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Task- 1
Introduction: The industries of tourism are getting bigger day by day. Now days it’s no longer a business that provides the accommodation and foods only, it also includes the processing globalization with wider expansion, branding image, brand awareness, Branding loyalty with customer satisfaction. Because of the competition and globalization the demand of hotel tourism is expanding and all hotel company put optimum effort to create unique comfort for their customer to survive in the market. Since the industries have gone bigger, consumer are taking significant leverage on the hotels and prioritize their choice demand based on the offer given by the different hotel. Moreover, technological development allowed all consumers to decide their desired hotel and service by sitting at home. Based on the question, my report will be made on opening a branch of Renaissance hotel in Bangladesh and it will include the aspects of developing food and Beverage department and its training methods along with some organizational practice to improve the service and training program. Since Renaissance hotel is a part of Marriott organization, my report will focus on recruitment, performance management, training and development of Marriott hotel organization with
Company overview: Marriott international is a leading hotel chain company. They have got a massive branding image across the world. Marriott has 176,000 employees worldwide. Marriott has a got a portfolio of 6700 properties in more than 130 countries. John Willard Marriott was the founder of Marriott. John Willard Marriott was an American businessman and entrepreneur and founded Marriott on 1927 with the name A&W root and beer and which moved into hotel business on 1957. Over the next 25 years Marriot became global enterprise. The first international hotel was opened on 1969 in Acapulco. Marriott has merged with Starwood on 2018 which was set on track on 2016. That merger has given Marriott a significant advantage in order to claim a wide range of market share over the world.

Marriott is continuously leading the way in customer satisfaction by providing exceptional service. They are not only famous for accommodation, but they also have a great reputation of providing authentic foods and beverage for their customer from different group like, family, business, individual customer, diplomat and others official. The company operates and franchises hotels and licenses vacation ownership resorts under 19 brands, including: Renaissance hotel, The Ritz-Carlton, BVLGARI, JW Marriott, Renaissance Hotels, Marriott Hotels, Delta Hotels and Resorts, Marriott Executive Apartments®, Marriott Vacation Club, Gaylord Hotels, AC Hotels by Marriott, Courtyard, Residence Inn, and Marriott has been consistently recognized as a top employer and for its superior business ethics. The company also manages the award-winning guest loyalty program, Marriott Rewards and The Ritz-Carlton Rewards program, which together comprise nearly 55 million members.
If we try to identify the keys of their global success, we can see some of the aspects that they undertake effectively and efficiently which give them competitive advantage of business and expanding all over the world. Among all those keys let’s highlight some factors that should be taken into account upon starting the new operation in Bangladesh
Employee Engagement: Employee engagement is something that the employee relate their goal and ambition with their organisational goal and feel passionate and proud about their company. It also includes, job satisfaction, commitment, dedication and respect and moreover it’s a deep connection between employer and employee. Marriott undertake various process to establish employee engagement such as below:
· Employee welfare: Marriott put a significant effort to establish employee welfare at work that involves reward management, motivation, health and safety, feedback, training, effective communication, suggestion etc.

·  Knowledge, Cultural awareness and Recruitment: Marriott understand the importance of understating the values of organisation and cultural awareness for the employee. As a global market leader Marriott generate some strategic plan that allows staff to understand the business goal and ambition and also enables employee to understand local culture and social aspects. Marriot staff are well aware of current global issue, and the nature of their target customer and they are well trained to identify the customer demand so that, desired service and care can be provided. And behind this process an effective recruitment and training system play a vital role. One of the example of their strategic recruitment is their recruitment is generated by its own people. Because the existing staff are aware of its company’s nature and goal, they can recruit the ideal people for their company. There some other process of recruitment such as employee referral, posting employee feedback openly and potential career progression. These process should be obtained accordingly as they approach to expansion process in Bangladesh.

