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Introduction
In the current era, human resource management and training have become critical components of corporate operations. The leadership must address many areas of staff management, including recruiting, training, development, and retention. This is compounded by the internal and external environments, which are driven by shifting organisational demands. Additionally, changing market expectations, fuelled by factors such as globalisation, have necessitated the need for businesses to always attempt to increase employee hands-on experience in Employee Training & Development order to meet industry standards (Noe, 2016). The hotel sector is one of the most dynamic, requiring continuous staff development to satisfy changing client wants and expectations. Employee engagement is crucial in establishing a competent and skilled workforce because it helps employees match their career objectives with organisational priorities. This study proposal focuses on the value of employee engagement in establishing a competent workforce at Mariott hotels, with a particular emphasis on training requirements for front office and customer service staff.


Organisational background 
Marriott International Inc. is a reputable and leading diversified universal hospitality corporation with over 90 years of experience in the hotel sector. Marriott International has a reputation for quality, service excellence, cutting-edge technology, and research. With over 6,500 properties in 127 nations and territories and over 700,000 companies worldwide, there are 30 brands to suit every travel choice. This firm made more than $22 billion in income in fiscal year 2017, indicating that it is a large corporation with a prodigious leadership style. Furthermore, J. Willard Marriott, the company's founder, said for the employee, "Take care of the business, and they will take care of the guest," implying that workers are more valuable here (Marriott, 2019). However, operating the business has not been without difficulties, particularly in terms of human resource management. This is compounded by external influences like as competition, which has increased market rivalry between established and emerging institutions. Customer service and front office departments are the most impacted, necessitating the development of tactics to guarantee personnel retention to assure consistency and preserve the competitive advantage that the firm has over other market leaders in the field (Camilo, 2015). 


Work engagement theory
Organisational performance compels management to examine opportunities for development to aid the company in reaching its goals and objectives on a constant basis. Employees are critical in assisting the firm in achieving its goals and objectives; hence, their morale and skill levels should be monitored often (Amanda Shantz, 2013). This requires the human resource department to establish metrics for evaluating employee performance and to schedule training sessions to help employees hone their abilities considering current market demands. However, such strategies should not be implemented without the participation of workers, who are critical to the organization's overall effectiveness (Anthony R. Wheeler, 2017). Employee participation in performance evaluation is critical for management and workers to communicate effectively and ensure the company runs smoothly. The self-determination or work engagement theories have been used to justify employee participation in organisational matters (Hammoud & Osborne, 2017). According to the principle of work engagement, engaging workers fosters a feeling of fulfilment, which benefits their morale and commitment to the firm. According to Osborne and Hammoud (2017), engaged workers are more likely to feel invested in the organization's operations, which is crucial for instilling a sense of obligation to provide the best services possible. Thus, company leadership should strive to develop a strong bond with workers to ensure optimum performance and, as a result, increased organisational performance.


Training needs analysis 
It is a technique that an organisation goes through to examine all the training that needs to be done in a certain time for their staff to do their jobs as effectively as possible while also advancing and improving. The purpose of training needs analysis is to identify areas of development that the organisation should work on a continual basis to ensure the achievement of organisational goals and objectives. The hotel sector is one of the most dynamic in the world, and it is influenced by both internal and external influences, necessitating regular evaluation to achieve optimal performance (Sharon Bartram, 1997). The front desk and customer service departments are the most important in the running of institutions in the hotel sector since they decide whether the client is satisfied. It is consequently critical for firms in the sector to look for methods to enhance service delivery via staff training and sensitization on a constant basis (Sharon Bartram, 1997). Because now they know where they want their team to be and where they are now, they can quickly see the gap (if any) that has arisen between the two. Since the gap is identified, they would use training to help close it and ensure that team is performing at the level they anticipate. Most businesses see the need of training their employees as a critical issue and try to quickly act on it. because this excitement is strong, it is necessary to ensure that this passion is well-placed When you choose to have a good training program, the first step is to conduct a training needs analysis (expanding training capabilities). This is an overview of the big evaluations, methods, and then it gives a training needs example that is applicable to some different kinds of situations. In this sector, providing service counts significantly, which means that hotels need a significant number of employees, because there is a lot in the "hospitality business" where it depends on its personnel. (All agencies are involved), one may have an interest with visitors, such as Front Office, Food and Beverage, and even back-office departments like Accounting or Engineering. A critical aspect of hotel organization is the human being; they are an essential resource for the performance of the hotels in competition relies on their capabilities in their workforce. Human resources are an important to companies, and companies devote a great deal of time and money to building their human resources While countries became more literate in business, human resources became vital effectiveness of employee training and career growth (David K. Hayes, 2009).
