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Employee engagement refers to the enthusiasm and dedications of employees about their work and organisation and where employees are motivated to achieve high level of performance. Employee engagement is a human resource concept to understand the nature of the relationship between an organisation and its employees in both qualitatively and quantitatively. There are many ways to define this idea, but one definition offered by Macey et al. (2009:7) was particularly insightful. They described engagement as "an individual's purpose and focused energy, evident to others in the display of personal initiative, adaptability, effort, and persistence directed toward organisational goals." The impact that employee engagement has on the entire performance of the business makes it essential for the hospitality sector.
To increase productivity and employee satisfaction, organisation use their human resource department to seek out new employee engagement and management methods. Employee engagement can be critical to a company’s long-term success, given its link to employee satisfaction and their morale to productivity and high performance. Highly engaged employee also often displays a greater commitment to a company’s values and goals. A correlation exists between a high level of employee engagement and a longer employment with the same organisation. A highly engaged workforce is a competitive advantage in the hospitality business because it helps attract and retain the best and brightest employees (Basbous, 2011). The international hotel chain Marriott is one of the largest, with hotels in more than 100 countries. Marriott is also consistently voted one of the world’s top employers. In fact, 85% of employees say Marriott International is a great place to work (forbes.com). The coronavirus crisis has a big impact in the global hotel industry, like other companies Marriott hotel chain was forced to laid off a number of its staff during pandemic which negatively impacted the morale of employees, completely out side of their control. To overcome the crisis Marriott put its faith in the idea that taking care of employees would motivate employees to take care of customers.
According to Alfes et al (2010:5) employee engagement have three core facets: Intellectual engagement, affective engagement and social engagement. The term engagement can be used in a specific job-related way to describe employee’s motivation, commitment and positive attitude, and on the other hand organisational engagement focuses on attachment and positive attitude towards the organisation and its values.
The human resource department oversees several aspects that have a direct impact on employee engagement, and it is critical to ensured that these factors are addressed. Human resource is the heart and soul of any high performing firm when it comes to employee engagement because of the importance it places on people and the role it plays as a mediator. Line managers play an important role to motivate and inspire their employees. Human resource can help achieve this goal by providing managers with the resources they need to excite and inspire their employees. According to Forbes, managers account for 70% of the difference in employee engagement (Kruse, 2018). Human resource is frequently in charge of organising and supervising the annual performance review process. So, direct and clear feedback about the effectiveness of staff performance is a crucial factor for employee engagement. Human resource may be able to improve employee engagement in addition to monitoring performance and adjusting as needed (Sattar, 2015). Human resources can help enhance morale and productivity by preserving the company’s own culture. Opportunities for development make work meaningful as they pave the ways for employee growth and fulfilment. Recognising and rewarding employee has been proved to boost their commitment and excitement on the job. Employees are more likely to form an emotional connection with their employer if they believe their contributions are meaningful and appreciated (Anitha,2014). This is what distinguishes happy employees from those who are only engaged in their jobs. Human resource is in a perfect position to launch an official employee recognition program on behalf of the firm. Human resources are in a unique position to have a significant impact on employee engagement. HR’s involvement is critical to the success of any employee engagement effort (Dalal, 2012).
It is essential to keep in mind that every member of the team is an unique individual, and that certain people may react favourably to specific strategies for increasing employee engagement more so than others (Albrech, 2011). Effective communication is necessary in order to keep people interested and engaged in the work they are doing. Improving employee engagement also requires providing a comfortable working environment for each worker in the organisation (Heinz, 2022). In order to keep employees interested in the success of the company and prevent them from becoming disinterested, it is critical to keep them appraised of any changes in the firm’s strategic direction, as well as any advancements in the market or failures. Organising get togethers for employees where they may converse with one another is yet another tactic that can be used to increase employee engagement. If an employee is invested in the work that they do for the company, they will feel more satisfaction in their triumphs and will be more dedicated to the company.
The success of any business depends on implementing effective and high levels of employee engagement, which reduce absenteeism and increase employee retention, increase employee effort and productivity, improve work quality, boost sales, increase profitability and business growth, and improve customer satisfaction and loyalty. Individually and collectively, engaged employees are more productive. Additionally, when a team consists of individuals who are totally involved in their work, they are more likely to realise their individual and collective potential. When an organisation sets a premium on deriving as many benefits as possible from having engaged employees, employees are more likely to feel comfortable and satisfied, and consequently less likely to leave the organisation. Since employees have a vested stake in the organisation’s success, engaged employees tend to be more loyal to their employer. Employees those are totally vested in their work are more inclined to devise creative methods to improve themselves and their teams. The amount of commitment demonstrated by employees is essential to the success of any business.
