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[bookmark: _Toc9198813]INTRODUCTION 

This assignment will evolve around The Superior 5 Star Hotel Tannenhof St Anton am Arlberg in Austria. It will discuss all five tasks in turn. As an initial introduction to the Hotel, it is described as being 1,350 meters above sea level, it completed its development in 1925, it is at the heart of elite society and entirely grandeur, providing guests with absolute privacy and the highest levels of service coupled with culinary excellence and a full-service holistic wellbeing Spa. It is most definitely on a world-class level. It boasts 7 Suites with 6 of them approximately 80 SQM and one master suite with 200 SQM 

In addition, a few of the many fun facts of the Hotel are: 
 
Private car service by Maserati | Snow shoe hiking | Horse sleigh ride with lunch on the snow | VIP Dog treatment | Silent Icey retreat in the Igloos | Tobogganing
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[bookmark: _Toc9198814]TASK 1 - PESTLE ANALYSIS 

[bookmark: _GoBack]The word 'PESTLE' is an acronym. It means Political, Economical, Sociological, Technological, Legal and Environmental. PESTLE is an analysis technique used to determine organizational strategy from an external viewpoint.  
 

Political Factor  

With Brexit in motion and any consequential changes for example in terms of freedom of movement, it may affect Personnel Resourcing matters for many International Hotels including Hotel Tannenhof in St Anton am Arlberg Austria as they employ people from all over the world. At present EU legislation permits EU Citizens the freedom of movement (Davies, 2003). It may affect tourists and workers travelling to or from Britain.

Economical Factor 

Many International Hotels within the EU community import goods such as furniture, equipment, vehicles and other rare sought-after products from member states, which they resell or utilise for luxury guest provision. One of the key benefits of trading within the EU is that there are tax exemptions. Currently there is no trading tax for the movement of goods within the EU Community (Davies, 2003). However, there is a possibility that this may change following Brexit whereby many International Hotels within the EU who may wish to trade with the UK may find changes.
 
Social Factor 

Diversity is essential particularly within International Hotels. There is a need to employ various ages for instance, young people to be trained and developed into future managers, mature (experienced) team members to manage the establishments and train the younger generations. Skiing is a very popular social activity especially within Austria and particularly relates to Hotel Tannenhof in St Anton which is a luxury Ski Hotel that prides itself with snow shoe hiking, tobogganing and sleigh rides. Social media platforms such as Facebook, Twitter and Instagram are used very frequently within the International Hotel Industry and they are often used by individuals for feedback/reviews, comments and social messaging and marketing directly on the International Hotels social media pages. These external social factors are influential and may have a significant impact upon International Hotel Management as a whole.
 
Technological Factor 

Access to technology is imperative for many International Hotels. The use of up to date technology enables industry professionals to grow faster/provide prompt guest services, make improvements or adjustments, communicate effectively, produce accurate financial statements/receipts, download/upload data, increase revenue and manage other day-to-day tasks with a more efficient and strategically driven approach. Changes in technology may affect the International Hotel Industry in terms of being interconnected with the world on many levels.

Legal Factors

At present International Hotels within the EU Community are subject to EU Regulations. Following Brexit, Austria may decide that there is to be significant legislation changes such as visa charges and tourist tax to non-member states. Supposing this happened, International Hotels such as Hotel Tannenhof may impose tourist tax. External legal factors such tourist tax law and visa charging laws may have a negative effect as it could possibly deter International tourists.
 
Environmental Factor 

Parts of Austria are known for environmental high risk avalanches and there could also be associated travel disruption (GOV.UK, 2019) whilst in Austria. Sustainability is an international concern and international hotels hold an ethical and legal responsibility in terms of recycling and global warming in general.  Many people in society hold strong beliefs with regard to animal welfare (for example: non-leather seating preference) and energy consumption (low energy light bulbs (key card lighting and auto lights in corridors). International Hotels need to plan such external environmental factors/demands or they will affect organizations.
 






















