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	The purpose of this report is to outline the importance and role of personnel within a company and how it links to the implementation to the strategy of a hotel under a new management. The company performance is measured through the standards it is operating at. The aim is to identify how the personnel is influenced by certain factors and how the human resources could be used in an efficient manner under a new general manager. After an analyzation, recommendations will be given for Hotel International, based in South Wales.
[bookmark: _Toc22915056]Factors influencing the personnel
	There are several factors influencing the wellbeing of a business especially under a new management. If there is a new director, there is a new vision of the service delivered (value proposition). A value proposition is described as “a base on a bundle of products and services that create value for a customer segment.” (Osterwalder et. al, 2014) Therefore, the value created depend on several factors, including the quality. The recruitment process and its importance are outlined, then, in the process of delivering the service. As a guestology theory, guests are not buying a product, but an experience. Therefore, this experience needs to meet the vision of the guest. "The system of personnel management is a basis of a management system of the organization." (Shubin & Vashchenko, 2014) The system which works with the HR (human resources) needs to manage effectively and recruit the people who are “tailored” for the job.  The importance is met under the actions which are taken by the employees and by their behaviour towards the guest. However, the main aspects which can influence the system and operation of serving the customer might differ based on external factors which cannot be controlled by the business. Thus, the new general manager needs to understand the PESTEL analysis and the SWOT one.
	The PESTEL analysis is a macro-environmental analysis regarding the political, economic, social, technological, environmental factors together with the study of law. So, the political factor is represented in this case by the Brexit which is the main cause for the uncertain future of the GBP. The fluctuations which affects the rates of transaction for the currency are changing in a very dynamic manner due to the decisions taken for the agreement. For example, in 2016 after the Brexit poll, the sterling pound fell for 10%. (The Guardian, 2016) Then, with the effects of globalisation, a social aspect, the international travellers could pay less for the services with even 10% as the GBP fell in that specific day. Globalisation and the new trends in travelling are also seen as part of a social aspects since there are new patterns regarding the key future manifestos of travelling. The technological factor represents among with the personnel, one of the biggest competitive advantage since the communication between the sectors within a firm is vital in order to solve the issues in a fast and correct manner. For example, if there are some issues at the front desk with the system, the bookings and check-ins could no more be functional. More, the databases for a deeper customer insight are important as well because the hotel needs to build a loyalty scheme. This scheme can also be taken into consideration because of the beautiful South Wales. The views are magnificent, and customers would be back to relieve themselves in this particular location. So, in order for customers to come back at the hotel as guests, a loyalty scheme would be beneficial. The environmental cause is measured by the footprint in the nature of the organisation. Going green is a new trend and is a sustainable one which is also in accordance to a lot of the customers’ views. Recent studies show that people would pay more for sustainable products/services. (Newsroom, 2019) The new trend not only shows that people start to care about the products/services that they buy, but also it shows that they are aware of the mass pollution which is happening at a global level. The laws, then, are represented by some regulations regarding the environment, employability etc. The hotel must obey to these regulations first after creating their own internal policy. 
	The SWOT analysis outlines the strengths, weaknesses, opportunities and threats in the hospitality industry. These factors could solve internal issues and could find new opportunities while in the same time improving the weaknesses. The strengths of the hospitality industry are represented by the facts that firstly, the hotel is providing accommodation to the guest who is far from their home, it contributes to the economy (the hospitality industry is the 3rd biggest employer in UK) and that there is a high-profit margin but in a low phase which is gradually developing. The weaknesses of having a hotel is that the dependency on tourists is the only big channel to earn big revenues. More, there are also dependent on the seasons and holidays. For example, more guests would visit South Wales in the summer holiday or during Christmas. What is more is that the hospitality sector is seen as a low performant one in the sight of education: there is no need of higher studies in order to occupy one of the positions within a hotel. The opportunities, however, are that the changes in trends could add more value to the service and to the sector as well since guests are demanding higher values each and every time they are travelling. Being in a continuously development and being innovative is also a plus regarding the wellbeing of the hotel. The threats in the hospitality industry are related mostly to the black market and to the lack of sufficiently skilled personnel. For example, there are companies such as Airbnb which lets people to advertise their house and rent it. A particular aspect is that the Airbnb and its benefits are getting popular especially in the last years. More, personnel need to be skilled and needs to meet some requirements, so the value proposition is delivered correctly. (AALEP, 2015) Goleman (1998) has stated that in the job competition, employers are now looking for individuals with a high level of emotional intelligence. This emotional intelligence, in an old style of saying it, is related to “maturity”.
	The recruitment process in which individuals are chosen can also be taught from other companies. For example, Marriott International first analyses how the individual is behaving and how friendly he/she is. The more things he/she can do, the more he/she is likely to get the job. As there is a need of flexibility within a hotel regarding the staff, the benefits of it are enormously. “Working in such an environment requires more than an ability to operate a cash register; emotional demands are made of employees to constantly be in a positive, joyful and even playful mood. An ability to cope with such demands must be recognised as a ‘skill’ par excellence.” (Baum, 2002) More, the business also needs to have involved personnel which also needs to be motivated, but the importance of employees to work towards the best results is vital for the hotel’s reputation and image. “The importance of being involved is that it is at the heart of the functional relationship, because it addresses what individuals do and how they behave in their roles and what makes them behave in other ways to achieve both their goals and the goals of the organization; this has a positive impact on many variables such as quality of service, customer satisfaction, high productivity, sales, increased profitability, and competitive advantage.” (Al-Bdareen & Khasawneh, 2019) So, the new general manager needs to both stimulate the employees to achieve their best and personal goals and to achieve the company’s goals. Thus, having personnel which is interested and active within the hotel, it represents a big advantage and it makes the hotel to stand out in front of others. Building a reputation is hard, but destroying it is easy.
[bookmark: _Toc22915057]Conclusion
	Some final conclusions to the report are that the new general manager has his/her own visions on how the hotel is operating, but he/she needs to take into consideration the customer segment they are approaching and also how they see the value expected. The recruitment process is an important step into having a team which is based on being well-informed about the hotel’s new plans, strategic development towards a better reputation, trust, communication etc. All of these aspects are not only important as said in a team, but also, they are important generally. “The rapid evolution of technology and regulations requires organizations to stay current and proactive to maintain a competitive advantage.” (Smallbusiness, n.d.)  So, the communication is also another important aspect of the whole structure. The employees need to work on two different plans in order to fulfil the customer satisfaction: individual plan and team plan. So, there must be done a fusion of the team to better understand each member. As many of the organizations today are based on teams which involve staff to be from different sectors, the understanding of each sector is, then, needed to be considered. This plan should consider people on working in order to exceed their goals and automatically hotel’s goals into delivering the desired service for the customers under a loyalty scheme. Personnel plays an important role and it is one of the most important factors along with the technological one to influence directly the hotel.
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