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Using the Marriot Hotel Group as a case study, this report shows that employee engagement increases the performance of the workforce.  It discusses the recruitment process for the Marriott hotel and how the hotel group provides opportunities for the workforce to develop.  The main findings outlines some of the theory about employee engagement and maintaining high standards in hotels.   The report identifies key stakeholders and describes the influences and interest of staff, suppliers and visitors on the organisation.  It concludes by showing that The Marriott has good practice when it comes to employee engagement and a skilled workforce by allowing the staff to have development opportunities within their careers.  It also provides several recommendations for the hotel and hospitality industry with regard to maintaining good standards.  Finally the report evaluates research methods and identifies observation, questionnaires, and interviews as key primary research methods for undertaking research into employee engagement within the hotel industry. 
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1.0 Terms of Reference 
To undertake an investigation on issues of employee engagement. 
The following pages will outline a proposed research project into how personnel development links to the outcomes of a hospitality organisation. 

[bookmark: _Toc519081238]2.0 Procedure
This proposal is based on the Marriott International. It is a world leading hotel group in 127 different countries, a property portfolio of 6500 and growing. A family run business with over 90 years of family leadership and founded by J. Willard and Alice Marriott (Marriott International, 2018). 
The main issue to be discussed is employee engagement and the talented workforce – “employee engagement brings together a range of established concepts, including job satisfaction, motivation, work effort, organisational commitment, shared purpose, energy and ‘flow’. It describes an internal state of being – both physical, mental and emotional – but can also include behaviour, such as commitment and ‘going the extra mile’” (Chartered Institute of Personnel and Development, 2018).  As part of employee engagement, this proposal will evaluate the Marriott’s high standards for their workforce and how staff maintain these standards.  
The Marriott uses one recruitment website to recruit new staff.  Applicants do not apply directly to the hotel, and the hotel does not see the applications until the company selects the best applicants and sends them for interview.  The Marriot has strict policies that their staff must follow, and these policies have to be maintained throughout their employment.  This is reviewed through yearly tests. There are also incentives to keep standards up by having an employee of the month every month.  The proposal is to investigate if these strict policies are good for employee engagement by making sure that staff are in the best position or hotel for their skills and providing opportunities to progress, or if it is negative for employee engagement as these strict policies do not give them as much freedom and flexibility in the workplace.  
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The main proposal themes are employee engagement and maintaining high standards.  These findings will discuss what theorists say about employee engagement using books, journals and websites. 
Whittington et al (2017) say that employee engagement is a ‘top-of-mind’ concern for executives of any business.  It is connected to “several important organizational outcomes, including talent retention, and customer satisfaction” (Whittington, et al., 2017, p. 103). As it is an important issue, many companies include employee engagement in their annual employee reviews.  Evidence shows that only 30% of employees are fully engaged in their work.  This shows that it is an important issue for employers, especially for the hotel industry because they are customer focused.  
It is important for hotel employees to be engaged in their work as it reflect on customer service.  “Customers base their assessment of the quality of service on whether the organization has met or even exceeded their expectations” (Browning, et al., 2013, p. 24).  If a staff member is not fully engaged in their work they will not provide the level of quality service expected from hotel guests. With the increase use of review sites for the hotel and hospitality industry, it is important to offer a good customer service.  Online reviews have an impact on hotel room bookings, restaurant popularity and overall trust in the hotel (Browning, et al., 2013).  This means that employee engagement is important as it could negatively affect customer satisfaction which in turn could negatively impact the future and reputation of the hotel.  This is because “the higher the employee engagement, the better the performance” (Zeng, et al., 2009, p. 1). 
Successful companies understand that “that they have to look after their employees so they can look after the customers” (Flint & Vinberg Hearn, 2015).  In some of the more successful hotel groups, the staff are offered development opportunities and promotions from within.  This can improve staff motivation “that comes from knowing that [they are] growing and developing” (Flint & Vinberg Hearn, 2015). 
The Marriott generally does well in these areas.  The Marriott tends to maintain their staff and there are members of staff in many of the hotels that have been working for the company for ten years or more. One way they do this is my moving staff to different hotels or in different positions within the hotel so that the work is kept engaging rather than doing the same work, unless the employee chooses to.  For example, someone working at a front desk may have previously held positions in banqueting and house-keeping within the company. “Marriott believes in a career that flourishes with you. We also believe that wider experiences often provide a more enriching experience. We offer professional development, mentoring and training to help you get to where you want to go” (Marriott, 2018).  For banqueting, some of the staff operate on a zero hour contract which gives them flexibility. 
In terms of maintain high standards, the Marriott have tests to make sure the staff maintain the strict standards from their staff such as adhering to the core values of the company (Marriott, 2013). Big companies like the Marriott have the resources to allow them to track progress on a monthly basis. Smaller companies would not have the resources to frequently go through this kind of testing.  
