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[bookmark: _gjdgxs]Executive Summary

The report is based on the Swansea Marriott Hotel and their Kitchen and Food & Beverage department. The purpose of the report is to identify what the current training needs are within these two departments, and how the training can help the Marriott Hotel develop highly engaged and skilled staff. A “Training Needs Analysis” (TNA) is conducted of the two departments, as well as an analysis of the current training needs and how a TNA impacts employee engagement. Additionally, `Maslow's Hierarchy of Needs´ and the relation to employee engagement, retention and productivity is examined. Lastly, the benefits of employee engagement are considered; how engagement links to higher staff retention, reduced turnover costs, increased profitability, lower absenteeism and a better team performance.

The report concludes that there are six current training needs within the Kitchen and Food & Beverage department: Covid-19, COSHH assessment, fire safety, manual handling, kitchen etiquette and new breakfast menu training. These training courses enhance employees skill sets, improve their work performance and ultimately their engagement levels too. It is recommended that the hotel reviews the TNA regularly throughout the entire `employee lifecycle´. Further, the hotel should measure the employee training effectiveness by using various indicators for the short- and long-term.
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[bookmark: _30j0zll]Introduction 

The report is based on the Swansea Marriott Hotel, which is situated in a prime location, directly overlooking the city´s bay and with many tourist attractions nearby, such as the Swansea Grand Theatre. The hotel currently holds 119 guest rooms (Northstar Meetings Group, 2021), six event rooms and a restaurant and bar called the “Cast Iron Bar & Grill”, used to serve breakfast, lunch and dinner (Swansea Marriott Hotel, 2021).

The focus of this project proposal is `employee engagement´, which can be defined as “the emotional commitment the employee has to the organization and its goals” (Kruse, 2012). The report will conduct a “Training Needs Analysis” (TNA) of the Swansea Marriott´s Kitchen and Food & Beverage department, as well as an analysis of the current training needs within these departments and how the TNA impacts employee engagement. Further, ‘Maslow's Hierarchy of Needs’ and the relation to employee engagement will be examined, as well as the benefits of retaining an engaged and talented workforce. The purpose of the report is to offer the Swansea Marriott Hotel suggestions as to which staff training programmes they would need to implement, in order to develop a highly engaged and skilled workforce.
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[bookmark: _kd98m0s6ex14]Training Needs Analysis (TNA) of the Kitchen and the F&B Department 

	FOCUS AREA
	Current State
	Desired State
	Corrective Action
	Priority
	Owner
	Due Date

	What are you focusing on?
	Where are you now?
	Where would you like to be?
	What action can be taken?
	High/
Medium
/Low
	Who owns this task?
	When is it due?

	Covid-19 training
	Not all staff have received training for the operational changes and new cleaning protocols relating to Covid-19
	Every member of staff will be correctly trained on the new cleaning protocols and operational changes within the departments
	New staff will receive training on the operational best practises relating to Covid-19, and the existing staff will receive a refresher course. The Executive Chef will train the kitchen staff. The F&B Manager will train the F&B staff
	High
	Executive Chef and Food & Beverage Manager
	1/7/2021

	COSHH assessment training
	Not all staff understand what the COSHH assessment is, and what it means for them
	Staff will fully understand what a COSHH assessment is and how it is performed. They will know what potential hazards and risks there are and how to control or prevent them
	Staff will be trained on COSHH assessments by the F&B Manager and Executive Chef
	Medium
	Food & Beverage Manager and Executive Chef
	5/8/2021

	Fire safety training
	New staff are unfamiliar with the fire safety protocols of the hotel. Existing staff need to be reminded of them
	All staff have a full and equal understanding of the fire safety training and know what actions to take when a fire occurs 
	New staff will receive a fire safety training course. All existing staff will receive a refresher course twice a year. Both training courses are carried out by the Engineering Manager
	High
	Engineering Manager
	8/7/2021

