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Executive Summary
This report discusses two human resource aspects—employee recruitment and performance management—with a focus on challenges involved in Shangri-La Hotels and Resorts' attempt to attract and retain high-potential employees in global markets. Some of the challenges that the company faces include cultural differences, competition in labour markets, and the need for consistent service quality across its global portfolio. In response to the respective challenges, the following recommendations have been included in the report under short-term, mid-term, and long-term action plans. For the short term, the plan proposes additional marketing efforts toward recruiting new personnel, including advertising and collaborations with educational establishments in the region; moreover, more short-term training for managers on the issue of cultural sensitivity concerning performance appraisals. The mid-term strategy focuses on the establishment of structured procedures for talent management. Last, the long-term vision enshrines the promotion of diversity and innovations within the workplace and the incorporation of the use of technological systems into the HRM strategies. Implementing these strategies will help Shangri-La strengthen its workforce, improve employee engagement and retention, enhance service quality. 


Shangri-La Hotels and Resorts is a luxury hotel group, which is based in Hong Kong, and was established in 1971. It operates over 100 hotels in over 75 locations; it is famous for the high levels of services it offers to clients and has its origins in Asia (Dylan, 2023). With operations continuing to go international, Shangri-La faces significant challenges in the global markets. Effective human resource management practises become even more important. The problems that are associated with HRM during such expansions are diverse, especially with reference to employee recruitment and performance management. These functional areas are crucial for recruiting and retaining high performers as well as for maintaining organisational expectations of how performance should be delivered across cultures. For example, efforts to attract quality staff in foreign markets entail overcoming language barriers, cultural practises and varied legal policies. Just as with effective performance management, the task of putting in place performance management systems that are compliant with the local cultures but still preserve the global standards of the company also presents many difficulties. The report will evaluate different HR management difficulties of Shangri-La as it ventures globally, with a major focus on the process of employee recruitment in new regions and performance management.
Background of the Company
Shangri-La Hotels and Resorts was established by Malaysian businessman Robert Kuok with the first property, Shangri-La Hotel, launched in Singapore. This put down the foundation of a brand that would revolutionise luxury hospitality in Asia and in the world at large. Through the 70s and 80s, the business grew, and Shangri-La opened hotels in Malaysia and Fiji while also putting up a holding company known as Shangri-La International Hotel Management to deal with the diverse properties (Ahmad, 2024). The brand's growth sustained into the 90s, however, breaking ground in even bigger stores in Hong Kong, the Philippines and Jakarta (Birch, 2021). This was done as early as 1997 when Shangri-La Asia Limited floated the company on the Hong Kong Stock Exchange, which in turn made the company even more financially strong and operationally capable. New to the firm was the Golden Circle, a guest loyalty programme that improved customer relations (Birch, 2021). Shangri-La has been very keen on adopting innovation strategies in the recent past as a way of staying true to its heartfelt services and embracing a rich cultural environment (Dylan, 2023). Today, it has over 100 hotels in over 75 locations worldwide (Dylan, 2023). Every one of the hotels incorporates the customs of the country of the location while providing the lavish touch of the Shangri-La brand.
The company has expanded strategically and in a diversified manner while paying much attention to service delivery. The brand has since evolved into various brand portfolios, such as the luxury brand, Kerry Hotels, the lifestyle brand, Hotel Jen, and the 'limited service' brand, Traders, all of which are marked by superior service delivery. The company has achieved a substantial improvement in the respective industry, especially when it launched the Shangri-La Hotel in Europe, more specifically in Paris in the year 2010 (Yang, 2013). Every single property has been created with the aim of giving the guests a taste of true luxury while being in sync with the local architecture and culture. The brand leadership is still in the process of developing under the able leadership of Kuok Hui-Kwong, daughter of Robert Kuok, who is a testament to good hospitality. While moving forward, Shangri-La continues pushing the strategies of sustainable growth and innovativeness in the field of hospitality. 
Identification of HRM Functional Areas
In analysing the HR management challenges faced by the company during its international expansion, two functional areas have been selected: employee recruitment and performance management. These areas are most relevant as they define key aspects that influence the levels of service delivery and general operations of the company in different international markets (Awan et al., 2020; Oyadiran, Ishaq and Kola, 2023). Employee recruitment is a crucial aspect of the hiring process as it helps in sourcing employees who not only have the skills required but also come with the right attitude toward the company's values of hospitality and cultural authenticity. As Shangri-La continues to grow and enter different locations, it faces different realities of the labour market, cultural norms, and regulations concerning employment which makes it imperative to employ the right strategies for attracting and assimilating human capital into Shangri-La. Furthermore, the luxury hospitality industry requires a workforce that is not only professional but also embodies the right personality type that fits the brand standards of the company. Recruitment must be done carefully while adhering to the local culture and practise but, at the same time, guaranteeing the organisation's global standards that Shangri-La upholds. 
