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[bookmark: _Toc9710146]About The Hotel
Sat on 38 acres of land in South Leicestershire is a grade 2 listed hotel with 44 period style bedrooms, 6 meeting rooms, spa, an outdoor theatre and a wealth of natural charm and beauty. (Kilworth House, 2019)  The Italianate style country house was built in 1888 for the High Sheriff of Leicestershire taking almost 3 years and costing £39000. By 1945 the property was valued at £210000. The current owners brought it in 1999 and restored it to its current glory before opening the doors to guests in 2003. The addition of the outdoor theatre didn’t take place until 2007 but continues to sell out its performances year after year. (Kilworth House, 2019)
[bookmark: _Toc9710147]Pestle Analysis
[bookmark: _Toc9710148]Political
Currently the United Kingdom is run by a conservative government. Leicestershire County Council is also controlled by the conservative party. At the last elections they received 50.3% of votes (Leicestershire County Council, 2017) The stability of the UK’s government is heavily questioned due to the current status of Brexit. On 23rd June 2016 the conservative government held a referendum to decide if the UK should leave or remain in the European Union. Public voting decided that as a country they should leave the EU. (BBC, 2019) This leaves the UK in an uncertain position as negotiations on terms and conditions of leaving continue to be debated almost 3 years later. Duncombe and Hardy, 2018 suggest that two of the biggest sectors within the hospitality industry that will be affected by Brexit are; people and movement, and imports and goods. “15% of the UK sector’s workforce is currently made up of EU migrants” (Duncombe & Hardy, 2018) Although the paper goes on to explain the status of current EU migrants in the UK will not be affected, there is no clarification for any future movement laws which may prevent lower skilled workers entering the UK once a deal has been agreed upon. According to the (European Commission, 2019) “The Single Market Refers to the EU as one territory without any internal borders or other regulatory obstacles to the free movement of goods and services” this means currently the UK has to pay no or little import duties, taxes or customs on any goods brought into the UK, when considering Kilworth House Hotel this would include the import of any specialist food products, costumes or furniture. However, (EU Business, 2019) suggests the outcome of Brexit could drastically alter this and in a worst-case scenario drive import prices up and create substantial damage to profit margins within the Tourism and Hospitality Industry. 
[bookmark: _Toc9710149]Economic
[bookmark: _Toc9710150][image: ]Cost of Living
“The average weekly household spending in the UK was £572.60 in the financial year ending 2018” (Office Of National Statistics, 2019) figure 1 shows the steady rise since 2012. ONS also states that the average family spends 8.7% of the weekly income on restaurants and hotels, when comparing this to 13.3% of income spent on housing conclusions can be drawn that a high percentage of money in UK tourism is from natives. Kilworth House Hotel would use this information to target their advertisement, this could be by promoting at local and national events fairs or offering discounts to people living within a given radius of the hotel.Figure 1- (Office Of National Statistics, 2019)

[bookmark: _Toc9710151]Inflation Rates
The current government has set an inflation target of 2%. By doing this households and business’s can financially plan ahead. The constant rate means households will have similar disposable incomes each year, allowing them to plan for holidays or extras. For business’s a constant inflation rate allows them to plan prices for the next year, for hotels this would be the cost of the rooms i.e. if a room costs £100 this year the following year they could charge £102 for the same room. (Bank Of England, 2019)
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[bookmark: _Toc9710153]Demographics (Age)
According to the (Office of National Statistics, 2018) “In 1997, around one in every six people (15.9%) were aged 65 years and over, increasing to one in every five people (18.2%) in 2017 and is projected to reach around one in every four people (24%) by 2037.” This could mean the hotel industry will see an increase in home guests as a higher percentage of the population will be above retirement age and have more time to travel. The figures bellow shows the predicted percentage of the population aged between 16-65. This will directly affect the hotel as it will determine the size of the workforce. 
Figure 2- (Office of National Statistics, 2018)

[bookmark: _Toc9710154]Education
(HESA, 2018) states “The total number of qualifications achieved in 2016/17 was 757,300. This was an increase of 2% in the number of qualifications achieved in comparison to 2015/16” this is beneficial to the UK as it will increase the workforce’s qualifications in the forthcoming years.