[bookmark: _Toc9198815]TASK 2 – EFFECTIVE RECRUITMENT AND SELECTION IN ORDER TO SUSTAIN A COMPETITIVE EDGE 

At the moment, for the majority of organisations there is a need to recruit people for work unless they have highly advanced technology, however even then there is usually some sort of human control or administrative control. The main focus is to hire the best suited candidate for the job. Below is a description of how organisations are able to complete a thorough process of recruitment and selection.

1.  The vacancy 
 
An organisation decides that it needs to hire a new employee.

2. Attracting 
  
‘The initial part of the selection process is concerned with ‘selling’ the role’ (Roberts, 2005). Marketing is essential through a variety of reputable external organisations who specialise within the Hospitality & Catering industry for example Caterer Global, Hosco and hcareers. One of the external organizations Hotel Tannenhof have partnered with is Hotel Career who solely specialise for Hotels, Catering and Tourism. There are other applicable sources such as Indeed (global internet job search site) and Total Jobs (another global internet job search site) both of which do not specifically specialise in any particular sector however they are successful in candidate acquisitions of which a large percentage lead to vacancy fulfilment.

Hotel Tannenhof St Anton am Arlberg also recruit directly using their website. They have a specific web page where they advertise vacancies from time to time. Reference web page. Many International Hotels use their own website to directly attract candidates. 
 
3. The Resume Screening 

There are many ways to screen candidate applications. The majority of International Hotels including The Superior 5 Star Hotel Tannenhof in Austria screen resumes.  Once received by the Hotels Recruitment Team the resume is carefully assessed. The assessment would consider relevant criteria and to determine possible suitability. 
If successful, the candidate is moved to stage 4. 
 
4. Tests 

This generally entails Ability Tests (aptitude and intelligence). It also involves Personality Tests (to ascertain whether they are emotionally stable; submissive/dominant, shy-bold, confident/self-assured, reliable and team orientated). Both tests are completed through questionnaires online. 

If successful, the candidate is progressed to stage 5.


5. The Telephone Interview/Screening 

Quality managed International Hotels usually invite candidates for telephone interview at a certain point in the recruiting process which is usually at the 5th stage after resume screening and successfully passing tests. It is only used as an additional fast-track style elementary pre-assessment part of the recruitment process. As stated by (Roberts, 2005) ‘A major drawback of the telephone interview is the lack of physical presence of the parties. Hearing a voice is not the same as observing another's appearance, dress, manner, eye contact, face, gestures and posture’.

Telephone interviews are quite common, brief (between 10-15 minutes), they save time, money and they are effective for simple questioning and information gathering for example, confirm information on resumes, complete missing information, ascertain level of interest and communication skills.  
If successful, the candidate is progressed to stage 6. 
 
6. The in-person Interview and arrangements

Candidate are usually invited to the Hotel for an interview which is conducted by either the designated Recruitment Manager or a minimum of two senior team members such as a Manager and a Supervisor from the department where the vacancy is concerned. This is standard practice. 

If successful, the candidate is moved to stage 6.  
 
7. The Trial Shift

In the International Hotel Industry candidates are usually invited to a short, paid trial shift to assess the necessary practical abilities. At this point, managers as well as other team members may become involved with feedback. This is common practice and generally the crucial stage for decision making. 

If successful, the candidate is moved to stage 8. 
 
8. The Offer & Contract

Professionally managed Hotels would forward a formal Offer of Employment Letter and Contract of Employment to the successful candidate by way of post of email. Information on salary, hours, holiday entitlements and all other formalities such as right to work evidence, referee requests would begin. 
  

Internal Recruitment & Selection
 
Existing team members should be considered family. Afterall they spend significant time together; commute, share breaks, lunch and as a result become closely acquainted. Internal team members should be given first refusal/preference or priority consideration. However, they should not be guaranteed a position unless suitable or ready. 


Businesses that practice well are usually seeking to promote from within – in house. They nurture, inspire, motivate, provide training and development both academically and practically. As a result, team members perform better, fulfil their potential and relay the same to new team members. Given the level of investment (both time and expertise), successful organizations recruit and promote from within.

The internal recruitment and promotion process is completed the exact same way except existing team member’s career development files and supporting evidence such as endorsements from senior colleagues should be considered together with a personal statement which indicates potential suitability for the post. 
 