	Manual handling training
	Not all staff have received manual handling training
	All staff understand how to practise safe manual handling and good handling techniques
	Staff will either receive a manual handling training or a refresher course by the F&B Manager and/or Executive Chef / Engineering Manager
	High
	F&B Manager and/or Executive Chef / Engineering Manager
	16/7/2021

	Kitchen etiquette
	Not all staff are aware of proper kitchen etiquette
	All staff members will know how to practise good kitchen behaviour 
	Staff will receive either a training or refresher course on ‘kitchen etiquette’ (behaviour following the kitchen guidelines), by the F&B Manager and/or Executive Chef
	Medium
	F&B Manager and/or Executive Chef
	14/8/2021

	New breakfast menu
	Not all staff are aware that the hotel breakfast changed from buffet to waiter service, and that there is a new breakfast menu
	Staff members will fully understand what the new breakfast menu has to offer and how the service style has changed
	The Executive Chef will train all members of staff on the new breakfast menu
	High
	Executive Chef
	15/7/2021




[bookmark: _3znysh7]Analysis of the Current Training Needs within the Kitchen and the F&B Department

Covid-19 training:

The Covid-19 pandemic has heightened the importance of hygiene, cleaning and sanitation protocols (World Health Organisation, 2020) in food handling hotel departments. Thus, Kitchen and F&B staff must receive a Covid-19 training or refresher course, to ensure that all staff understand the hotel´s new health and hygiene standards (Health and Safety Executive, 2021), to comply with UK government regulations. This will significantly reduce the risk of a virus outbreak in the hotel and improve the health and safety of staff and guests. F&B staff will be trained to use different coloured clothes to sanitise the tables and chairs as well as how to use `booking sheets´ to reserve time slots for guests to have their meal in intervals of 5 minutes. Kitchen staff will receive training on kitchen sanitation and good hygiene practises. All staff will be taught how to use the “Oasis Pro 20 Cleaner Disinfectant” to kill the Covid-19 virus on worksurfaces, how to correctly wear face masks, wash hands and maintain social distancing.




COSHH assessment training:

The kitchen and F&B department work with hazardous substances and thus, must perform a COSHH assessment, as it is required by the `Control of Substances Hazardous to Health´ Regulations 2002 (Health and Safety Executive, 2021). COSHH assessment training ensures that employees know which substances are hazardous, how they can prevent and control these substances from harming their health and what actions to take in the case of an emergency. Essentially, annual COSHH assessment training allows all staff to be kept up-to-date with the hazardous substances used at work, thereby minimising the associated risks of falling ill through the exposure to hazardous substances and at the same time reducing the number of injuries (HASpod, 2018). COSHH assessment training keeps employees safe, and therefore guests too. Further the hotel may benefit from a 5-star food hygiene rating.

Fire safety training:

Currently, the newly employed F&B and kitchen staff are unfamiliar with the fire safety protocols of the Swansea Marriott Hotel, and the existing staff members require a refresher course, which is performed twice a year. Fire safety is a vital training course and a key strategy to “maintain a safe workplace and prevent fires” (HealthSafety.com, 2021). All staff must receive proper fire safety training to be able to identify and eliminate fire hazards, conduct a fire safety risk assessment, respond quickly and efficiently in the event of a fire outbreak and know how to help extinguish a fire safely, using fire extinguishers (Staff Fire Training, 2019). Without regular training, a small fire can easily “become a major incident with devastating outcomes” (HealthSafety.com, 2021). Thus, fire safety training is essential for the health and safety of both staff and guests.

Manual handling training:

The new F&B and kitchen employees at the Swansea Marriott Hotel have not had a manual handling training course, and the existing staff require a refresher course, which is done on an annual basis. In order to prevent injuries it is essential for staff in both departments to have a good understanding of safe manual handling techniques (HASpod, 2019), as they are required to do manual handling tasks on a daily basis, such as lifting heavy boxes (Olive Group, 2021). This training gives staff the “skills to safely undertake manual handling tasks” (Rehab Management, 2019), to reduce their risk of injury and maintain the overall ‘workplace wellbeing’. In turn, staff will feel empowered when “working safely, comfortably and productively at work” (Rehab Management, 2019). Throughout the training course staff will develop a thorough understanding of the manual handling hazards and risk assessments, the importance of fitness and the principles of safe manual handling (Olive Group, 2021). 