· Skilled and Talented Workforce through Training: As a leading brand organisation Marriott offer internship, work experience and trainee position. They organise regular training program that last from 12 weeks to 12month for their trainee employee. In order to attract fresh graduate into management practice Marriott run global Voyage leadership program. While running a training program for newly recruited employee Marriott focus on introducing the basic hotel management and hospitality knowledge and corporate social responsibility. Marriott maintain various training according to job description and department such as :- 
· Administration
· Bar
· Communication
· Conference and Banqueting
· Digital
· Hotel and Site managers
· Human Resource
· Information Technology
· Kitchen
· Maintenance
· Marketing
· Purchasing
· Reception
· Reservation
· Revenue management
· Sales
· Wellbeing.
To fill those above category, the effective Marriott recruitment process should followed accordingly in Bangladesh. However, the job description and nature may vary based on the location.
Task-2
Critical analysis of effective job description in order to evaluate recruitment, performance and training: Job description involves in a detail outline of job, it gives a broad idea of job type and nature and applicant gets job summery from the description. Job description should give the idea of the company goal and objectives and provide the hints of potential training program and organization culture. Marriot maintains an effective job description technics and it has become a successful tools to employee engagement process. Let’s take look at a general job description of a Marriott organization that should focused while making an outline of a job for a new hotel in a new location:
· A brief information of the company and the recruiting department.
· Job title with a brief discussion of expectation.
· Who to report
· Responsibility
· Relationship
· Ability required
· Highlighting any technical side that required a specific skill
· Other related skills
· A brief idea of any proposed training
· Benefit
Marriott focused on above factors primarily to recruit staff however they change the outline according to the type of job. Besides, those factors, there are some more factors to be outlined as a candidate profile such as: 
· Personal skill from team work prospective, taking ownership and common sense and skill of good practice.
· Creativity, multitasking ability and dealing with co-workers, customer and other related body effectively
· Ability to priorities and working under pressure.
· Ability to deal with conflict, ability to influence and ability to achieve successful result without damaging organization image and reputation.
· Goal oriented and ability to represent employer while in operation.
· High energy and good personality with the knowledge of high standard customer service.
· Excellent communication skill and ability to adopt any change and adopt new culture and social awareness. 
· Work with positive flow with any changing consumer preference and consumer trends.
· Flexibility to travel and ability to speak multi language.
If we analyses the above factors we see that each factor reflects the image of the organization that they have now. Marriot take various initiatives to polish up any existing skill of the employee and organize further training program to prolong the skill into operation effectively and efficiently. If I am to provide a recommendation for the recruitment process for Food and Beverage hotel based in current expansion in Bangladesh, I would critically analyses the following:
· Recruit from local as central recruit may not be as effective as local due to geographic location.
· Organize a socio-cultural awareness training program
· Attract local graduate and recruit with the view of local demand.
· Ability to understand customer demand and have passion to work and providing great service.
Those skill should obtained through recruiting and training in order to manage the performance in operation. It is believed that, a frequent training is required in any new market and having an effective R&D team will support to outline the training module for the employees.
Manager Role in inspiring high performance and employee engagement: - Manager Roles includes a wider range of task and it does not have a limits when it’s about a new expansion in a new location. In order to achieve high performance from the employee and establish an effective employee engagement manager is the key person to plan and utilize in to operation. A successful Marriott manager uses three important elements to work on in order to get inspire the staff and get employee engagement, these are:-
· Authenticity
· Personalization
· Unique one of a kind experience
These three elements are the keys for the success of the Marriott organization all over the world. Their service and care reflects these elements and to be a successful manager these three elements should be taken seriously while recruiting and training staff. In this modern age, consumers are being more demanding because of the nature of tourism. From accommodation to F&B, consumer looks for authenticity in each product and service and they love sharing their experience through digital and social media. According to Marriott, Authenticity is the biggest watchword to obtain and to work on. Marriot tries focus on the people and service while performing their operation. Manager should be able to observe staff if they are in line with same strategy and engage employee with a plan of working to achieve authenticity.
Personalization helps hotel to make an unforgettable experience their customer. A successful attempt of adopting proper personalization process can change the business significantly. Consumers always seek for a good experience and when it’s hotel service, customer become more sensitive and expects the service to be at optimum level. A personalize hotel experience create a desire inside the guest’s mind make them to come back for the service on and on. Personalization process starts from the hiring the staff of the hotel. By recruiting right people hotel provide the service with best effort to create unforgettable experience. Manager makes sure that staff are aware of customer needs and give best personalize experience to the guest. For example, being able to understand the emotion of the guest and putting yourself on the guest shoes so the guests feel special. An effective training and engagement can provide this type of skill.
Unique/one of kind experience: One of a kind feeling is kind of mixed of Authenticity and personalization of the service. Marriott focuses on creating uniqueness of the service so the customer leave their hotel with a smile and having a desire to stay longer.  Marriot also provide authentic foods and drink with a great selection. Their collection for wine attracts some segments so effectively that some people organize various events that give good revenue for Marriott business. An effective manager makes sure staff are well known to all service and goods of hotel for example knowledge on verity of the goods, foods, drinks and approach customer accordingly.
Apart from above process, Manager also give effective feedback to the staff and identify individual capacity and lacking in order focus on improvement. Manager should always be approachable for staff and involve them in company goal and objective.