[bookmark: _Toc9198816]TASK 3 – CULTURE, DIVERSITY AND EQUALITY 
 
Culture, diversity and equality are all part of society. By associating with each other either at work or socialising we are able to enjoy ourselves, advance our civilisation and progress to unimaginable levels. We must also accept each other irrespective of backgrounds and genders to understand and integrate as well as to comply with the law.
Through diversity we continue to experience individual value and uniqueness which is fascinating, beautiful and seen in the form of art, music, food and clothing (Ǧalāl-al Dīn Rūmī. and Chittick, 1983). In the International Hotel Industry, we are able to experience this from the International Food at the Hotel Restaurants, live music/events, spectacular architecture, room designs and International Guests and Team Members.
 
Cultures are a way of life for groups of people in society. Cultures are found all over the globe (McClintock, 1995). People of the world are not the same and therefore International Hotels must adapt to where they are particularly if they wish to sell their products and services. For example, in Saudi Arabia and all other Islamic Countries, International Hotels would prepare for Eid (Celebration day at the end of Ramadhan) and expect more revenue whereas in the United States and other Christianity following Countries they should prepare for Christmas.
The Superior 5 Star Hotel Tannenhof at St Anton am Arlberg in Austria is an International Hotel. The Hotel welcomes guests and team members from all over the world and by that we mean people from various continents, with different complexions, heights, body shapes, age groups, disabilities, accents, fashion styles, eating habits and gender forms. This enables everyone at the hotel to enjoy numerous additional conscious experiences and demonstrates cultural awareness, diversity and equality.
International hotels such as the Superior 5 Star Hotel Tannenhof create and implement policies to ensure there are no discrimination relating to the same aspects.








[bookmark: _Toc9198817]TASK 4 – METHODS OF PERFORMANCE MANAGEMENT

Performance management is important for many reasons and it is essentially geared towards strategic objectives. Performance management is necessary in order to sustain organizations and progress. It also helps team members to maintain an active state of mind or physical status depending on the industry.
Some of the methods for Performance Management are for example: KPI’s (Key Performance Indicators) and Appraisals.
KPI’s
KPI’s within the hotel industry include, various revenue increases or decreases such as restaurant, leisure, room and other additional product and service turnover. Guest and Team member feedback is also used to determine KPI’s. This particular method provides measurable evidence which may be used against targets.
Appraisals
This concept enables management in the hotel industry to assist team members by discussing work performance, professional and personal development, career plans and promotions.
The Hilton Hotel at Birmingham International Airport (UK) holds individual meetings with team members to do the same. It provides the hotel and individuals concerned, the opportunity to fulfil their potential and consequently increase hotel standards and revenue. Appraisals monitor abilities, necessary improvement and ensure agreed targets are controlled and measured using completion dates. Hilton Birmingham (BHX) continuously updates employee files in relation performance management as part of their effort to provide quality services (Hackett, 2002).



[bookmark: _Toc9198818]TASK 5 – OUTLINE PLANNING FOR PERFORMANCE MANAGEMENT

The purpose of planning for performance management is to ensure the smooth running of an organization in order to achieve its strategic objectives.
The recommended way forward is to:
1. Establish roles and responsibilities: who is implementing and accountable for managing the plan? Are all involved responsible?
2. Allocate training budget - setting the amount
3. Identify training needs - specific requirements; weaknesses and opportunities. Is there a requirement for organizational, group or individual training need?
4. Gather types of training – In house or external?
5. Implement the plan – fix date/time be SMART (Specific, Measurable, Achievable, Realistic and Timebound).                                          
(Hackett, 2002)

Appropriate performance management would include organizational, group and individual development plans. The plans should entail points 1-5 above.

As well as all of the above it is necessary for expert management. There is a meaningful Arabic word called ‘adab’. Managers/hosts ought to demonstrate exceptional ‘adab’ by way of etiquette, acts of humbleness, ethics, being content with our life, capable and competent, professional and authentic with genuine intentions (Hawkins, 2014).

Managing performance is a continuous process and should take into consideration, the direction, monitoring, measuring, benchmarking and most important of all, maintaining and exceeding standards (Armstrong, 2008).
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