[bookmark: _Toc9710155]Technology
[bookmark: _Toc9710156]Social Media
According to (Kemp, 2019) “There are 3.48 billion social media users in 2019”. (Jones, 2018) suggests that due to the word of mouth nature of the hotel industry, social media should be embraced by marketers. There will always be a risk of fake reviews according to (Kinstler, 2018) Social media has the potential to improve hotel room sales but also diminish them as more people will see the bad reviews than ever before.
[bookmark: _Toc9710157]Mobile Check In
Mobile check in is the quickest way to bypass the front desk, despite this JD Power’s 2016 North American Hotel Guest Satisfaction Index Study suggests that “only about 3 percent of guests use mobile check-in and the number hasn’t grown much over the past few years.” (Hertzfeld, 2016) “46% of travellers who complete their research on mobile devices also book their hotels, tours and activities on mobile devices.” According to (Little Hoteliers, N/A) therefor it is vital that smaller hotels like Kilworth House Hotel find a way to incorporate mobile experiences into their hotel. 

[bookmark: _Toc9710158]Legislation
[bookmark: _Toc9710159]Working Hours
In accordance with The Working Time Regulations (1998) this states that a person may not work more than forty- eight hours a week and is entitled to a minimum of twenty- minutes uninterrupted break every 6 hours. Where hotels are concerned night worker provisions must also be assessed. (Legislation.Gov.UK, 1998) This will impact a hotels work pattern and affect scheduling and staff numbers, as hotel requires twenty-four-hour staffing.
[bookmark: _Toc9710160]Alcohol licensing 
According to (Legislation.Gov.UK, 2003) in compliance with the licensing act of 2003 both a premises license and a personal licence to sell alcohol at the hotel. This documentation will dictate during which times alcohol can be sold. This may affect Kilworth House Hotel in regards to their outdoor theatre as performances may end after the hotels alcohol permit meaning guest will only be able to buy alcohol until a certain time. 
[bookmark: _Toc9710161] Environmental
[bookmark: _Toc9710162]Energy Consumption
(Vadam, 2015) Suggests  “energy is the second largest spending category for a hotel after employment” factors that would affect this include the location of the hotel, activities that take place within the hotel and the building itself. (Vadam, 2015) Due to the age of Kilworth House Hotels the technology and materials used will be less efficient as we now manufacture more efficient materials to build with. Kilworth House does not have a swimming pool, so money is saved on energy not being used here. Figure 4 indicates where energy is used in the hotel.
[image: ]
Figure 3- (Vadam, 2015)

[bookmark: _Toc9710163]Recruitment and Selection
[bookmark: _Toc9710164]Job & Person Specification
Marriott job adverts can be found on their career’s website. Each position advertised job title, location, brand and schedule at the very top of the page. It then goes on to describe the specific brand and tis unique attributes. (Marriott International, 2019) Unlike Marriott, Premier Inn also specify which skills a candidate must have before they apply. (Whitbread, 2019)
[bookmark: _Toc9710165]The Application
The application requires the user to create an account, upload a CV, questions about their current role and generalised questions. (Marriott Careers, 2017) The final step is to complete a pre-employment assessment which is tailored to the position being applied for, this is good practice as it gives the employer an insight into the candidates experience and personality. (Job Test Prep, 2016) Premier Inn have a simplified application comprising of an online application form and a CV. (Indeed, 2018)
[bookmark: _Toc9710166]Interview Process
According to an (Indeed, 2019) forum interviews at Marriott take place in a formal setting and are commonly run by the department manager and a supervisor, best practice would be having 3 interviewers as the decision would be weighted and any conflicts would be eliminated. Candidates are asked a variety of questions including problem solving and personality tests. Following the main body of the interview candidates are given further details of the position, tours of the hotel and the opportunity to ask any questions they may have. Telephone interviews are sometimes offered if the candidate is unable to attend face to face interviews due to time and location constraints. See appendix A [ Pages 8-19] for a complete copy of interview questions from Marriott hotel. Premier Inn have a very thorough interview process, candidates are asked to attend an assessment centre where they will be tested on numeracy and literacy reasoning, asked to give a presentation and then they are given interviews. (Graduate Jobs, 2016)
[bookmark: _Toc9710167]Allocating Positions
If a candidate is successful, they receive a phone call and confirmation email within 2 weeks of their interview. If unsuccessful, candidates receive a generic email explaining they have been unsuccessful with no specific feedback. There have also been cases of unsuccessful candidates not even getting a response, neither of which is best practice as the no response/lack of response could discourage candidates from applying for a more suitable position in the future. (Indeed, 2019)
[bookmark: _Toc9710168]Culture, Equality and Diversity
The equality act 2010 ensures workplaces are fair and comply with the law (ACAS, 2018). The CIPD suggest that “promoting and supporting diversity in the workplace is an important aspect of good people management” (CIPD, 2012). Individuals can be discriminated against for a variety of forms including age, disability or religion (Victorian Equal Opportunity and Human Rights Commission, 2018) . It is important that this does not happen within the workplace to create a united and cohesive workforce. A diverse workforce helps the hotel to have a wide knowledge of customer culture and boosts creativity within the company as everyone has unique experiences. (ACAS, 2018) An example of bad practice comes from Chymorvah Private Hotel in Cornwall, where the owners refused accommodation to a homosexual couple, this was discrimination of sexual orientation and breach of Equality Act (Sexual Orientation) 2007, details of the case are given in Appendix B [pages 20-25]. An example of good practice concerning diversity would be Hilton. Ranked first by (Fortune, 2018) as 69% of employees are from minorities. 
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Figure 4- (Fortune, 2018)