The most successful businesses know the importance of employee engagement and its potential to increase output, morale, and results. Effective management involves prioritising employee engagement across the whole employment lifecycle. The phrase ‘employee lifecycle’ is used to describe a worker’s progression through the six stages that occur during their employment (Thompsen, 2009). The initial phase in the employee lifecycle is attracting potential new personnel. In this situation, managers can use employer and consumer branding to recruit and retain top talent by catering to prospective employees’ innermost wants and requirements as individuals and as part of their job experience. The second phase is the recruitment of new employees, during which managers actively seek for and convince outstanding performers to join the organisation. Next is employee on-boarding. It is essential to foster long-term contributions and engagement from new employees by making them feel at home on the team and well-informed about their role, function and the firm. The fourth phase involves employee training and development. During this period, managers begin to actively support professional development among their employees, which not only helps them enhance their abilities but also offers avenues for advancement within the organisation. Employee retention is the fifth step. Facilitating the formation of true ties between workers is one of the most successful methods for retaining staff for the long term. Although monetary bonuses and other perks have their role in this context, the most essential aspect of good employee retention programs is genuine appreciation. The termination of employment concludes the employment life cycle. Providing opportunities for former workers to communicates favourably with the company during the separation process enhances the likelihood that they will maintain positive feelings for the company after they leave.
Engaging employees in the hospitality industry is essential like many other organisations for growth and stability. Due to the emphasis on customer service and care, the motivated employees are the most important asset in the hospitality business. According to the CIPD (2018) to enhance engagement, people centric strategies should pay attention to fair treatment of employees and support for wellbeing, empowering employees to shape their jobs, effective channels for employee voice, attention on people management skills, introduce a performance management system to motivate and create opportunities for professional development and an effective communications system to keep employees informed.
Therefore, hospitality organisations should consider developing a system of employee recognition and rewards that is balanced and adaptive. Effective employee engagement techniques need not be sophisticated, a simple gesture such as presenting productive employees with complimentary snacks, coffee, or soda can have a major impact (Sarma, 2022). These sorts of gestures will rejuvenate and energised employees. Workers in the hotel industry do not generally adhere to the 9-to-5 schedule. For instance, when a special guest is booked to stay at a hotel, some staff may be required to work extra shifts which interfere with their personal life. Therefore, managers can adopt the practice of offering compensatory time off on a regular basis to enhance staff morale. The operation of a large hotel is complex with various department and many staff with diverse backgrounds and skills set. Line managers play a key role in enhancing job engagement and to increase engagement they should aware employees of their individual strength, provide regular feedback, building trusting work environment and relationship, focus on skills and knowledge, commitment and empowering employees. 
Engaged employees are crucial asset for any business organisation. Managers and organisation can motivate their employees in numerous ways. The International hotel chain Marriott’s ‘TakeCare Movement’ is an effort to build a company culture that support every employee at Marriott in the pursuit of wellbeing and happiness. The goal of the campaign was to show associates living the company’s value of wellbeing. Employees are empowered to decide what wellbeing means to them, often within the context of their cultures and communities, and organise efforts to make an impact. The success of the TakeCare was reflected by the level of participation and enthusiasm showed by Marriott’s associates. Employees at Marriott engaged in community outreach activities create an environment of social responsibility both inside and outside the workplace. The founder of Marriott in 1927 declared that ‘ if you take care of your employees, they will take care of the customers.’
Various models and ideas of employee engagement illustrate the various ways in which businesses might increase productivity. The technique employed by Deloitte to encourage employee participation is one example. The company’s model was based on extensive interviews with Deloitte personnel (Stoyanova, 2017). Based on their findings, they concluded that five characteristics- work that matters, managers who get their hands dirty, a pleasant workplace, potential for development, and management trust – are essential for developing an engaged workforce. The model identifies four essential ways and actions for each category, for a total of twenty contributors to employee engagement in an organisation (Abdurrohman, 2019).
One of the distinguishing qualities of an engaged workforce is the way in which its members bring passion, devotion, and enthusiasm to the work that they do. Employees in today’s economy are looking for employers who will encourage them to take an active role in their work, who will motivate them to care about the success of the company they represent, who will make them feel like they belong there, and who will provide them with some flexibility in terms of their work schedule and location. People who take pride in their work because they appreciate both their employment and the company, they work for are more likely to be motivated to do a good job overall. Employee engagement is becoming an increasingly crucial component of a company’s overall strategy because it is related to greater productivity, less turnover, enhanced customer service, and overall improvements in the efficacy of the organisation. For these reasons, taking care of associates and encouraging employee engagement has been the Marriott’s top priority since it was founded in 1927.
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