very well provided and that the employees are nice as well. Their answer to feedback requests matters a lot and it is more than just important.
7. Customers like to feel valued- The employees must always be nice to the guests and make them feel unique, this would happen if the employees would use a calm and emphatic tone of voice. Also, the employees could start conversation asking about the guest’s holiday, reason for coming etc.
8. Customer feedback is form of market research-Market research can cost a lot, so it is important that the costs are kept down by making sure that you listen to the guests.
9. Your business should always be focused on the guests- This meaning that at some points the guest’s views. Everything that is done in the business must be focused on guests’ preferences, expectations.
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Task Four.
The primary data is collected by a “first-hand researcher, using methods such as experiments, personal life experience” (Driscoll & Brizee 2017), whereas secondary data “is data that has been gathered before and is being accessed by other researcher for such newer research.
In this case, the primary research has been conducted by Alarna (2019) and her results were based on the bad services of the front office as people in charge of front office in the night shift tend to e very rude and verbally aggressive passive. In the secondary research the researcher was me and the research has been made using structured questionnaires as a research method and the process of the research occurred asking different people that went to the hotel about their opinions about front office. In addition to that the results have demonstrated  that there were some problematic things within the front office in the hotel. The most common issue that is found in both is that the availability of rooms is not well stated and this again links to the productivity of the front office, which must be in charge of correctly booking the rooms that the guests are asking for especially if they appear available on the website. The mentioned issues are linked with the personnel development that is demonstrated within the hotel.

Conclusion
As a conclusion the employee engagement matter a lot especially in the business that are looking for continuous improvement rather than just having a sustainability. In Genting hotel there are improvements that need to be made regarding to the way they deliver their services.
The research in also important because of the fact that research helps in finding valid information about the specific things about the hotel.
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