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                                             Introduction and Background
Intercontinental is a luxury hotel established in 1946. From the beginning of this hotel, it was famous for its hospitality, good staff and retention. Political, business people and tourists had their faith in Intercontinental hotel. The food, the service and the behavior of the staff of this hotel was top notch (Quek,2012). They maintained their HR Department accurately. And for this Intercontinental was people's favorite hotel. The Interior was also so good of Intercontinental hotel. They got a lot of guests every day and earned a lot of profit. Their hotel business was growing so fast and there was no looking back. In vacation time Intercontinental was always houseful. They always tried to provide the best service as soon as possible. 
But as time passes there were many challenges they had to face and there are some current issues they are facing. They are facing some problems in HR sectors. Like staff shortage, lack of training and poor management (Jones,2009). Training is very important for the stuffs. Because as time passes there are many new Technologies and new culture to cope up with.  So, if hotel do not provide trainings to the staff, they won’t satisfy the customer as expected. And if they can’t grow from the current stage they will not get promoted and that's why they will leave their job and look for another opportunity. Because of staffs leaving their job Intercontinental is facing lack of staff problems. And if staffs are enough, they can’t give the guest proper service. For this reason, they have to reduce their retention level according to available staff. So, this is the cause of reducing the retention level of Intercontinental. Without training and with the problem of shortage of staff they are also facing management problem. Because without good enough staff and experienced staff It is not easy to manage things easily like before. 

                                                        Discussion/Literature
As Intercontinental hotel is facing staff shortage, lack of training and management problems. So, they reduced their retention level to satisfy a small number of guests. Because of that their profit is decreasing day by day and their business performance is going down. So as HR manager I am researching and trying to find the main causes of the problems. The main problem is in the management sector. Because of not managing well the things turn out like this. There are many researchers who had worked on this kind of situations and they provide suggestion to get through these problems. Like appoint a good leader and manager. Recruiting good and experienced staff and following some strategy. Give them bonus, gift and appraisal for their good work. It will enhance their working capability (Enzi & C.A., 2009). Another reason of this downfall is Covid. In pandemic situation govt. stopped people from going out from home and turn off shops and hotels in the city. Because of that hotel and hospitality industry made a huge loss. There was no guest in the Hotel but they had to give salary to the employees. Because without salary we would have resin from the job. That could be so harmful for the hotel. So, they had to pay them. After paying them for a long time for free hotel had no chance without cutting down employees. So, they cut down some of them. For this reason, after pandemic, they faced staff shortage (Qui Zhang & Wu, 2004). Covid highly affected the hospitality sectors. Tourist visiting was also off during COVID. So pandemic situation was e nightmare for the hostel industry. And if we talk about inflation, it is also a reason. Inflation is an economical problem. When inflation happens people’s current income value decreases and price of goods increases. So, people worried about savings and all. They cut out vacation and luxury holidays. For this reason, the business performance of luxury hotels reduces. 
1. inflation erodes purchasing power.
2.Impacts lower income consumers.
3.Keeps deflation at bay.
4. Feeds on itself when its high.
5.Inflation raises interest Rates. 
6.Inflation lowers debt service cost.
7.Inflation lifts growth and Employment in the short term. 
8.Boosts real estate and value stocks.
In order to analyses and then provide some recommendations we have to use analysis model like Pestle and SWOT.

PESTEL Analysis:
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Legal

	In case of political unrest or any other emergency govt. can impose a travel ban. This decision can directly harm hotel business.

Govt. restrictions during covid affected the business of the hotel. 




	Economic conditions like inflation, unemployment and economic instability can impact on hotel business.

Because of inflation the cost of everything rises and it made the business work difficult. The more the inflation the less the profit.

	Travelers are from different classes and culture. So, there is a social influence as well.

Social lifestyle is always changing. People needs modern experience today. The primitive vibe of Intercontinental is a problem at modern world.
	Without good website and security, it is not possible to run a luxury hotel.

Guests expect AC, fridge, wifi and better technological vibe in hotels too. Intercontinental have the advantage of the technological side.
	Environmental problems can hamper hotel business. People don’t easily get out from home in abnormal environment.

Natural disaster like heavy rain and flood lowers the quantity of the guests.
	Location of hotel matters. People choose low crime place to stay.


This hotel is at a nice and safe place which is a great advantage for the hotel. And it also has all the license.




SWOT analysis:
S
	   Strength

        S

	  Weakness

        W

	  Opportunity

         O
	   Threats

         T

	
· Online booking

· Established Brand Name

· Location

	
· Staff shortage

· Lack of training

· Poor management.
	