Kitchen Etiquette:

There are F&B and kitchen staff members who are currently not aware of the proper kitchen etiquette, behaviour and attitudes they must follow. As such, a kitchen etiquette training or refresher course is required. The kitchen has a fast paced and hectic working environment, so it is vital for the F&B and kitchen staff to learn the right etiquette to work effectively and efficiently together, and ensure that the hotel restaurants run smoothly. In this training course staff will be taught of the importance of being professional; on-time, honest, solution-focused, organised, having a good personal appearance (clean uniform, personal hygiene), willing to work in a team and returning clean kitchen equipment to its original place (EHospitality Study, 2021). As a result of the Covid-19 pandemic, elbow-bumping co-workers is now becoming a new kitchen etiquette. Essentially, good kitchen etiquette and behaviour will create a positive kitchen culture (Pinder, 2015), where a safe and social work environment leads to a better staff engagement.

New breakfast menu:

Not all staff members in the F&B department are currently aware that the hotel breakfast has changed from a buffet to waiter service style, and that a new and limited breakfast menu has been implemented. Immediate employee training is required to ensure that the hotel breakfast continues to run smoothly and that staff do not become overwhelmed with the changes. The training course consists of two parts: firstly, a short customer service refresher course (Service Skills, 2021), and secondly, a briefing during which staff will learn what exactly the new menu has to offer and which of the 14 major allergens are present in the food (Mundasad, 2014). This ensures that staff are able to answer any questions about the menu which guests may have. 

[bookmark: _2et92p0]How a TNA Impacts Engagement within the Workforce

A TNA allows a company to identify which employee, or department, requires what particular type of training, in order to progress, develop and improve their skill set. These training courses should be tailored to the individual employee and their learning styles, which allows them to receive training that is relevant and specific to their needs (eLearning Industry, 2019). As a result, employees are more likely to be engaged in the learning process. In fact, they may be overall more engaged in their workplace, as the personalised training makes them feel more acknowledged and valued by their employer.

Furthermore, a TNA helps employees to become more productive, efficient and innovate in their job (eLearning Industry, 2019). By improving their work performance, employees help the company to achieve their strategic goals. In turn, employees may feel more valued and engaged as they recognise that their training actually makes a direct difference in the company's success. Essentially, an effective TNA improves employee engagement, and at the same time, a company's bottom-line.

Additionally, a TNA may boost employee engagement as it allows employees to acquire the skills, which are necessary to get promoted at work (Valamis, 2021). For instance, with the internal management training program: Marriott Voyage Global Leadership Development Program (Marriott, 2021). This in turn may improve the employee retention rate.

A TNA could also be used to identify which type of training is most suitable for an employee to achieve maximum employee engagement. For instance, a new employee may benefit more from informal coaching, job shadowing or mentoring than the standard, formal training course (Southern New Hampshire University, 2019). The more specific the TNA is to the individual employee; the more engaged they are.

To achieve maximum employee engagement, a TNA must be addressed throughout the entire `employee lifecycle´, and especially during the onboarding and development stage. During onboarding, it is crucial to identify the employee's learning style and build a personalised training plan for them. During the development stage, the TNA should be regularly reviewed (every 6 – 12 months) to see if the training the “employees are receiving is effective in filling the skills and knowledge gaps initially pinpointed” (GoSkills, 2021).
[bookmark: _tyjcwt]
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It is crucial for a company to satisfy each of the 5 “needs” an employee has (physiological needs, safety needs, belongingness and love needs, esteem needs and self-actualisation), otherwise, they risk low levels of employee engagement, which can negatively impact employee morale, productivity and retention rates (Roy, 2021).