[bookmark: _Toc9710169]Performance Management
"Take care of associates and they'll take care of your customers" (Marriott, 2019)
[bookmark: _Toc9710170]Initial Reviews & Learner Performance Profile’s
Marriott complete thirty, sixty- and ninety-day reviews for new starters, example of the review can be found in appendix C [pages 26-28], this is good practice as it provides the employee with feedback on how their first quarter has gone and offers them the opportunity to ask for any help in specific tasks. (Smith-Looper, 2018) Combining this with LPP’s, an example is provided in appendix D [pages 29-] gives employees goals and targets to achieve throughout the year which will help motivate and enthuse them.
[bookmark: _Toc9710171]Guest Satisfaction Survey
One-way Marriott monitors performance is through the Guest Satisfaction Survey, this allows guest to review their stay at each hotel, it is made up of twenty to thirty-five questions that vary depending on the guests’ responses. Comments allow department managers to see what the overall satisfaction of a guest stay was as well as specific issues or commendations, including which staff stood out and what they did to positively improve the guests experience. (Marriott International Global Source, 2019)
[bookmark: _Toc9710172]The Future
The research above can be applied to Kilworth House Hotel to improve the company’s personnel development, it could be suggested that they make changes to their recruitment process to incorporate aspects of Marriott’s process, including pre-employment assessments to help them determine existing knowledge and experience prior to interviews as this would save money and time. The hotel could also boost staff creativity by hiring a diverse work force. By adopting JW Marriott’s philosophy of taking care of associates Kilworth House could improve motivation in the hotel through setting person specific targets for every member of staff.  They could also incentivise guest satisfaction surveys by offering rewards for staff who are mentioned positively.
[bookmark: _Toc9710173]
Appendix 






























