Organizational Success: Effective Employee Engagement
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1. Introduction and Background: The Sloane Club
The Sloane Club is located in the affluent West End of the City of London, in the heart of the Royal Borough of Kensington and Chelsea. It is known as the most stylish and luxurious neighbourhood in the city. 
The Sloane Square area is home to the most sought-after boutique hotels during the peak season for national events. Among others, it is possible to find Wimbledon, the Chelsea Flower Festival and the world-famous British horse races known as Royal Ascot.

1.1. Location and History: The Heritage
To understand the inheritance value of this emblematic building and the level of commitment to it, it is worth mentioning the year of its foundation. 1922. This majestic Club was created exclusively for women officers who took part in World War II, hence the name Service Women's Club.

In the 1960's it was renamed Helena's Club, and 20 years later, The Sloane Club opened its door to gentlemen to join this luxurious meeting point.

1.2. Discovering The Sloane Club: Capacity, facilities, and employees
The Sloane Club has a total of seventy-five rooms. These suites are exclusively designed for affiliates from Clubs located in Hong Kong, New York, and Australia, including as well local members who pay an annual fee to enjoy all the luxury facilities developed over the years.
The facilities that can be found in this club are varied, having one thing in common: all the staff are dedicated to the guest's personal experience down to the smallest detail, always going the extra mile to create a family atmosphere where long-term bonds are established.
In the first place, the staff consists of a housekeeping team of ten employees, twenty chefs in charge of the elaborate menus available at the club, four porters and a concierge available for any help regarding last-minute theatre tickets, booking for restaurants and arranged luxury car service. On the other hand, Furthermore, in the reservation’s office, we can find three people in charge of incoming emails and calls from members wishing to book rooms. At the 24-hour reception, we have three receptionists, one receptionist manager, one relationship administrator and the FOH manager in charge of reception and F&B accompanied by four supervisors present in the restaurant to perform and keep the rhythm of the service together with their five permanent waiters. It is worth mentioning that in the offices on the upper floor house we can find the General Manager of The Sloane Club, the finance team, and the membership group.

2. Workplace Challenges
This report intends to outline the problems affecting the club's smooth running. Based on my observations and feedback from members, I believe that the daily performance of the facility has declined over the months. Guests who visit the facility daily have suggested that urgent changes need to be set up into effect as the complaints of deficient performance and organization of the staff are daily. It is essential to mention that these severe shortcomings of high standing performance are reflected in the final figures of each month according to the finance department. As a human resources manager and based on my observations, there is a lack of employee engagement and motivation, resulting in staff working with a minimum duration in The Sloane Club of two months and around two calls of sick leave every week. This current event results in the shortage of staff developing quality training and in charge of retaining highly qualified staff that, due to the lack of recognition and extra effort, leave the company in search of better opportunities and a better quality of life and work balance.









3. Employee Engagement 

Employee engagement is the emotional responsibility an employee has towards an organisation. In the words of the experienced executive of business transformation and performance improvement, Ken Oehler (2017), his finding revealed that the concept of employee engagement is sometimes confused with happiness, but it is an employee's psychological investment in their organization and motivation to produce extraordinary results.
The definition is much more complex than that and requires a complete view of an employee's work life and their job commitment.
Engagement comes from how well an employee's personal goals and values align with an organisation's.

Work environment→ Employee engagement → Organisational goals → Employee's well-being.

When an employee is engaged, they are not there for the payslips but because they care. They genuinely want to see the company succeed and are willing to put in the effort without being asked.	

4. How to measure Engagement at the Sloane Club

· Increased job satisfaction. Employees' satisfaction with their jobs is vital for our company. Lack of satisfaction leads to a significant loss of enthusiasm and motivation, which will drain the company's time and money.
 
On the contrary, when employees are satisfied, they feel a greater connection with the company and increase their productivity, resulting in benefits for the club and our members.
 