The first level on the hierarchy relates to the basic needs every employee has, which is a salary that allows them a sense of financial independence and pays for the lifestyle which they are accustomed to. Employees begin to develop engagement as they feel that their needs are respected and considered by their employer.  

The second level on the hierarchy relates to job security, in which employees seek a safe, secure and stable work environment (Smith, 2014). Employees begin to form an emotional bond to the company that they work for, which increases their productivity and engagement.

Once employees feel safe and secure in their job, they crave a sense of belonging. These needs are generally satisfied by “healthy work culture, cooperative colleagues and supportive bosses” (Roy, 2021). Employees feel more engaged and motivated to help the company succeed, as they develop deep attachments and a strong sense of loyalty. Employees with a strong sense of belonging are more likely to stay at the company which increases retention rates.

The fourth level relates to the employee´s need to feel that their contribution at work is important as well as valued and recognised by colleagues and superiors (Smith, 2014). A feeling of accomplishment and significance is vital for employees to stay engaged, develop stronger relationships to the company and become more motivated and productive.

The last level is self-actualisation in which employees “want to develop their skills and become experts in their respective fields” (Roy, 2021). A company can use a TNA to identify which employee is in this stage and what particular type of progression and development opportunities (Torrington et al. 2009, p. 62) they require for their self-actualisation needs to be met. Companies that meet these self-actualisation needs enable their employees to become highly successful and productive individuals. Employees reach the highest level of engagement and become a valuable asset to the company.
[image: Maslow's Hierarchy of Needs Five Stage Pyramid]
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The Benefits of Employee Engagement

Increase in Staff Retention

Employee engagement and staff retention are directly connected. Employees that are engaged are far more likely to stay at their current job, as they have a strong bond to their company's mission and purpose (Wigston, 2018). This reduces staff turnover and the costs associated with it, such as loss of productivity, recruitment, onboarding and training (BrightHR, 2021). This is especially relevant for the hospitality industry as high turnover rates are very common. As a result of higher staff retention rates, recruitment issues are also alleviated as there are fewer job positions that need to be filled.

Higher Profitability

Improved customer service: 
Highly engaged employees care deeply about their job, and thus, their customers. This not only improves a company's reputation, but also its revenue, as “7 / 10 consumers will spend 13% more money with a company that provides excellent customer experience” (Quantum Workplace, 2020). 

Lower absenteeism:
Engaged employees are invested in their job and truly care about the success of the company. As such, engaged employees are more likely to arrive at work on time and take fewer sick days, which increases productivity. This has a positive outcome for a company's bottom-line (Quantum Workplace, 2020).

Further Benefits

· Greater employee satisfaction and loyalty
· Increased employee safety and better team performance
· [bookmark: _1t3h5sf]Higher employee productivity and increased sales (Debara and St-Aubin, 2021)
[bookmark: _ivye9i6ovzgw][bookmark: _1zqpxtuhvoi7]Conclusion and Recommendation

To conclude, the Swansea Marriott Hotel’s Kitchen and F&B staff have six current training needs. Implemented, these training courses can improve employee's work performance, their skillset and boost engagement. The hotel can apply a TNA to ensure that each of their employees has reached their individual ‘self-actualisation needs’, thereby achieving the highest level of engagement. Ultimately, well-trained employees are fully engaged and the Marriott Hotel is able to retain its employees.

It is recommended that the hotel reviews the TNA regularly throughout the `employee lifecycle´, to ensure that the training is effectively closing the employee's skills gap. Further, the training should be tailored to the employee's individual learning styles, to achieve maximum engagement in the learning process. The effectiveness of the employee training should be measured, to ensure alignment with Marriott´s ultimate goals and objectives. As a short-term indication of the employee training effectiveness, the hotel can establish SMART goals and use, for example, guest satisfaction surveys and performance evaluations, to measure how effectively the training goals are being achieved. The hotel´s overall growth can also be seen as a long-term indication of the employee training effectiveness.
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