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Excellent employee-customer relationship fuels growth and success in service organizations. Therefore, employing and retaining highly skilled staff in the hotel management field is crucial to paramount success (Park, et al., 2019). 40% of the total cost of running a hotel successfully accounts for paying wages and salaries of the employed workforce since hotel industry has the highest workforce employement chunk when compared to other industries (Byrnes, 2014). Thus, highly engaged workforce is cruicial for any hotel’s success. The defination of employee engagement dates way back to when Kahn (1990) first laid the three psychological conditions that employee engagement or disengagement is associated to. These three psychological conditions are meaningfullness, safety, and availability. Kahn (1990) explains that these conditions altogether impacts an employee’s role performance. Concequently, employess that are engaged with their job roles entice increased customer satisfaction hence increased profit margins for the hotel.

The contents of this report will revlove around the importance of employee engagement in developing a skilled workforce for Jurys Hotel Management UK. The report will evaluate the benefits that employee engagement can offer Jurys hotel based on which a Training Need Analysis (TNA) will be conducted on Front-line Management and Houskeeping department of the hotel to determine the impacts of TNA within the workforce. 

Employee Engagement 

There is not a single definition for employee engagement that briefly or descriptively explains the aspect. The word employee engagement was not heard before 1990, but the concept has been there even before the time. (Byrnes, 2014) found at least fifty definitions of employee engagement, however, according to the Gallup Organization, a rather simple definition of employee engagement is when an individual’s motivation and ethusiasm is equated with the business objectives. An engaged employee who is well aware of the business objectives and is satisfied to constantly improving work perfomance for the benefit of the organzation is considered to be highly engaged employee (Caplan, 2013). According to Gallup study consisting of mor than 100,000 businesses states that its imperative for Businesses to have high employee engagement since it helps achieve higher customer loyalty, lower turnoverand profit margins (Gallup, 2021). Considering the recent global pandemic COVID-19, Gallup (2021) states that there is a 25 decrease adiminstered from 22% in 2019 to 20% in 2020 resulting in a need for businesses to ensure a maximum conversion of disengaged employees to engaged employees. Employee engagement should be a top concern for businesses since people are at the heart of a company and have a direct effect on its success (Yuan & Lee, 2011). 
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Employee engagement plays an important role in achieving organizational performance and employee productivity. When an employee is satisfied, the engagement is reciprocated to the extent. Gallup (2021), claims that employee engagement may be the fundamental manifestation of employee satisfaction, because a satisfied employee can hamper negativities and ensure positive business outcomes. On the contrary, Hofmans et al. (2012) suggests that the distinction is in the use of intrinsic motivation, implying that a satisfied employee would not go the additional mile to complete the task, but an engaged employee will not hesitate to pull out all the stops. Bakker and Leiter (2010) apprehend that employee engagement affect how an organization succeeds impacting organizational performance, employee productivity, and employee retention.

Organizational Performance

Employee engagement and organisational performance results have been proven to have a favourable link in studies. According to research, the more engaged employees are, the more likely their company is to maximize revenue faster than the industry benchmark. Kulkalyuenyong (2016) cites Hewitt Associates research that found 3 distinguishable engaged employee behaviors that improve organization performance; say, stay, and strive. Implying that an engaged employee would refer competent employees as well as suggest people around him to prefer staying in the hotel he works. 



Employee Productivity



Schaufeli and Salanova (2007) describe that an engaged employee would go an extra mile to achieve the business objectives while also trying to develop new knowledge to benefit the company. An engaged employee would eventually be more productive than employees that are either less engaged or not engaged at all. Besides, employees who are engaged in their work are intensely absorbed in it, stay focused, go above and beyond the job description, and proactively alter and organise their jobs to reflect the different working atmosphere (Perrin, 2003). 

Employee Retention

Employee engagement is a vital indication of an employee's participation and dedication since it demonstrates the enthusiasm and effort that workers bring to work. Employees that are engaged are more motivated, have lower levels of depression, and have higher morale. All of these factors contribute to poor turnover. According to (ZAINOL, et al., 2016), 66% of highly engaged workers had no intentions to relocate their jobs, compared to 36% of somewhat involved employees and just 12% of disengaged employees.
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Jurys Inn hotels are spread over several countries providing comfort with convenience. Jurys Inn hotel believes in maintaining the momentum at the hotel through employee engagement. One of the primary defining aspects that sets Jurys apart from other three star hotels is its outstanding customer service, and its staff are the key to continuously delivering that quality. The annual employee engagement survey in 2013 addressed how Jurys stood at 78.6% securing its place in the 4% organizations that enjoyed employee engagement led success  (Employee Engagement Maintaining the Momentum at Jurys Inn, 2013). Every year, Jurys conduct a job chat with all its employees based on their consent. During the result compilations in the year 2013, it was noticed that employees who had job chats were 10% more work engaged and satisfied than those who haven’t had job chats. In 2017, Jurys in collaboration with Leaonardo Hotels UK launched social recognition platform for its 4,000 employee titled as “leo points” (Lin, 2017). After the acquisition of Jurys by Leanardo hotels, and several trainings aiming at employee engagement, more than 4.8 million guests stayed at Jurys Inn that resulted in an increase of 19.5% in overall happy customers (Leonardo, 2018).
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	Focus Area
	Current State
	Desired State
	Corrective Action
	Priority
	Owner