References
ACAS, 2018. The benefits of having a diverse workforce. [Online] 
Available at: http://www.acas.org.uk/index.aspx?articleid=3725
[Accessed 20 May 2019].
ACAS, 2018. The Equality Act 2010. [Online] 
Available at: http://www.acas.org.uk/index.aspx?articleid=3017
[Accessed 20 May 2019].
Anon., n.d. [Online].
Bank Of England, 2019. Inflation and the 2% target. [Online] 
Available at: https://www.bankofengland.co.uk/monetary-policy/inflation
[Accessed 5 May 2019].
BBC, 2019. Brexit: Your simple guide to the UK leaving the EU. [Online] 
Available at: https://www.bbc.co.uk/news/uk-46318565
[Accessed 28 April 2019].
BBC, 2019. UK employment hits another record high. [Online] 
Available at: https://www.bbc.co.uk/news/business-47290331
[Accessed 4 May 2019].
CIPD, 2012. Diversity and inclusion in the workplace. [Online] 
Available at: https://www.cipd.co.uk/knowledge/fundamentals/relations/diversity/factsheet
[Accessed 20 May 2019].
Duncombe, M. & Hardy, P., 2018. What does Brexit mean for the hospitality industry?. [Online] 
Available at: https://www.dlapiper.com/en/us/insights/publications/2018/12/what-does-brexit-mean-for-the-hospitality-industry/
[Accessed 28 April 2019].
EU Business, 2019. Will Brexit have an effect on importing goods?. [Online] 
Available at: https://www.eubusiness.com/focus/17-09-292
[Accessed 1 May 2019].
European Commission, 2019. The European Single Market. [Online] 
Available at: https://ec.europa.eu/growth/single-market_en
[Accessed 1 May 2019].
EuroStat, 2018. Tourism industries - employment. [Online] 
Available at: https://ec.europa.eu/eurostat/statistics-explained/index.php/Tourism_industries_-_employment#The_tourism_industries_employ_over_13_million_people_in_the_EU
[Accessed 5 May 2019].
Fortune, 2018. Best work places for Diversity. [Online] 
Available at: http://fortune.com/best-workplaces-for-diversity/hilton-1/
[Accessed 23 May 2019].
Graduate Jobs, 2016. Premier Inn Interview Questions & Answers. [Online] 
Available at: https://www.graduate-jobs.com/scheme/premier-inn/interview
[Accessed 18 May 2019].
Hertzfeld, E., 2016. How mobile is changing the guest experience. [Online] 
Available at: https://www.hotelmanagement.net/tech/how-mobile-changing-guest-experience
[Accessed 18 May 2019].
HESA, 2018. Higher Education Student Statistics: UK, 2016/17 - Qualifications achieved. [Online] 
Available at: https://www.hesa.ac.uk/news/11-01-2018/sfr247-higher-education-student-statistics/qualifications
[Accessed 18 may 2019].
Indeed, 2018. Questions and Answers about Premier Inn Hiring Process. [Online] 
Available at: https://www.indeed.co.uk/cmp/Premier-Inn/faq/hiring-process
[Accessed 18 may 2019].
Indeed, 2019. Questions and Answers about Marriott International, Inc.. [Online] 
Available at: https://www.indeed.com/cmp/Marriott-International,-Inc./faq/what-is-the-interview-process-like?quid=1abj887co5n958c8
[Accessed 10 May 2019].
Job Test Prep, 2016. Preparing for the Marriott Assessment Test. [Online] 
Available at: https://www.jobtestprep.com/marriott-assessment-test
[Accessed 18 May 2019].
Jones, J., 2018. The Value of Social Media in the Hospitality Industry. [Online] 
Available at: https://www.hospitalitynet.org/opinion/4086981.html
[Accessed 10 May 2019].
Kemp, S., 2019. Digital 2019: Global Internet Use Accelerates. [Online] 
Available at: https://wearesocial.com/blog/2019/01/digital-2019-global-internet-use-accelerates
[Accessed 10 May 2019].
Kilworth House, 2019. History. [Online] 
Available at: https://www.kilworthhouse.co.uk/about-kilworth/history/
[Accessed 25 April 2019].
Kilworth House, 2019. The Hotel. [Online] 
Available at: https://www.kilworthhouse.co.uk/about-kilworth/the-hotel/
[Accessed 25 April 2019].
Kinstler, L., 2018. How TripAdvisor changed travel. [Online] 
Available at: https://www.theguardian.com/news/2018/aug/17/how-tripadvisor-changed-travel
[Accessed 10 May 2019].
Legislation.Gov.UK, 1998. The Working Time Regulations 1998. [Online] 
Available at: http://www.legislation.gov.uk/uksi/1998/1833/contents/made
[Accessed 18 May 2019].