Task – 3
To be able run and F&B successfully effective recruitment plays vital role. Job descript is the primary step to create a skillful workforce. Let’s see some proposed job description for Food and Beverage Department employees.
Job Description:
· Customer service is the main goal of F&B department. Staff must friendly and give great service so that the customer comes back again.
· Being able to listen properly and have skill of attention of details.
· Organizational skill along with ability to keep work place clean and tidy. 
· Ability to maintain checklist and work according to the schedule effectively.
· Knowledge about cost, pricing, storing and delivery system.
· Personal hygiene
· Being able to come up with solution in busy environment
· Knowledge about food and allergy issue and work with respect of food and hygienic code and conduct
· Being able to be efficient by using the resource wisely
· Multi language skill and local socio-cultural knowledge
· Establishing warm and welcoming environment for the guest
· Taking customer order accurately and communicate with kitchen and Bar promptly 
· Being able to assist guest choosing the right order.
· Able to maintain accurate storing system so that proper waste management is followed.
· Ensure font area is tidy and welcoming
· Be a good team player
· Assist other staff as required.
· Be able multi task
· Good communicator
· Be able to adopt change positively.
· Good personal presentation.
· Be able to handle cash accurately.
· Maintain a professional manner.
Those keys is highly recommended for any staff for Food and beverage department in order provide good service to achieve good customer share in business.

Opening and closing checklist for Food and Beverage Restaurant: Be an efficient employee of A F&B restaurant checklist is a big support. It helps to maintain the overall standard of a restaurant. Let’s take look on how an effective opening and closing check list should be:

Opening Check list: 
· On opening, Exterior of the restaurant should checked. Any rubbish and or dirt should be cleaned up before opening.
· Check the temperature and adjust the Air condition accordingly
· Check the freezer and refrigerator temperature and record it.
· Check interior premises and all lights are working fine.
· Perform health and safety check and look for any potential hazards.
· Check point of sales and records  any sales report accordingly
· Check with chef for any supply, stock, and kitchen staff attendants, booking reservation or any offer on the menu.
· Records attendants of other member of staff.
· Check all cutleries, Plates and glasses.
· Go through all reservation and look for any update or changes and update kitchen accordingly.
· Making sure all staff are well presented and welcoming.
Those are the major things to check and maintain throughout the session of Food and Beverage restaurants.
Closing Checklist:
· Assign all staff with closing procedures and brief them.
· All cutleries, crockeries, glasses etc. should washed and wiped
· Floor, tables, chairs and benches should be cleaned appropriately.
· All waste garbage should located in right place accordingly
· Any wastages should recorded in appropriate way
· Report any breakage
· Check all stock
· Communicate with Kitchen staff and chef for any stock.
· Leave interior clean and tidy
· Finally switch all lights.
· Check for any request made on specific reservation and change accordingly.
· Look for any improvement or changes according to customer feedback.
Generally those are tasks to be followed on closing the restaurant. However, some additional task can be added depending on management.

Task- 4
Conclusion: All big hotel chain company comes with multi-unit delivery system.  As the goal is not limited in to accommodation only, the business is also dependent on F&B of the hotel. In order to turn F&B in to successful business along with accommodation service the following skills are necessary:
· Good customer service skills
· Communication skills
· Good communication skill
· Cultural awareness skill
· Multi-tasking skill
· Flexibility and attention to details
· Time management
· Problem solving skill
· Able to perform under pressure
To be able run and F&B successfully, some important aspect to be undertaken properly such as maintaining food hygiene policy (minimum level 2 food hygiene certificate), cleanliness, Risk and hazard analysis within the premises to keep guest and employee safe. 
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