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[bookmark: _Toc501717824]Introduction
Hospitality sector is one of the highly competitive sector that is under immense scrutiny from the guests, media and other stakeholders. Every minor problems could get magnified and could spell doom to the sector itself. In this industry any problems irrespective of the complexities, need to be recognised and resolved swiftly. Identifying and managing problems effectively in terms of resources and identifying skills is essential in meeting the hotel's objectives.
The industry requires both as individuals and as part of a team, the staff to be able to identify and resolve some of the simple and complex customer requirements . The role of the management is to provide adequate support to resolve the problems and bring sense of motivation and security .
Working in Chelsea Harbour hotel for over six years in the operations has given good insight in the operations management and issues surrounding the operations. the responsibility includes overseeing a team that is involved in getting the rooms tidy and ready for occupation. This task involves plenty of challenges and the problems could arise from any of the process and procedures, in spite of well established protocols. some of the problems could be resolved using procedures and some problems require critical think and failure to deal correctly could give rise to more problems.
The work also focuses on the macro environmental (PEST) factors that influence the hotel industry. Some of the challenges posed by these factors are also causes for problems within the organisation directly or indirectly. Understanding these factors will help resolve cause for many of the problems. Use of ICT (information communication technology) is another step that could be useful in problem solving.
[bookmark: _Toc501717825]Skills for tackling the problems
Problem solving is one of the most important aspect in any organisations. In an highly competitive industry, the swiftness and efficiency is  crucial aspect. In order to solve problems, critical thinking forms part of key skills and requirements in members of staff.

[bookmark: _Toc501717826]Problem identified
At Chelsea Harbour, the problems can range from simple day to day operational issues to some complex problems that could be strategic in nature. The simple operation problems includes the responsibility of the team is to ensure that a room is cleaned and is ready for occupation in less than an hour time for an entire section consisting of 40 to 45 rooms. This task involves a team of six to tem members and number of unforeseen issues could arise. Some of the problems include unexpected inability of get full strength team as the result of sudden absenteeism, unexpected breakage and spillage in the room or equipment malfunction.
Complex problems arises when some of the simple problems could become frequent occurrence. Other complex problems includes strategic issues such as marketing, challenges from competition, negative publicity in media. tow problems looked at in detail in the course work is on sudden staff absenteeism and the reasons 

[bookmark: _Toc501717827]Solving the problem through Critical Thinking
The way to resolve a problem, simple or complex, lies in efficient handling of the issue. It is not just about resolving the problem, it is also about preventing the same problems reoccurring in the future. When problems resurface frequently, it puts lot of pressure on the time and resources of the management. Critical thinking is one of the ways by which a problem could be resolved and to make sure similar issues are prevented from reoccurring in the future. Critical thinking involves use of set of interconnected skills to analyse, evaluate, integrate and resolve problems.
Critical thinking involved six steps. These steps are knowledge, comprehension, analysis, application, synthesis and take action .
[image: ]
Figure 1: Steps involved in critical thinking (Source: http://www.designorate.com/wp-content/uploads/2016/01/critical_thinking.jpg?x20015)