Legislation.Gov.UK, 2003. Licensing Act 2003. [Online] 
Available at: https://www.legislation.gov.uk/ukpga/2003/17/section/111
[Accessed 18 May 2019].
Leicestershire County Council, 2017. Election 2017. [Online] 
Available at: https://www.leicestershire.gov.uk/about-the-council/how-the-council-works/elections/election-2017
[Accessed 25 April 2019].
Little Hoteliers, N/A. Can Small Hotels Capitalize on the Shift to Mobile?. [Online] 
Available at: https://www.littlehotelier.com/r/small-hotel-technology/can-small-hotels-capitalize-on-the-shift-to-mobile-technology/
[Accessed 18 May 2019].
Marriott International Global Source, 2019. guestVoice. [Online] 
Available at: https://mgscloud.marriott.com/common/lodging-operations/quality/guest-feedback/guestvoice/
[Accessed 18 May 2019].
Marriott International, 2019. Here's to the Journey. [Online] 
Available at: http://www.careers.marriott.com/
[Accessed 10 May 2019].
Marriott, J. W., 2019. J. Willard Marriott. [Online] 
Available at: https://www.marriott.com/culture-and-values/j-willard-marriott.mi
[Accessed 18 May 2019].
Office Of National Statistics , 2019. Unemployment rate (aged 16 and over, seasonally adjusted). [Online] 
Available at: https://www.ons.gov.uk/employmentandlabourmarket/peoplenotinwork/unemployment/timeseries/mgsx/lms
[Accessed 5 May 2019].
Office of National Statistics, 2018. Overview of the UK population: November 2018. [Online] 
Available at: https://www.ons.gov.uk/peoplepopulationandcommunity/populationandmigration/populationestimates/articles/overviewoftheukpopulation/november2018
[Accessed 18 May 2019].
Office Of National Statistics, 2019. Family spending in the UK: April 2017 to March 2018. [Online] 
Available at: https://www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/expenditure/bulletins/familyspendingintheuk/financialyearending2018#which-country-within-the-uk-was-the-highest-spender
[Accessed 1 May 2019].
Riley, C., 2018. Reviewing the Reviews: How does TripAdvisor impact hotels and their bookings?. [Online] 
Available at: https://www.siteminder.com/r/marketing/hotel-online-reviews/reviewing-the-reviews-how-does-tripadvisor-impact-hotels-and-their-bookings/
[Accessed 10 May 2019].
Smith-Looper, M., 2018. Help Your New Hires Rock: 30/60/90-Day Reviews for Support. [Online] 
Available at: https://www.helpscout.com/helpu/help-new-hires-rock/
[Accessed 23 May 2019].
Vadam, C., 2015. How to reduce energy consumption in hotels. [Online] 
Available at: http://hotelnewsnow.com/Articles/25821/How-to-reduce-energy-consumption-in-hotels?fbclid=IwAR2O5VI5jTaD0bF3cKjeUtycbUj5zhXHNcOS-uOzWYhUqbYqrjqdbcbst-c
[Accessed 20 May 2019].
Victorian Equal Opportunity and Human Rights Commission, 2018. Types of discrimination - Workplace. [Online] 
Available at: https://www.humanrightscommission.vic.gov.au/the-workplace/workplace-discrimination/type-of-discrimination
[Accessed 20 May 2019].
Whitbread, 2019. Job Search. [Online] 
Available at: https://www.whitbreadcareers.com/search-and-apply/
[Accessed 10 May 2019].




Bibliography
Gallagher, K., 2010. Skills development for business and management students. Oxford: Oxford University Press.
Lussier, R. N. & Hendon, J. R., 2017. Human Resource Mangagement- Functions, Applications and Skill Develpoment. 3rd ed. California: SAGE Publication.
Murton, A., Inman, M. & O'Sullivan, N., 2010. Unlocking Human Resource Management. s.l.:Hodder Education.
Taylor, S. & Woodhams, C., 2012. Studying Human Resource Management. London: Chartered Institure of Personnel and Development.




image2.png




image3.png
Figure 1: There has been an increasing trend in household spending in
recent years
Total household expenditure at financial year ending (FYE) 2018 prices, UK, FYE 2002 to FYE 2018
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Figure 5: Broad age group percentage of the UK population by
local authority, 1997, 2007, 2017, 2027, 2037
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The following graph shows the repartition of hotels’ energy end-users.
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