Having employee of the month encourages staff to work harder but it could also have the negative effects of having competitiveness and jealously within the workforce.  It could also lead to issues with confidence and self-esteem if a staff member tries their hardest and does not get employee of the month.  This could be demoralising for some staff.   
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“A stakeholder is any group or individual that can affect or be affected by the realization of an organisation’s purpose” (Wasieleski & Weber, 2017, p. 5). Some of the stakeholders for the hotel industry could be:
· Hotel staff
· Hotel visitors
· Suppliers
· Community 
· Partners, shareholders and investors 
· Potential partners, shareholders and investors
· Competitors 
· Local council 
The three stakeholders that this research will focus are: staff, suppliers and visitors.  
Staff would be interested in employee engagement to know that have a secure job that they can develop in.  Engagement also allows them to make sure that they work for a company that shares the same ethos and they are not working for a company that supports causes that the staff do not or that their partners of investors do.  More engagement provides staff with more opportunities to develop within the workplace and allows greater potential for promotion.  
Suppliers are interested in employee engagement because if they are supplying a company they need to know that the company can pay them, that they are not bankrupt and have the funding sources available.  Suppliers also should engage with the organisation to become more aware of the reputation and ethos of the hotel.  Suppliers with a reputable brand would not want to associate themselves with a hotel that would give them a bad reputation by association or that would abuse their product by not recycling or not being environmentally responsible.  Equally, an alcohol supplier would not want to suppler to a hotel that is known for engaging in fighting is it would look bad on the alcohol brand.  
Visitors have an interest in employee engagement because they want to go to a hotel where the staff are going to be engaged so that they give them a good level of service.  When visiting a hotel, guests want to go somewhere that is hospitable and will provide a good service.  They also want to know that they are going to a reliable company and will provide the services they paid for.  This extends to being confident that the hotel will not become bankrupt before the stay and will be able to provide a good customer experience.  
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The Marriott shows good practice when it comes to employee engagement and a skilled workforce by allowing the staff to have development opportunities within their careers.  This usually means that the Marriott takes on staff for the long term and does not tend to have a high turnover of staff.  
It is recommended that the business makes sure that they keep to certain standards.  For example, the hotel should make sure that if they have a bar license that they do not allow guests to stay in the bar late and make a noise that would upset the residents in the area.  
It is also recommended that the hotel choose supplier that will provide the standard of food and drink, linen, and toiletries that is fitting with the hotel in order to keep up with customer satisfaction.   Toiletries could be provided by a large company or it could come from a local independent business if the product meets the expectations of the hotel.  The hotel should also make arrangements with the refuse collection services that they come at appropriate times to not disturb the visitors.  The same arrangements should be arranged with other services that the hotel uses such as window cleaning. The hotel should also purchase hotel stationary from a reliable source, and make sure the printed materials are produced using quality paper. 
[bookmark: _Toc516499188]Finally, it is recommended that hotel suppliers ensure that the products they supply are suitable for the hotel.  For a hotel such as the Marriott, they should make sure that they supply quality products to meet the expectations of the hotel’s customers.  This would ensure that they do not lose the contract.  For a budget hotel the suppliers should provide products that are better value for money.    
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Primary research is “research that has involved the collection of original data specific to that particular research project” (Gratton & Jones, 2004, p. 8). The advantages of primary research methods are gaining first-hand information and tailoring the research tools to meet the needs of the research project (Allan & Skinner, 1991).  
The three methods that would be suitable for the research project would be; observation, questionnaire and interview. “Observation, as the name implies, is a way of collecting data through observing. Observation data collection method is classified as a participatory study, because the researcher has to immerse [their] self in the setting where [their] respondents are, while taking notes and/or recording” (Research Methodology, 2018).
Questionnaire is a set of questions that are administered to a select group of respondents.  Data from a questionnaire can provide a snapshot of people’s thoughts and opinions and it is a way of gathering information from a large number of people in a short period of time.   An interview is similar a questionnaire in that it provide information about people’s thoughts and opinions but it is more in-depth than a questionnaire and usually involves a smaller amount of respondents.  Interviews take longer to conduct and analyse than questionnaires (Patten, 2016). 
For this research the three methods would be used by observing the progress of the staff and seeing what they do in the workplace.  This would involve looking at the work and seeing how they progress within the company.  This would be used to see what the staff are capable of and what they have done. It could also show where the staff need to improve and what they are lacking in.   
A questionnaire would be used to see what the staff think about the hotel as an employer to see if the benefits are positive of negative.  Some questions could be to find out if they are progressing and doing well.  This could indicate if the company is doing enough to give them the opportunities to help the staff to improve.  It could also tell if the staff think that their hard work is being recognised.
An interview could be used to talk to a select number of staff members to find out where they think they are in their careers and how well they think they are doing.  This would provide more detailed information than a questionnaire because it can be a conversation to find out more.  This could led to the staff giving their own ideas on what they think could benefit them as staff and give them the chance to say if something is not working within the company and would like to change the method. 
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