Performance management is equally important because it entails evaluation and improvement of employee productivity to meet the standards of luxury hospitality that are expected in today's market (Awan et al., 2020). When it comes to performance appraisal, Shangri-La must develop a performance appraisal system that is standard across all the countries where the company operates (Aguinis and Burgi-Tian, 2023). At the same time, the system should fit into the company's overall corporate strategy. Notably, this presents several issues, for instance, handling the evaluations fairly and impartially, especially across cultural differences, where there could be differences in perception towards performance and feedback among the different cultural groups (Schaerer et al., 2017). Performance management is not only about the engagement and motivational states of the employees but also about the feedback they need to improve their professional experience (Awan et al., 2020). In addition, superior performers across the organisation should be acknowledged and rewarded. Due to geographical distribution of the Shangri-La, it is crucial to establish performance indicators that are sensitive to the culture of the country where operations have been set up. At the same time, it must be consistent with global standards of quality service delivery. By analysing these two functional areas of HRM, this report will highlight how Shangri-La must confront the challenges of international operations and provide excellent service in an extremely competitive industry.


Challenges Associated with Regional or International Expansion
Shangri-La Hotels and Resorts faces significant challenges associated with its regional and international expansion, particularly in the areas of employee recruitment and performance management. The most notable problem is the entrance into high-wage, developed countries like North America and Europe, where the cost of labour is significantly higher than in Asia. Also, when the Shangri-La entered new markets, such as China, it experienced differences in cultural expectations towards its employees and their responsibilities (Wong et al., 2001). In addition, as hinted by Knight (2015), the intensity of rivalry in these new markets is another threat because local competitors can lure away Shangri-La-trained employees with better pay packages and conditions.
The challenges mentioned above are influenced by contextual factors like culture, laws, and business environment. For example, standards of hospitality may vary between different parts of the world; thus, although the company has established a unique image and set of values, Shangri-La must modify the services that it offers (Jones, Hillier and Comfort, 2016). In certain cultures, the hierarchy is even more important, and in such cases, the employees may not make the initiatives that are needed in the business (Meyer, 2024). Employment practises also differ by country; local labour legislation must be followed, but it may take time to do this. For instance, rules regarding working hours, remunerations, and employees' entitlements can significantly vary from those in Hong Kong or Singapore. From operational perspective, maintaining satisfactory levels and consistency of the quality of services offered to clients in various locations is another major issue facing Shangri-La. It is understood that a lapse in service delivery at one of the properties equals a failure for the whole brand and customer base (Sharma, 2024). Stakeholders impacted by these challenges include employees who may experience job insecurity due to high turnover rates and management teams tasked with dealing with these complexities while ensuring operational efficiency. Also, customers want to receive the same level of service provision regardless of where they are located; if a firm fails to provide this, customers will be dissatisfied, and this can harm the firm's reputation. If Shangri-La can tackle these complex issues more effectively, it will be in a better position to grow internationally as a reputable and respected hospitality company.
Analysis of Challenges and Problem-Solving Initiatives
As highlighted previously, the company faces several significant challenges in its international expansion, particularly in the areas of staffing and employee performance. Those include the scarcity of qualified personnel, especially in high-wage nations such as North America and Europe, where companies in the hospitality industry experience a hard time attracting competent personnel because of high wages. This has led to instances where the quality of service offered is compromised since the available workforce is less experienced. Furthermore, as the hotel chain grows to new areas like the China region, it experiences cultural issues that influence employee positions. Often, front-line employee is not used to exercising decision-making authority from their positions and this hampers operational performance and timely delivery of customer services. Moreover, the threat of local competition in these new markets intensifies these problems as the local competitors may provide better wages or working conditions for the Shangri-La's trained employees. This results in high turnover rates and recruitment strategies must target these factors and be in line with the company's standards of excellence.
