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Introduction 
The aim of the assignment is to develop a proposal within which there is a hospitality industry environment. The main body of the proposal will be based on the personnel development and how it links to the organisation outcomes. In addition to that the assignment will develop and describe the chosen organisation, which is Marriott International Hotel Birmingham,  and the actual issue that is going to be examined, the issue being related to the personnel practice and how the employee is cooperating. After analysing the issue, there will also be an evaluation of the issue as the issue in the Marriott (Marriott, 2020) hotel will be compared with the same issue in other hospitality industry environment. 
Most of the employees are showing off their attitude and their interest for the job and therefore, it is very important that the employers and the managers (Foster, J. 2017)are being careful to specific things that the employees are doing with the aim of avoiding potential inconveniences with the guests. Most of the signs that are proving that the employees are having an engaged behaviour are optimism, team-working, selfless, pass along credit but accepts blame (MacLeod, D. 2018). However, there are may other signs that are related to the body language, gestures and facial expression and this because those are playing a massive role in the guest’s services.
Task 1
The organisation used for today’s assignment is the Marriott International Hotel Birmingham, which currently is seen as being one of the most extended hotels in the world and this because there are so many Marriott Hotels around the world (Marriott, 2019). The Marriott Hotel does currently have 30 hotel brands (Cheslaw L, 2019), thing that very much appreciated by guests. However, when it comes to the personnel, the main issue to talk about is the personnel’s attitude regarding to lack of motivation. One evidence for this statement stays in the customer’s reviews, which most of the negative ones have to do with the spa and leisure overall section of the hotel. A guest said: I thought I’d become a Spa member and when I went in I hade high expectations considering the price they want, but little did I know I was about to walk into a horrible yucky dirty germ ridden smelling spa with wet towels everywhere…” (TripAdvisor, 2020)this being a recent review from March 2020 and another previous review from September 2018 says that “the spa facilities were dirty, with broken tiles on the floor near the pool. The changing room was poor condition, most of the lockers didn’t work there was only one hairdryer that worked”, these two reviews, that are similar through the things the guests are complaining about, prove that the members of staff do not really seem to take actual care about the places that people must enjoy the most and they only keep staying satisfied with the other amount of reviews that are positive (TripAdvisor, 2018).  
Anyway, leaving behind the negative reviews about the leisure centre, there are positive reviews, about other departments such as Catering. For example Sandie G. (Feb 2020) mentions that “the whole team at the hotel provided excellent service within the function room and the catering was well thought and of a high standard having dietary requirements solved”, this review outlines that the hotel can also provide great services, but it does differ from one employee to another as some may have more motivation for implication than others and because of the ones with lack of motivation the entire hotel is wrongly reviewed (Sandie G. 2020). 



Task 2
Going from Marriot International Birmingham to other Birmingham Hotels with the same reputation such as Genting Hotel, the most important thing to outline is that Genting Hotel does have SPA area in the leisure centre, same as Marriot, but has no negative reviews that have to do with the cleanliness of the area. For example, one recent review says that “the spa facilities were super clean tranquil, so it was worth every penny. Definitely will be returning with my partner soon”, (TripAdvisor, 2020). The conclusion to draw from this small section is that the personnel is more experienced and more motivated by the manager with a great knowledge about the customer satisfaction and the importance of it. 
Marriott must learn from the Genting Hotel that the guests are the ones controlling most of the things that are happening of the hotel and therefore, if there are negative reviews, the reviews will easily get to others people’s ears and affect the number of people that want to come to the hotel. Looking at the financial situations represented in figure one and figure two, the most significant thing is that in the recent year Marriott decreased in profits (macrotrends, 2019) whereas Genting Hotel increased (Investor Relations Genting, 2019) with the profits in the last three years. This is significant because it is the evidence that Marriott hotel shows ignorance facing some of the guests. 
