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Introduction
	Marriott Resorts and Hotels are Marriott International’s full-service business entities headquartered in Bethesda, Maryland. The organization had 582 hotels with 205 053 rooms under the brand as of June 2020. Also, they have 121,000 employees working in different countries where they are located. Employee engagement is crucial in this hotel chain as it explains the strength of the mental connection that the staff feels toward the organization, their colleagues, and what they do (Sun and Bunchapattanasakda, 2019). This aspect is vital for the hotel as it will determine its performance and other aspects in the market. This proposal will examine the importance of employee engagement in establishing a talented workforce within Marriott.
Training Needs Analysis (TNA)
Front office department
	The front office department of the Marriott hotel chain conducts several functions such as the settlement of bills of guests, room assignment, registration, reception, and reservation. This department is regarded as the core centre of the hotel. The front-office employees welcome guests, assist them in carrying their luggage, register them, give them keys to their rooms, respond to questions about hotel operations, and check the guests out. According to Septariani et al. (2020), most guests in a hotel have more direct contact with front-office staff than any other group of employees, except when they are in the restaurants. It is crucial to complete a training needs analysis to conduct successful training in this department. The following is the training needs analysis for the front office department of Marriott. First, it is essential to assess the hotel unit’s goals. The hotel employer needs to help analyze the training options and determine the opportunities that will help the overall success of front office department employees. At this stage, the management identifies what skills, knowledge, and abilities the employees in this sector lack and how it can provide them to them (Camison et al., 2020)
	The second stage in conducting a training needs analysis of the front office department in Marriott is performing a gap analysis. This action involves assessing the hotel sector's or employee's skills or performance and comparing it to the desired level. Pandey, Nayal, and Rathore (2020) posit that the gap between the desired state and the current state is. The management can use several methods to conduct gap analysis in the department, including the following. Firstly, Human Resource records can help determine where and what should be acted upon within the hotel’s sector. The records can include safety and accident reports, existing interviews, job competencies, and job descriptions. Also, there are company records like cost records, sales, and production costs. For instance, if the front-office sector has a high rate of workplace accidents and injuries, it would be essential to check accident records as the subject of gap analysis before carrying out safety training. 
Secondly, individual interviews can be carried out on the department’s employees, senior managers, supervisors, and sometimes customers or clients. For example, if Marriott plans on offering safety training, it can talk to workers who witnessed the accidents or who had the accidents. Also, it is crucial to talk to staff who have never experienced the accidents to help create a training program that has a standard of safe operations (Milner, McCarthy, and Milner, 2018). Thirdly, the Marriott management can use focus groups to analyze the front office staff's training needs. This action will be successful since the employees are from the same department and possess similar training needs.
The third stage in conducting training needs analysis for the front office department in Marriott is assessing training options. As Jalali et al. (2018) assert, the gap analysis creates several training needs and options. The management of the hotel assesses the aspects based on the future and current priorities and goals of the hotel. The management considers the following factors when identifying if training is a practical option in the front office department. First, they consider if it can create a solution to a particular problem in the hotel sector. For instance, if the department has shown a performance problem, then that is regarded as a training issue. The front office staff is offered additional on-job training to successfully get the required skills and knowledge. This action will result in Marriott having a fully competent department meeting the set organizational standards. Second, the hotel weighs the cost of training since it may be willing to invest only a specific amount of funds in only one training due to its finances and priorities. Third, the hotel considers the return on investment: it confirms how long the training will pay and bring a return on investments in the hotel (Pierrakis, 2019).
Next, Marriott checks if any training options from the gap analysis are a legal requirement or are supposed to maintain the front office staff’s certifications or licenses. If that is the case, the hotel regards the training as a high priority. Following this, the hotel will consider the time needed to train the front office staff. This action is crucial since the duration of training might sometimes affect the hotel’s operational needs since it can distract the staff from completing their job duties (Niati, Siregar, and Prayoga, 2021). Lastly, Marriott conducts the training if only it will remain competitive in the market. Training the front office staff on how to conduct their operations right can benefit the hotel since it will attract more customers, subsequently increasing its revenue, outweighing the amount it spent on training.
The last stage in conducting training needs analysis for the front office department in Marriott is reporting training needs and recommending long and short-term training programs and budgets, beginning with the essential priorities from the options list. As Waqanimarava and Arasanmi (2020) postulate, if there is a timeline for specific training, like a deadline to complete training requirements for legal purposes, they need to be given priority and budgeted first. Also, the report should include a list of how and why the employers completed the analysis, the people involved, methods leveraged, and training recommendations.