In its attempt to confront these challenges, the HR managers of Shangri-La have adopted several problem-solving measures for improving recruitment and performance management mechanisms. In the area of recruitment, the company has established culinary academies to generate a pipeline of talent to support the company's particular requirements (Ravindran et al., 2021). Furthermore, they have established elaborate training courses intended to train new employees and orient them to perform the tasks as required (Ravindran et al., 2021). This approach ensures that not only do organisations get to fill the immediate gaps in staff, but it also guarantees that employee turnover is reduced since the employee knows the progressive steps to be made in the career ladder. In the area of performance management, HR managers have had to incorporate cultural differences in the appraisal systems across the world but with reference to the universal service standards of Shangri-La. They have also embarked on seminars and coaching for supervisors to provide constructive feedback and recognise employee contributions effectively. 
These initiatives brought benefits as well as demerits to the organisation based on the following observations. On the positive side, enhanced recruitment and selection efforts increased the level of workforce commitment and employee turnover rates, which in turn improved service delivery and customer satisfaction (Abraham et al., 2023). New forms of feedback integrated into the organisation enhanced a culture of performance and responsibility among employees. Challenges can also be highlighted. Performance management system implementation cannot be regarded as entirely sensitive to local cultures, and there may be inconsistencies in the evaluation of employees in different regions. Moreover, while internships can be effective in attracting talent, they may not always translate into long-term employment if candidates do not align with the company's values or performance expectations. To enhance these efforts even more, Shangri-La shall consider a more rigorous onboarding programme that would facilitate the employee's transition into the organisation better. Further, continuing education on cultural sensitivity for HR managers can lead to improving the understanding of the expectations and performance levels at the regional level. 
Recommendations for Solutions
The recommendations is to improve recruitment selection and performance management activities in the company, in the short-term action plan. Immediate steps should include launching targeted marketing campaigns and advertising the employer brand through promotional campaigns, collaborating with local hospitality schools for internships, and sensitising managers through forums on diversity in the appraisal process for workers from different cultures (Alashmawy and Yazdanifard, 2019). The strengths of this approach are that the company will be able to source a wide talent pool and improve engagement with the current employees through marketing. It can also be noted that the initial costs of these initiatives may strain the company's financial resources, and internships may not guarantee employment for a long time if the intern does not suit the company's culture. This plan will need monetary commitment for advertising, engaging with schools, and training manuals for managers. The anticipated benefits are lower turnover and improved employee satisfaction and engagement, as well as a stronger employer brand in competitive markets. 
In the mid-term action plan, one of the major objectives of Shangri-La should be the introduction of a structured talent management programme accompanied by leadership development and regular feedback processes. Establishing performance metrics that are specific to local markets will also assist in mapping employee motivation to organisational outcomes (Vuong and Nguyen, 2022). The benefits of this strategy include establishing a culture of improvement and leadership development within the organisation. Nevertheless, it may prove difficult to guarantee that all employees are ready to perform in line with new standards, which may create confusion and resistance. To support this plan, there will be a need to fund training programmes, performance tracking tools and possibly additional human resource staff to oversee such programmes. The anticipated result would be better organisational performance and reduced turnover as the employees feel valued and supported in their career development.
The long-term strategic management plan should emphasise the nurturing of an inclusive workplace culture to embrace diversity while supporting the innovation and sustainability of the company's human resource policies. This vision entails developing a global talent management framework that identifies employees with a high potential for leadership and integrating advanced technology into HR processes. Benefits of this initiative include enhanced organisational resilience, a sustainable leadership pipeline, and improved operational efficiency through technology (Eshete and Birbirssa, 2024). However, continuous investments in technologies and employee training shall be required, not to mention dealing with change resistance experienced by workers who know only of the conventional practises. To achieve this plan, it is necessary to invest a lot of funds in technology support, leadership development, and sustained organisational culture change (Beer, 2024). If implemented well, this long-term action plan can help Shangri-La to become the industry leader in the practise of hospitality HR management in the global context, guaranteeing access to the best talents and consistently high-quality service provision across diverse markets.
Conclusion
The company is at the crossroads of the internationalisation process as it continues expanding into the global market. While the issues considered to be inherent in the employee recruitment and performance management processes are considerable, they remain solvable. Through a strategic action plan that contains both immediate, intermediate, and long-term goals, the company can counter these challenges while preparing itself for long-term success in the global hospitality market. Consequently, the strategic objectives of focusing on a strong employer brand, improving the recruitment and selection process, and a performance management system will not only ensure that Shangri-la attracts and retains the best talent but will also create a culture that supports continuous improvement. Moreover, it is necessary that Shangri-La continues to be responsive to cultural and operational environment of various markets. If the company invests in people, aims to use technology to support performance management, and creates a favourable environment, it will improve employee engagement. In long run, these initiatives enable to keep Shangri-La as a premier provider of quality services and maintain its competitive position in a dynamically changing market environment.
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