[image: ]                                 Figure. 1- Marriott International Hotel 
[image: ]Figure 2- Genting Hotel 
Using the two figures, conclusions about the employee’s engagement are easy to be drawn. For example, as mentioned in the Marriott Hotel, the engagement is not the best and they must have intense meetings in which the managers to take up their role of motivating and communicating effectively with the employees to build strong work force and to make them understand that as an hospitality workforce, the cooperation and implication must be over the limits regarding to the idea that everything they are doing is to attract and maintain the guest by promoting the hotel and its brand (Staples, 2020). 
Task 3
The internal conclusion of the proposal is that the employees must take up examples from the competitors and they must start to show better engagement and motivation for work to underpin all the expectation of the customers and long-term guests. There are three important components of engagement and these are: 
1. Intellectually Engaged- is the component that shows that the employees are coming up with ideas of improvements that will maintain or even increase the general positive view of the company itself as a business. 
2. Emotionally engaged- is the component within which employees are showing their emotions of proud, enthusiasm when the company had success after their cooperative work. 
3. Behaviourally engaged- this being the component within which people are willing to go above the limit, so their customers and their team members are advocating for the behalf of the company staying loyal for the company they work for. 
Further within these components, Sirota’s three factor model has been released and therefore, the research onto that model outlines that the engagement becomes successful within the satisfaction of the main three factors of engagement. The three factors are: 
1. Achievement- this being the factors within which the members of staff are taking bride of accomplishments of doing things that are effective to build success in the company. The achievement is the clearest proof of hardworking and implication. 
2. Friendship- This factor has to do with the fact that the members of staff are working together as a team without having contradictory discussions against ideas, decisions, changes or anything else.  Friendship is necessary in any company that has got either small or big workforce as within the friendship, members of staff allow one another to build each step of the company in the process of becoming successful. 
3. Equity- This is the factors that promotes the justly treatment of each employee, promoting the idea of respecting as well everyone no matter what their social status is, nor the nationality, race of sexual orientation. 
Sirota’s three-factor model of engagement, anyway, is more extended than this and it does look onto the leader’s actions when engagement is build as well as employees reactions facing the leader’s actions and lastly this model talks about the impacts facing the company once strong engagement and personnel cooperation is in place (Sirota, 2018). 
According to the model, the business impacts are:
Preservation, so in the future plans, more hope will be existent in each members of staff mind and greater development of the company will be in place once everybody can decide something together showing the same level of implication.  
Customer Satisfaction as for the Marriott hotel especially, this is the centre of focus because as mentioned in the previous paragraphs the customer satisfaction has always been one of their most important aims. Therefore, great customer satisfaction is a truly achievement for any hospitality industry and this must drive the managerial teams of the environment to future plans for another thing that need to be improved in the environment 
Modernization as once the level of customer satisfaction will increase the number of customers coming in the hotel will increase as well and therefore, the hotel will have the possibility to initiate modern aspects in the hotel such as new bath elements, or new design in the rooms anything to attract the customers even more than before. 
Financial Performance, because as mentioned the number of customers will increase so automatically the amount of the profit will increase as well, this being so important especially for Marriott after a period of three years in which decreases of profits were in a row. 
Task 4- Primary and secondary research 
Primary research has to do with any research you try to collect by yourself about a specific theme. The methods for primary research include, surveys, interviews, observation and in some of the cases statistics (Bhat, A. 2017). The method used for the primary research of this proposal has been the method related to the online surveys, these being the guest’s reviews. The reason why the reviews are called online surveys is because when completing a feedback they have to answer to some specific questions that require answers in order to generate the final feedback of the services. The primary research in the report has released important information about the way the hotel functions the way the personnel is developed comparing to other hotels like Genting Hotel which has similar location. Therefore, the method used in primary research of the proposal is effective and this because important information has been collected and clear conclusions can be drawn. 
The secondary research is the research method that is used to collect information that has been already generated (Bhat, A. 2018). For the proposal, the secondary research used has been the statistics method as the numbers that showed the profits of the two hotel that have been compared released important information that has been effective to draw conclusions related to the employee engagement and development in time. 
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