· Customer Database and personalized marketing

· Expand revenue Opportunities
	
· Pandemic Situations like covid

· Govt. restrictions

· Competitors



After analysis SWOT and Prestel now, it is clear that what are the threats and weakness for Intercontinental and the opportunities as well (Yeskel, 2012). This analysis can help to take steps. Analysis of something helps decision makers to take steps. From this decision makers can see the opportunities where they can invest and take items to grow more. They can see the threats so that they can ignore them and keep in mind the threats. They can know about their strength and work upon it more to keep it right. They can see the external environmental effect kin the internal side. Like political, environmental, social, technological, environmental and legal views. So that they can be aware of the external effects on the business (GURL & E., 2017). So now if we want to see industry example like what Radisson have done to deal with the current situation, we have to analyses Radisson's steps to overcome this. Radisson is also a well-known luxury Hotel and Resort.  They also faced downfalls and then comeback stronger. They managed their resources correctly and took opportunities to grow once again. They trained their staff, build Trust and offer gifts and appraisal to the staff.  They recruitment new staff with some hard examinations. Good staff collection was a great and effective step for Raddison. The set and rearranged their management from top to bottom line. Without effective management it is not possible to grow again. So, management plays a great role there. They organized and divided the roles of everyone and supervise them. After training the staff worked more effectively and the result was fine. If we talk about IHG they also faced the same situation.  Every hotel industry faced downfall at a time. What IHG did is they offered 50% off in every booking (Seitz & R., 1994). That attracts the guest a lot. People from every class booked at that time and they got a very good service. They were satisfied by the offer and rated them highly. With this IGH did marketing at a small loss but it gives them a lot advantage and profit in the long run.  
After learning about Raddison and IGH we can say that if we want to overcome this situation, we have to take some steps immediately. Major factors to consider in this problem is pandemic, training of staff, effective management and taking opportunities. If Intercontinental doesn’t take immediate steps now they can’t survive at this competitive world. If any competitor can give the same service at cheap price, then they will grow so fast (Umbriel, 1986). So, they can’t have to advantage. Intercontinental should take steps before them.
To solve this problem, they have to build e good employee line. Without employee no industry can run and grow. Then they have to use their resources effectively and take opportunities and some risk to overcome this situation. They can give offer to the guest after collecting and building a good enough employee line. Offer will attract the guest and also it will do great at marketing. Guest will satisfy by the offer. Because customers love offer. They always look for it. And at luxury place offer means a lot. We can follow Raddison's and IGH's steps to overcome this step also we can follow some other strategies as well. Without strategic plan it is not possible. From the analysis now we know about the problems opportunity threat and all. So now we have to plan according to them. What steps should we talk. What will be the effect or impact on the organization of taking that step. Then we have to collect resources according the plan. After that we have to organized everything and divide the roles to do things. Customers get offended it they don’t get a good service (Wilborn & W., 1986). They want good behavior, good service, elegant environment and expect some offers or discounts. If they can satisfy the customer the business will work. Because the profitability of hotel business is depending on the customer.
As an HR I have the access to screening, recruiting, and training employees, as well as implementing employee processes. Employees are the backbone of a company so we have to build a good enough team of work. We can recruit some good employees then train them to do their best. Training will increase their capability and their mindset. Besides as an HR I can offer them gifts and appraisal for their good work. So, if I announce some handsome amount of salary, they will highly focused on the work and they will not resign as well. Loyal employees will be gifted and promoted. It will help to maintain their focus on the work.

                                     Evaluation and Conclusion (recommendations)
So, from analyzing SWOT and PESTEL we got to know the analyzing and threats of the hotel sector and external impact on business. Now we have to take decision and plan how to overcome this and what steps should be taken. As an HR if I recommend some steps. Those will be: 
1. Recruit some good staff. Staffs are very important for guest engagement and for ensuring good service that can satisfy customer.
2. Train them to do well. Trained staffs can work effectively that will help hotel grow. 
3. Change in management. Effective management is the key of success of a business. A management that utilizes its resources is all Intercontinental needs.
4. Give offer at booking. Offer will attract the customers and will increase customer engagement
5. Customer care and satisfaction. Guests expect care and best service as they are having a luxurious holiday night. So, care and good service is essential to satisfy the customer.

Recruitment is a process handled by HR dept. So, collect a good working force is very important and up to HR dept. They should pass throughout some examination and then select for working in the hotel. After joining hotel should provide them some training in order to do their work effectively and nicely. Training will help them to understand the environment and work nicely for Intercontinental. Then they should solve the management issue. Without effective management it is hard to do well in this competitive world. Hotel should give offer to regain the customers and for marketing as well. Customers will get attracted by the offer and book as fast as possible. Because they always look for the offer.  And offer at luxurious place is a golden egg for them. Because of it Intercontinental will have a lot of guests. If the customers get the best service, they will always come there in their luxury vacation. Effective resource management is also important. Work with limited resources and application is very hard to maintain. If they can’t use their resources and utility they will fall. Appraisal and promotion are very important.  It helps employees to focus in work. They feel motivated and work really hard for the appraisal or promotion.  Every employee wants promotion.  So, it is a golden egg for them. They will do their best in order to achieve the promotion. Besides by giving them instructions that helps to take care of the guests and give them a pleasurable experience in the hotel can be a great step to take. Customer always finds the best experience if he is paying more or having a luxury holiday. So, maintaining best customer service is the main rule. If intercontinental take those steps they can back in business at a short time.
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