A performance study of employees is being done to determine the core cause of the predicted staff productivity deficit in relation to organisational expectations. Marriott, as a global institution, should be able to provide services that surpass the five-star operational standards required of firms in the hotel industry. When it comes to comprehending the obstacles that employees face that contribute to their decreased performance, it is vital for management to comprehend the factors that contribute to the current drop in overall organisational performance. Due to the ever-changing nature of the hospitality sector, including shifting consumer expectations, it is possible that workers' performance can deteriorate, necessitating the need for a training session to stay up with current market demands. This might involve examining the present skill and knowledge shortage of personnel in the front office and customer service departments in relation to the changing dynamics in the sector, which may need the implementation of a refresher course for such personnel. Experience is the most important source of expertise, and it is important to recognise that a person integrates and mobiliser based on his or her personality and demeanor in an evolutionary context for socialisation that is unpredictable and dynamic in order to effectively complete missions or stains in order to meet the demands of customers is essential (Fill, 2011). The program begins with a new hire orientation program for all workers to guarantee that new workers have the necessary capabilities to operate efficiently. The program's goal is to acquaint new hires to the Marriott society, brand, and hotel/region (Marriott, 2019). According to Marriott, each member of the staff is trained for about fifteen minutes a day each day. This is the sort of training that the staff ought to do and will be particularly useful to those who will be helping in the kitchen, including how to make excellent meals and deal with the customers. The supervisor of the Marriot participates in more than 20 distinct programs of executive training. Courses are taught by approved practitioners, who have professional specialists who specialize in training property managers, and advisors who specialize in property-based management are provided by property companies. Several other courses are self-directed, including the internet-based ones. Class size is normally varying between 20-25 members, includes group discussions, hands-on tasks, and evaluations, and strategies for follow-up work assignments and follow-up meetings. A Marriott initiative that is limited to both of those who work in the Courtyard of Marriott-branded hotels are available for people in overseas locations only. The primary aim of an Expanded Audits is to include the brand's positioning, product, price, and service requirements, as well as the establishment's health and drinking practices to generate these plans, as well as create a food and beverage action plans for the hotel (Marriott, 2010). The term "task analysis" refers to the examination of the job descriptions of individuals in certain departments. To operate effectively inside companies in the hospitality business, it is necessary for personnel in various divisions to possess specialised skills. Front office and customer service sectors demand exceptional interpersonal and communication skills to interact with consumers from diverse cultural and socioeconomic backgrounds. However, when individuals are demotivated, it becomes difficult for them to achieve their maximum productivity, resulting in a failure to satisfy consumer and organisational expectations. This, in turn, influences the organization's overall performance, which influences the organization's predicted performance. When it comes to achieving corporate goals and objectives, teamwork and cooperation are essential. This is influenced by the kind of the interaction that exists between workers and management (Bavik, 2016). Furthermore, the employee-employee connection may have an impact on the overall effectiveness of the firm since weak connections inhibit the spirit of cooperation and cooperation inside the firm (Michael J. Boella, 2013). The management team will assess whether a training program is required based on the results of the investigation. This is since upper management must authorise a training program that might cost a significant amount of money to execute. The human resource department, which oversees training and development, will have to persuade the company's upper management of the importance of the program and how it would improve the organization's performance. The advantages that will accrue from the training program must outweigh the expenditures spent because of the present deficits, which necessitates the conduct of a feasibility study. Additionally, they have the duty of overseeing the overall department budgeting process including collecting records for the housekeeping personnel, including notepads, supplies, and the inventory of these materials; controlling all expenses and payrolls; and reporting upon or monitoring conditioner, including shampoo, conditioner, pens, and