Knowledge involves identifying right path to resolve a given problem. In the case of staff absenteeism, it is essential to recognise the reasons for the problem. In many cases, the actual cause for the problem might lie elsewhere. Comprehension of the situation follows knowledge. In this stage appropriate data in gathered about the problem as demanded by the problem. There might be more than one way to resolve a problem, and it is essential to identify appropriate way to handle the problem. This form the application stage of critical thinking. Once the link between the problem is identified and adequate information is gathered and appropriate methods are identified, the issue is Analyzed to identify advantages and limitations of the options in resolving the problem. 
Staff absenteeism could be cause due to limitation in the human resource, putting additional stress on the staff, lack of motivation, poor working condition or simple the issues with the personnel. Comprehending the situation and analysing the reasons is thus important to address the issue. If it is not resolved correctly, this simple problem might grow into a complex issue.
The information is then synthesised and possible solutions strength and weaknesses are then evaluated. One of the main reasons for the absenteeism was identified to be stress caused by limited time and inadequate resources when the management allocated more resources and use of technology in clean such as automated bots and steam cleaners, it put less pressure on the staff and reduced absenteeism. Thus the suitable action taken by following through the steps help solve the problem and prevented it from becoming a complex issue.
[bookmark: _Toc501717828]Organsiational Analysis and Communication skills
[bookmark: _Toc501717829]PEST analysis
To run a successful organisation, it is essential to have clear idea on the impact of micro and macro environmental factors. Whist it is possible to identify and resolve micro environmental problems, the macro environmental problems pose complex challenges as most of the factors are not within the control of the hotel. The hotel can identify and anticipate these challenges and can take steps to convert these threats in to opportunities. The marco environmental factors are identified and analysed using the Political, Economic, Social and Technological factors or the PEST factors. A letter to the line manager outlining the impact of the Technology factors is provided in the appendix.
[bookmark: _Toc501717830]Technological
One of the major impact on the operations of a hotel comes from technology. Developments in the affordable internet and growth of spread of smart phones has brought more benefits as well as challenges. The benefits includes use of apps to gain customer loyalty, ease of booking rooms for the customers and customised service using the Customer Relations Management (CRM) tools.  Some of these benefits particularly growth of smart phones poses serious challenges to the margins.
Rise of booking websites such as bookings.com and trivago has not only made it easier for customers to compare the hotels, it also caused increased competition on pricing and has had severe impact on the margins. Apart from the challenges posed by these comparison websites, development in technology has also brought new competitor in form of Airbnb, which has changed the low cost traveller business. Chelsea Harbour need to use technology to reach out to  the customers. The use of technology is not just about using social media or CRM tools. Many organisations are now using advanced tools to send periodic information to their customers, track their buying pattern and provide suggestions and new offers that are customised.
Other environmental factors that influence the hotel are;
[bookmark: _Toc501717831]Political Factors
Political factors have significant impact on the hospitality industry. Some of the other factors such as legal and economic factors many times are directly influenced by the political changes. Government's mixed messages on the BREXIT is one of the reasons for the present economic downturn. This economic situation is direct result of the political uncertainty. Instability in the parliament and resulting market uncertainty is not helping the hotel industry.
[bookmark: _Toc501717832]Economic
One of the reasons for the rise of small low-cost providers such as AirBnB is their lower operating costs. For example, there is no corporation taxes and or fire safety regulation costs for participants in AirBnB. this has significant impact on the operating costs and thus on the margins.
On the positive note, thanks to Brexit, the value of pound dropped attracting more tourists to the UK. London being one of the main tourist destinations in the UK, will see increase in the tourists and thus a bright future for the sector.
[bookmark: _Toc501717833]Social
Social aspects involve impact of socio-cultural factors on the hotel. With more and more people travelling overseas there is increased scope for hotel and tourism sector. But rise of comparison websites and social shift in to use of technology to make the bookings has impacted deeply on the margins. Use of internet and mobile app based bookings means there is less reliance on booking through travel agents, who were prime source of customers. Hotels are now required to adapt to this changing trends in order to stay relevant in the competition.

[bookmark: _Toc501717834]Working with others and employee behaviour
[bookmark: _Toc501717835]Working in Teams
Working in any organisation requires ability work both as individuals and part of the team. Ability to by dynamic and work unsupervised in one of the key attributes sought. As a leader of a team consisting of up to 10 members and involved in maintaining 40 to 45 rooms, it is essential task to be able to carry out the individual work as well as lead the team in a supervisory role. This requires clear definition of roles and responsibilities to ensure the task is carried out with adequate resources, motivation and within time. The task can throw various challenges as a result of team dynamics as well as resources inadequacy or time constraints. 
[bookmark: _Toc501717836]Employee Behaviour
The employees in an organisation could be classified as a Task Performers who are aware of their roles and responsibilities, Organsiational Citizens who go beyond their defined roles and responsibilities.  Both types of employees bring in their own advantages and challenges. Their behaviour are classified as what is acceptable  and those behaviour that are deemed unacceptable. Acceptable behaviour are those which are within the procedures and framework of the organisation and unacceptable behaviour are those that violates the code and ethics the firm stands for. Many times the employee may not be aware of the situation and harm they are causing. Failure understand the employee behaviour type could lead to counter productive work behaviour, where employees work could become harmful tot eh organisation. Under these circumstances, conflict resolution playing vital role in problem solving where the problem is identified early and cause of the problems are addressed before they escalate into a more complex issue.
[bookmark: _Toc501717837]Data analysis and ICT
[bookmark: _Toc501717838]Use of Technology
Technology has become one of the critical part of today's organsiational functions. Technology is key to provide operational excellence in the competitive business environment. It is more of a strategic necessity. It is recent in the loyalty marketing in the hotel industry. This is the result of challenges faced by the industry as the result of rise in the low cost providers and increasing dominance of booking websites. The use of Customer relationship Management (CRM) tool is not just about customer retention, it is also about structuring the entre organisational function  including marketing, operations and logistics in a customer-centric way.
[bookmark: _Toc501717839]Benefits
The CRM technology based tools enable hotels to analyse stay patterns and preferences  of different customers and facilitate for a more structured campaign management. thus Chelsea Harbour can send targeted, appropriate and specialist email messages to known guests as well as send periodic emails to potential leads that have been identified. The objective of using this CRM enabled email marketing is to increase stay frequency of corporate as well as individual clients, identify create a partnership programme for corporate clients and encourage a higher average daily rate (ADR). The tools also help improve branding as well as provide an integrated marketing campaign and thus improve overall customer orientation.