	Fire Protocols 
	Not all the housekeeping staff is trained regarding the protocols
	Every single employee must be well aware of the fire protocols 
	Monthly protocol trainings for all the employees 
	High
	Manager/Head of housekeeping

	Supervisory Skill Development 
	Employees aiming for advancement don’t know their way to growth hence disengaged 
	Such employees must be trained to acquire managerial development training 
	A 6-month Supervisory training every year for employees who demonstrate leadership potential 
	Medium
	Head of housekeeping

	GRA Training – Governance, Risk, Assurance
	Employees are not given GRA training frequently 
	Employees will be well aware of handling situations and result in improved performance (Mandal, n.d.)
	All employees will get frequent awareness every 6 months 
	High
	Manager 

	Health & Safety
	Frequent trainings related to issues like blood borne pathogens are not being conducted 
	All the employees must attend trainings to ensure maximum control over health & safety issues (INGLES, 2020)
	Frequent trainings to become a norm for every employee
	High
	Head of housekeeping

	HazChem Training
	Non frequent trainings related to chemical hazards are not being conducted on a monthly basis 
	Evey employee must be given this training weekly to avoid fatal incidents and ensure safe work practices
	Refresher training every month so that every staff is well versed with the rules and regulations to avoid chemical hazards at work 
	High
	Manager & Head of housekeeping
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	Focus Area
	Current State
	Desired State
	Corrective Action
	Priority
	Owner

	Modes of Reservation 
	Employees are not given training on all the modes of reservation that are written, verbal, and online
	Every employee in the department must be well veresed in all the reservation modes that are used in the modern era
	By yearly training of trendiest modes to be used for reservation 
	High
	Head of the department

	Handling Complainst 
	Usually the manager is called to handle critical complaints hence the employees are not trained on this part 
	All the employees of the department must be trained enough to handle complaints  
	Monthly trainings on training staff with real time complaints to ensure maximized performance  
	High
	Manager 

	Build Relationship & Spot Opprotunities 
	Employees are not trained to spot oppotunitie or build professional relationships to hone succes 
	All the frontline employees must be able to communicate and Maintain relationships with potential/existing clients 
	All frontline employees will get weekly trainings on Client relationship management 
	Medium
	Manager 

	Security Concerns
	Employees are not given frequent trainings on being cautious with curteous too  
	After the training, employees must be well aware of the secuirty concerns 
	Monthlu trainings on security issues to tacle unexpcted threatining situations 
	High
	Head of the department

	Maintaining Confidentiality
	Frequent trainings are not being held to keep confidentiality as top of mind for frontline officers
	Frontline officers will know the significance of keeping information confidential
	Refresher training every week so that every staff is well versed with the rules and regulations regarding confidentiality and is their top of mind
	High
	Manager 
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In the light of above mentioned TNA, the function of human resource has shifted significantly. Organizations should be supported by skilled and competent human resources who are also inventive, skilled, creative, and adaptable in order to meet environmental changes. (Soelistya, et al., 2016) in his research discusses the importance of employee commitment towards his work defines very much about the internal level of motivation that depicts both the performance of the employee as well as the overall productivity of the business. Employees satisfaction is a sign of how well the organization is treating his significant needs that Maslow has described as psychological or physical need, safety need, social needs, esteem, and self actualization (Holton, 2009). Altogther, these needs somehow contributes in how engaged an employee is at work. 
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The TNA conducted for this study highlights the importance of employee engagement. It is evident from the information provided above that employee is engaged through knowledge and fulfillment of needs altogether. When an employee is trained at work, the employee is being rewarded with benefits of enhanced skills that will not only benefit the organization but the employee as well (Ludwikowska, 2018). Training holds absolute significance to improve employee performance and productivity. Likewise, organizations spend huge amount of money in developing employee’s capabilities through different training programs, so they stay engaged in their job while positively contributing to overall business growth (Siddiqui & Noor-us-Sahar, 2019). The TNA conducted for Jurys Inn not only contributes to developing an employee but also will put a positive impact on how well the employee engages with the job responsibilities. The analysis is done to enhance employee engagement, motivation, and satisfaction levels of the employee in the hotel.
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Employee engagement is a strategy for boosting productivity and morale in the workplace. If done correctly, employee engagement is a win-win situation (AbuKhalifeh & Som, 2013). The housekeeping and the front desk office departments of the Jurys Inn were taken into consideration to conduct a TNA in this report. Several trainings in both the departments have been suggested to embark the never-ending journey of employee engagement ultimately impacting positive business growth for the hotel.  Furthermore, high levels of trainings were shown to predict the employee engagement and feeling of being involved in the hotel management.  Thus, the importance of employee engagement cannot be exaggerated in the recent times owing to COVID-19 global pandemic. It is extremely helpful Jurys Inn hotel to spend more on programs that increase the abilities of housekeeping and frontline staff by conducting appropriate seminars and training curriculum that boosts skills and improves the service provided.It has also been identified throughout the report that employee development plays a vital role in increasing the level of engagement among employees. Therefore, it can be concluded that employee engagement for the housekeeping and front office department in the Jurys Inn hotel is highly significant. 
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