conditioners; as well as bed linens and blankets. Hotel occupancy levels are falling rapidly due to the coronavirus outbreak, necessitating industrywide changes to quality assurance regulations and ways of keeping the facilities clean and guests comfortable. To give visitors who, travel to hotels more exposure, the first thing they can notice is the change within the reception. Since the introduction of the COVID19 law, the Marriott hotel was motivated to implement more detailed and intensive cleaning procedures, alongside better employee/guest relations, and workplace polices, to fulfil the ever-changing requirements. An endeavor takes the aim of influencing the public, staff, the convention, and frequent customer norms, along with improving the level of safety of hotels, which includes changing these attitudes and working with guest service providers. “We're optimistic that these protocols and enhanced cleaning procedures will lead to increased demand," said Ray Black, global head of service at Marriott. The eagerness is undoubtedly considerable among individuals who have been frustrated because they want to get on the road again, I believe that the events we organize would provide comfort for the population that it is fine to return and travel to other parts of the world (Mody & Seema, 2020). There are many explanations why a guest room attendant is important in a hotel. Furthermore, the property operates an internal housekeeping department, which provides many advantages and has a significant impact on the hotel's efficiency. Furthermore, the department's operational framework must be simple to achieve tight control and budgeting. Another thing to think of is how they handle inter-departmental contact in the office. Housekeeping is an essential operating department of every business organization, and Hotel Marriott is no different. Since a large portion of a hotel's profit is derived from room rentals, providing a decent housekeeping service is critical to improving the hotel's prestige and income. On the other hand, external recruitment happens whenever an organisation seeks recruits from outside the company. Even if internal recruiting seems to be the best and most desirable option, organisations continue to seek fresh ideas and views from other sources. Innovation on the part of possible candidates is crucial, even more so when the organisation is attempting a turnaround or taking a new route of development. Employers should, however, recognise a frequent disadvantage: the dangers they may offer because of the candidate's lack of awareness of the property landscape and connections. Additionally, external recruiting is more expensive than internal recruiting due to the advertising fees or expenditures incurred by recruiting firms. Therefore, the chance of hiring an inexperienced individual for the role increases (Andrews, 2013). The process of hiring new employees is one of the processes that considerably increases the cost of doing company. Because of high staff turnover, it is necessary to hire new personnel on a regular basis, which increases the cost of doing business. The recruiting and hiring process might be costly, since it necessitates a long procedure that includes everything from advertising to interviewing and training new staff, among other things (Noe & Kodwani, 2018). Customers search for consistency in the service business since it is one of the attributes they value. Experienced personnel are aware of both the expectations of customers and the expectations of the organisation; as a result, they make every effort to offer services that are compatible with both the organisational and the consumer standards (Wilkinson, 2017). The front office manager's primary responsibility is to cultivate and maintain professional interactions with both visitors and non-guests in attempt to attract them to return. This is mindful, nonetheless, that the only way to deliver a seamless guest experience is to guarantee that his team is handled respectfully first and foremost (Blackman, 2005)


Conclusion 
Since the hospitality sector is always changing, it is necessary to evaluate employee performance on a regular basis to ensure that their abilities are in line with market demands. Because of difficulties in the front desk and customer service sectors, Hilton Hotels and Resorts, a worldwide leader in the business, is facing diminishing revenues. As a means of ensuring that the business stays up with current market developments while also retaining its competitive position, the idea of employee training and engagement has been presented. Work engagement theory holds that workers who are actively engaged in the functioning of a business feel valued and as a result provide the industry with the best possible services. Continuous training also helps to enhance the abilities of employees, allowing them to stay up with the demands of the market and the expectations of their customers. Another factor that has been linked to long-term performance of businesses is staff retention, which fosters client loyalty while also sustaining the company's culture. 
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