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The current essay report discusses practices of Human Resource Management (HRM). In this report, the role of Human Resources in managing and developing talents has been discussed regarding the hotel industry. The role of HRM is based on creating planned-framework and strategies for enhancing skills and improving the work environment for better employee satisfaction. The report also highlights theories such as the Socialization Model theory and IES model theory to describe the importance of managing and developing talents. Furthermore, for personnel resourcing and development, the stages of the employee lifecycle are critically analyzed. Also, some recommendations and examples are provided to enhance organizational performance. Lastly, the conclusion is drawn to summarize the findings.
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[bookmark: _Toc137338830]Role of HRM in Managing and Developing Talents 
HRM is a coherent and strategic approach used for the management of people working in an organization. The people are considered the most valued resources who collectively and individually contribute to achieving the organization's objectives. In the hotel industry, the satisfaction of employees play a vital role in the success of the hospitality business because the profits and growth in this sector are associated with the staff/people working in them. HRM is responsible for creating a planned framework for managing and developing an organization’s future goals (Gibbons, 2022). Furthermore, HRM helps and works to ensure collaboration among people management to drive the climate and behavior required to meet and create value performance targets. 
HRM in the hotel industry ensures that employees behave accordingly and appropriately to the company's policy and keep them satisfied so that employees can maintain the reputation of the business by keeping customers happy. HRM creates strategies for enhancing skills, improving the work environment, and training to achieve fresh talent in an organization (Mondal, et al. 2023). When a talent-hunt program takes place, HRM works on Socialization Model to ensure the long-term productivity of new talent with the help of different stages. Such as the pre-arrival stage (observation process between employee and organization), encounter stage (application of all learned observation within the organization by the employee), and metamorphosis stage (changes and adjustments made by an employee to fit in the organization).
[bookmark: _Toc137338831]Importance of Managing and Developing Talents 
Although the hotel industry is highly competitive as it shares lots of similar services and products at the same prices. Therefore, the only thing that can make an organization exceptionally good is the customer's unique experience through the services provided by the hotel. As the services are provided by the staff, a management strategy is required to improve employee engagement and reduce the turnover rate. For this purpose, HRM ensures industrial and employee relations, career development, performance evaluation, and management, as well as absent management to manage talents. Further, HRM includes well-being, engagement and compensation, retirement, and incentives programs to manage and develop talents for employee wellness (Jain, 2022). Also, to keep employees more engaged, HRM works on the IES model of employee engagement. 
The model describes the importance of employees' psychological health by providing them with a feeling of being valued and involved. The IES model of engagement consists of job satisfaction, cooperation and communication, health, and safety, pay, conditions and benefits, performance and appraisal, development, and career. However, the new role of HRM consists of shared services and HR business partnering through the usage of administrative experts, wellbeing champions, change champions, and technology to automate optimal performance (such as an ERP system) for developing talents (Kenner, 2018). HR business partnering is worked on the Ulrich model which intends to split human resource functions into a strategic partner, change champion, employee champion, and employee advocate. 
To fulfill strategic needs, HR professionals take feedback from employees to reevaluate the ideas of business procedures and systems for enhanced quality services. For this purpose, HRM uses chatbot services. Whereas administrative experts in HR business partnering are important for supervising employees for better services, managing hotel costs, monitoring day-to-day reports, and many more personnel requirements. The role of the change champion is to train staff on the newly introduced procedure and technologies/systems. It is an important function that supports, guides, and acts as a mentor during the training for employees (Lancaster, 2019). Lastly, employee champions or workplace champions are used to improve specific areas of the company. HRM used employee champions (engaged and high-performance individuals) as an example to motivate others.
[bookmark: _Toc137338832]The Employee Lifecycle 
Employee wellness consists of the employee lifecycle which is an important part of managing and developing talents. The employee lifecycle model is used by the HRM to identify and define several important stages to engage employees within the company. To provide a better employee lifecycle, HR professionals prepare the workforce planning process. In this process HRM monitors and evaluates actions to address skill mismatches and shortages by analyzing the current potential workforce. Identification and determination of workforce gap for future development programs is also required to be checked by HRM (Armstrong, and Taylor, 2020). Monitoring actions helps HRM to better understand and forecast what employees will face during and after their employment. The workforce planning would further generate lifecycle stages of employment. The stages consist on attract, recruit, onboarding, develop, retain, and off-board. The stage of attraction is the first step that considers the first impression of the employee. The attraction varies with the size and industry type. The bigger the organization, the better people know about it. However, HRM needs to design candidate demographics and career page analytics to know how many people are interested in which kind of specific job is offered by the organization (Hawkins, and Bohdanowicz, 2012).  
Secondly, the recruitment stage required several methods to attract potential employees. Therefore, it is needed to attract talented employees by showing off the benefits of current employees. Several methods of recruitment include job posting, application process, and selection process. Also, employees could become familiar with the organization in the recruitment stage, such as during interviews. A large/big organization interviews a panel where panel members are also selected by the HR manager. After recruitment, the onboarding stage builds the relationship between an employee and their employer. The onboarding stage required understanding the needs of each employee so that employees can get focused and find out their own needs of having successive paths (Aziati, 2019). This may include the guidance and supporting atmosphere for new employees. The tracking list of onboarding performance consists of pre-boarding, orientation, and regular feedback for new employee satisfaction.