· Higher retention and lower turnover. Committed employees are essential. Recruitment processes, plus constantly training a new person, cost the 
company money and time. Keeping engaged employees will help us reduce turnover and, therefore, avoid these costs.
 
· Higher productivity. Engaged employees work faster and harder because they like what they do. When our staff cares about what they do, they are more likely to do it well. In addition, when employees are engaged and feel valued by their managers, they have a greater sense of responsibility and put their best effort into serving the company.
 
· Increased profitability. When our employees are engaged, they work harder, and when they work harder, they produce higher quality work, which, in the end, translates into happy members. Happy affiliates, come back and recommend The Sloane Club to others. This is a simple way to increase the company's profitability.
 
· Lower absenteeism. Committed employees do not miss work. Those who are not committed have no sense of responsibility towards the company, so they have no problem being absent regularly.
 
· Increased loyalty. One of the tremendous benefits of having committed employees is that they are loyal and excellent ambassadors. Remember, a company's image starts from within.

4.1. Employee Questionaire: GDPR and staff anonymity

I recommend applying monthly employee questionnaires and reintroducing this technique used previously during the pandemic of the Covid-19.
Monthly questionnaires would be given to employees to provide their ideas and ratings to the various departments and facilities that are promoted in the club. This process will be developed based on GDPR data protection and will be completely anonymous so that you feel comfortable filling out the questionnaire.


4.2. Meetings 360º

Everyone in the company communicates and depending on their position and responsibility in the company; their communication will be more or less critical. 

It is essential to define the company's internal communication as a strategy to be followed to achieve success and reach a final objective: to help improve results, integrate employees in a typical project, encourage participation and strengthen the "organizational culture". In this sense, internal communication plays a crucial role in making employees feel that they are an essential part of the project and not just a mere cog in the wheel that makes it possible to achieve the objectives set.
Knowing the employees' concerns, listening to them and involving them in the company's achievements and challenges is essential for the organization to run satisfactorily. Employees will feel supported and valued, increasing their productivity, and improving the company's image, both internally and externally. A gesture as simple as being transparent is synonymous with trust and motivation.
It would be helpful to establish weekly ten-minutes meetings with all club employees. The respective department managers could do this according to availability. Given the lack of reception staff due to the two resignations in the last three weeks of the summer season, I would suggest applying this method to the reception team.

The benefits would be great as they would feel listened to and appreciated face to face in a less formal meeting. As far as I am concerned the bar on the lower floor is available until three o'clock in the afternoon when it is open for members.






5. Conclusion: Company’s vision for Employee Engagement

Based on my above observations, the loss of staff that left us at the beginning of the pandemic was a hefty blow to the business. You can see that although we are severely understaffed, taking care of the employees that surround us every day is paramount to strengthening the foundation of the Sloane Club. The essential part is their dedication to building personal relationships with members and remembering them every time they visit our country. We must train ourselves as leaders to set an example and encourage observation and listening. This way, we can acquire qualified personnel as a company, improve training during onboarding and improve our reputation to attract future members.

As for the two techniques presented above, I am convinced we will be able to establish a short-term goal. The questionnaire technique was applied in 2018, and the constant feedback of the employees who were part of the company could be appreciated. Although it is a long process of monthly analysis while waiting to collect all the information annually to create a reliable database, it was appreciated by the staff to feel safer expressing in writing ideas and changes that they suggested to innovate the facilities. And the promotion of teamwork.

This method is entirely different compared to 360 meetings. The questionnaire technique is slower, while dedicating ten minutes to each employee every week would provide us with necessary and concise information ready to be shaped and improved. Feedback at precise moments is often more effective since, when expressed face-to-face, it is possible to break that barrier and make it less cold by understanding them and seeing situations from another perspective.

All things considered, I believe that the company can grow and improve by refreshing these essential steps of respect, empathy, consideration and recognition of the effort that the employees of the Sloane Club make every day to maintain the legacy and loyalty of our members.
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