Besides, the following are some of the current training needs within the front office department of the Marriott hotel chain. Firstly, interpersonal communication training is vital since the front desk staff often interact with various people such as business clients, customers, co-workers, and upper management personnel. Due to the importance of this aspect to the job, it becomes a training need. Written communication is the second current training need. The staff in the front office department need to be able to write memos, emails, and other business documents using proper language, tone, spelling, and grammar (Sayan and Karaman, 2019). Thirdly, the employees need to possess stress management skills. The professionals have various job duties and therefore need to have the skills to stay calm and perform their tasks in order of importance. Lastly, customer service is another current training need in the front office department in Marriott. The staff in the sector need to possess exceptional customer service skills to keep client or customer satisfaction. Besides, Training Needs Analysis increases employee engagement since it determines employee training needs and develops a training plan for them (Hewagama et al., 2019). This way, employees feel like they matter, and their efforts create a difference in the hotel hence improving their engagement.
Credits and accounts department
	The credit and accounts department maintains all the financial records of Marriott hotel. The sector handles various issues in the hotel such as account reconciliations, budgeting, invoicing customers, payables processing, accounts receivable collections and monitoring, financial analysis, periodic financial reporting, and consolidation of various entities under one ownership. Additionally, the department is responsible for setting up enough internal controls for all operations within the hotel to prevent misappropriation of assets and theft. It also handles external audits and deals with banks to get financing. According to Osipov, Glotov, and Karepova (2018), accounting sectors sometimes address taxes, but this work is often done on contracts by other groups of people.
	The following is the training needs analysis of Marriott hotel's credits and accounts department. First, it is crucial to identify the desired operational outcomes. Before a training needs analysis commences, the hotel employer needs to state the objective of the training. Armstrong and Landers (2018) assert that the training goal should align with the hotel business objective, specifically the credits and accounts office. The ultimate objective of the training program should be well stated and placed in a visible place to ascertain that the needs analysis procedure keeps the desired results on sight (Rahayu, Rasid, and Tannady, 2019). An example of an end goal of the credits and accounts department is updating and managing timely payroll for other employees.
	Second, the Marriott hotel employers can link desired business results within the credits and accounts department with the employee behavior. As Rabl et al. (2020) posit, various behaviors are linked to any desired business outcomes: workers knowing what to do, being capable of doing something, and being motivated to conduct business operations. At this level, the hotel’s employers need to determine the desired essential competencies such as behaviors of accounting department staff and associated personal characteristics, abilities, skills, and knowledge connected to the desired operational outcomes. Employers can do this by gathering data from subject matter professionals. The individuals may collect data through surveys, focus groups, or interviews. According to Nycyk (2018), regardless of the technique leveraged, the data should clearly explain how essential each competency is to attain the desired objective in the credits and accounts department.
	Third, the hotel management can identify performance gaps in the credits and accounts department. Through the methods used in the previous stage, the management can combine the results obtained to assess how it can improve the department’s competencies. To successfully do this, the Marriott hotel employer can check the accounting department’s performance and compare it with the organizational standards; if it falls below, the staff needs training. Next, the hotel’s employers must prioritize the department's training needs. This action is necessary to save the organization on training costs (Makarenko, Oliinyk, and Kazakova, 2018).
	Following this, the hotel employers can determine how to train the credits and accounts department staff. The individuals can use training methods such as on-the-job training, coaching and mentoring, books, web-based, and conferences. Afterwards, the Marriott hotel employers can conduct a cost-benefit analysis. At this stage, the professionals consider the costs linked with a specific training method and the degree to which they can include performance gaps in that training experience (Gollier, 2020). The cost aspects include; the required training period, training content delivery, logistical and travel expenses, and lost productivity from the period spent on training. Lastly, the Marriott employers decide how to determine the effectiveness of the training conducted on the credits and accounts department staff.
Besides, the following are some of the current training needs within Marriott hotel's credits and accounts department. First, substantial information technology is crucial since an accounting position involves doing several calculations that are not only about math. The professionals need to work with software and several other tech tools that address these calculations. Excellent communication skills are the second training need in the accounts department. Accountants explain financial information to co-workers and clients who are unaware of accounting terms (Maiga, 2019). Lastly, problem-solving skills are another training needed in Marriott hotel's credits and accounts department. Accounting staff tends to face complex challenges that must be handled carefully (Fuller and Markelevich, 2020). Besides, Training Needs Analysis impacts engagement within the accounting workforce by helping to determine performance requirements that the staff has and how to improve them. This action increases customer engagement as it increases the skills, abilities, and knowledge of credits and accounts department staff.
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