 Another stage of the employee lifecycle is reward, recognition, and benefits which are also used to maintain employee engagement, well-being, and satisfaction. This stage is used for employee retention which is a part of employee engagement. Employee engagement requires communication, compensation, and benefits. Whereas the condition of being happy, comfortable, and healthy is termed employee well-being. As per the report of Gov. uk, (2019), “Being in good work is better for your health than being out of work. 'Good work' is defined as having a safe and secure job with good working hours and conditions, supportive management, and opportunities for training and development”. Hence health and work-cycle go hand in hand to maintain productivity and improve the economy which the following picture shows 
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Figure 1: Health and Work cycle
Source: (Hawkins, and Bohdanowicz, 2012)
Furthermore, employee retention is not only responsible for providing a happy, safe, comfortable, healthy, engaged, and productive workforce but also saves time and money spent on the hiring process. After employee learning, retention and development are the next stages of the employee lifecycle. According to the study of Torrington & Hall (2005), learning can be defined as ‘Changed or new behavior resulting from new or reinterpreted knowledge that has been derived from an external or internal experience’. For this purpose, HRM teams used learning styles based on Honey and Mumford's theory which consists of a lifecycle of activists, reflectors, theorists, and pragmatists.
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Figure 2: Honey and Mumford's Theory
Source: (Kenner, 2018)
Whereas development and retention are inseparably linked because both work for long-term benefits and are seen as valuable investments by an organization. Progression and performance are another stage of the employee lifecycle to enhance the potential of employees which has been blocked by interference. However, interference is reduced by focused attention where focused attention can be systematically increased by the performance management chain (Armstrong, and Taylor, 2020). The performance engagement chain is described below.
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Figure 3: Performance Management Chain
Source: (Lancaster, 2019)
Lastly, the last stage of the employee lifecycle is an exit. An organization must provide a productive and thoughtful leaving process. Due to this, employees would feel supported and valued. Furthermore, a short questionnaire and exit interview about employee experience can provide the HRM team a deeper look into what went right and wrong during the period of the employee's stay at the organization. 
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Working in shifts consists of unpredictability of work by which employees' mental well-being gets disturbed severely. Therefore, managing a physically and mentally tired workforce not only effect voluntary departures but also contain a knock-on risk to customer experience. Hence, it is required by the HRM team to implement flexible self-scheduling and provide employees with reasonable breaks throughout their working hours for a better understanding of their needs. Also, providing employees free hand to shuffle duties with each other can build a friendly environment (Taylor, 2008). For this purpose, hotel industry giant Marriott Hotel introduced the 'Management Flexibility' program to give its managers a balance in work and personal lives. But due to heavy complaints over services, the program did not attain much success. However, Marriott Hotel continued its efforts to improve employee-friendly workspace for which the Hotel received awards of ‘the best place to Work award’ and title of ‘Best Companies to Work for in 2023’ from Associate Opinion Surveys and magazines, respectively (HSMAI Global, n.d.).
[bookmark: _Toc137338835]Development and Training through Technology   
When the workload increases in the seasonal period, the use of technology is required to automate manual processes. In the hotel industry, the number of customers increase during occasional and festival holidays. Therefore, new technologies should be introduced by HRM and provide training for gateways programs so that employees can use technology for manual tasks. Automating processes such as booking, capacity management, and inventory may also reduce human error which is obvious while having a heavy workload (Aziati, 2019). The Marriott Hotel provides 15 minutes of training to each employee every day to tackle such problems and enhance customer satisfaction which comes under their gateway’s programs. Also, it is required that HRM should introduce core management training through gamification to increase productivity. Games like 'Create your hotel' should take place in training sessions under HRM observation. The gamification experiment had also been applied by Marriott Hotel. According to the report of Human Resource Management: Marriott Hotel and Airtours (n.d.), the game was designed for day-to-day situations and tasks that employees are confronted with. Players (employees) were ranked by their performance by the HRM team. In this process, HRM calculates the employee loyalty and satisfaction tracking survey which is used to find the customer's experience of staying at the hotel.
[bookmark: _Toc137338836]Best Hotel Industry Practices
[bookmark: _Toc137338837]Online Reputation Management 
Monitor and Respond to Review 
The trend of making decisions with the help of reviews is becoming more emphasized through social media accounts. According to a survey, around 77% of people make the decision to book a hotel based on previous visitor experience. Hence, nowadays it is necessary to manage, post, and track reviews daily. While responding to each query place a feather in an organization’s cap. Marriott Hotel knows the importance of social media. Therefore, it has started a social media campaign which generated around 315 million responses and extended 65 million customers (Gibbons, 2022). The rate of positivity was 95% for the hotel, which attracted more customers.
[bookmark: _Toc137338838]Authentic Online Profile 
The appearance of an official and authentic website on Google's sidebar puts customers' trust and interest in the hotel. Also providing links to other social media accounts on the Google website would be better reachable for customers without bumping into various other spam accounts (Hawkins, and Bohdanowicz, 2012).
[bookmark: _Toc137338839]Conclusion 
The report discussed the role of HRM in managing and developing talents with the help of socialization theory which is based on pre-arrival, encounter, and metamorphosis stages. The theory is used by HRM to build relations between new employees in the current workforce. However, due to the high competition, the importance of managing and developing talents to keep customers and employees satisfied is a challenge for HRM. HRM works on well-being, engagement and compensation, retirement, and incentives programs to manage and develop talents for employee wellness. Furthermore, the IES model for employee engagement is used in this report. The new role of HRM which are shared services and HR business partnering used for managing and developing talents. Moreover, employment lifecycle, recommendations, and examples of Marriott Hotel on organizational performance are also discussed in the report. Lastly, online reputation management is considered the best practice for the hotel industry as per the findings of the current report. 