Use of CRM also helps restructure customer benefits ad adapt based on the feedback provided by the customers. With CRM being adaptable, it can be set up based on Chelsea Harbours specific goals and promote customer loyalty. One additional benefit of using CRM is that being an integrated tool, employees can make swift decisions based on the CRM data to determine way to anticipate guests needs and improve guests satisfaction.
[bookmark: _Toc501717840]Limitations and Challenges
The key challenges in implementing technology in Chelsea Harbour is in ensuring the key objectives of the hotel matches with those implemented in the CRM. Any mismatch or changes will result in financial loss as well as loss in reputation. Other challenges includes identifying suitable partner to build and maintain the CRM system and also training staff adequately in harnessing the potential of the technology.
[bookmark: _Toc501717841]Conclusion
In conclusion it could be said that problems and problem solving are part of any organisations functions. Many problems start as minor problem. Failure to address the cause could lead the frequent recurrence of the problem, thus putting additional pressure on the resources as well as cause end up as a reason affecting stall morale. Some problems are also result of macro environmental factors. Recognising these PEST factors can help minimise the problems as also deal with the effectively by acquiring relevant resources and gain appropriate skills that are required. Use of technology is another import aspect of problem solving and thus identifying the source of a problem at the earliest and allocate adequate resources and necessary skills required is key to fulfil the objectives of the firm. 
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	02-January-2018

To 
The Manager,
Chelsea Harbour Hotel,
London.

Dear Sir,

Re: Environmental factors affecting our Hotel

I am writing to bring you attention to some of the challenges Chelsea Harbour Hotel is facing. Technological changes have brought about plenty of advantages and opportunities to our organisation. Use of Customer Relationship Management tools for example has integrated all functions of the organisation as well as enabling us to integrate our marketing campaigns with use of social media, targeted emails as well as traditional marketing campaigns on popular media.

Increasing use of booking websites such as lastminute.com, expedia, bookings.com and trivago has not only made it easier for customers to compare and book hotels of their choice, it has also caused increased competition based on pricing. this will have severe impact on the margins as also customer expectations. any negative reviews will have deep impact on the organisations and therefore is essential to monitor the feedbacks online and address damaging reviews swiftly.

Apart from the challenges posed by these comparison websites, development in technology has also brought new competitor in form of low cost providers such as Airbnb, which has changed the low cost traveller business. In addition to the rise of low cost chains such as Travelodge, Premier Inn, Easy hotels, these low cost private providers have lower operating margins and thus are able becoming difficult to compete on pricing. The way to compete is by offering superior service to the customers.

Chelsea Harbour prides itself on their superior service. The hotel need to use technology to reach out to  the customers. The use of technology is not just about using social media or CRM tools. It is about adequate training and structuring processes and procedure to align with the system. Many organisations are now using advanced tools to send periodic information to their customers, track their buying pattern and provide suggestions and new offers that are customised. We will thus be able to make swift decisions based n the CRM data to determine way to anticipate guests needs and improve guests satisfaction.

I take this opportunity to thank you for providing me the opportunity to express my view in this brief. I am sure we as organisation have resources and required skills to meet the challenges due to the technological factors.  With focussed efforts from the staff and management team, we can achieve the goals and objectives of this organisation.


With Kind Regards



Petronela Nica

Operations Manager
Chelsea Harbour Hotel
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