[bookmark: _Toc137338840]Reference 
Armstrong, M. and Taylor, S., 2020. Armstrong's handbook of human resource management practice. Kogan Page Publishers.
Aziati, P.L.A., 2019. Competences Needed for International Business Students to be Employed in Finland.
CIPD, (2021). CIPD good work index 2020 summary report. Available at: https://www.cipd.org/globalassets/media/knowledge/knowledge-hub/reports/good-work-index-summary-report-2020-1_tcm18-79211.pdf
Developing sustainable talent management in the hotel industry - diva. Available at: https://diva-portal.org/smash/get/diva2:1574875/FULLTEXT01.pdf 
Gibbons, S. (2022) 3 things you can learn from Marriott about taking care of employees, Forbes. Available at: https://www.forbes.com/sites/serenitygibbons/2020/04/30/3-things-you-can-learn-from-marriott-about-taking-care-of-employees/?sh=604cf4692bca
Gov.uk, (2019). Health matters: Health and work GOV.UK. Available at: https://www.gov.uk/government/publications/health-matters-health-and-work/health-matters-health-and-work 
Hawkins, R and Bohdanowicz, P (2012) Responsible Hospitality Theory and Practice.  Goodfellow Publishers Ltd: Oxford.
 HSMAI Global. Available at: https://global.hsmai.org/insight/marriotts-social-media-launch-for-bonvoy/#:~:text=RESULTS%3A%20The%20social%20media%20campaign,a%2095percent%20positive%20reaction%20rate.
Human Resource Management: Marriott Hotel and Airtours (no date) Abc Assignment Help. Available at: https://www.abcassignmenthelp.com/human-resource-management-marriott-hotel-and-airtours 
Is engagement fact or fiction? (no date) HR Magazine. Available at: https://www.hrmagazine.co.uk/content/features/is-engagement-fact-or-fiction 
Jain, A. (2022) Best practices for the Hotel Industry Employee Management, Open Source and Free Hotel Booking Management Software. Available at: https://qloapps.com/best-practices-for-the-hotel-industry-employee-management/ 
Kenner, M. (2018) Businesses must embrace brain-friendly learning, says Neuroleadership Expert, 37182. Available at: https://www.peoplemanagement.co.uk/article/1742845/businesses-must-embrace-brain-friendly-learning
Lancaster, A., 2019. Driving performance through learning: develop employees through effective workplace learning. Kogan Page Publishers.
Mondal, B. et al. (2023) What is human resource management in Hospitality Industry, Hotel Management Tips. Available at: https://www.hotelmanagementtips.com/human-resource-management-in-hotel/
Taylor, S (2008) People Resourcing. Kiribati: Chartered Institute of Personnel and Development
image1.jpeg
Health and work cycle

A healthy and happy
Wﬁm workforce has

’ \ synergistic benefits for:

social
wellbeing
and wealth
economic ° productivity

workplaces

development “
and pmpuny

the economy





image2.jpeg
Concrete
Experience
Having an
experjence

Activists § Reflectors
Active 3
Processin, Continuum Reflective
Experimentation g .
Buflng Sk thecry Reflecting on it
into practice
Pragmatists Theorists
ract
Conceptualisation
Drawing their own

conclusions




image3.jpeg
Links in the performance management chain

fut Judgement Feedback -
performance performance





