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1. [bookmark: _Toc49441869]Introduction: Identify Problems in your workplace situation 

This assignment is about the problems I meet at workplace and how I handle them. 
I work in a 120 bedroom hotel. After the lockdown we confront many problems at the hotel. First problem is lack of management. The person who is in charge with the place at the moment, is obviously not fit for the job, as from his decisions is suffering everyone, staff and guests. Manage a hotel is not only to sit in an office and make orders. Before taking a decision firstly needs to be investigated carefully and to be sure that after the decision taken everyone will benefit from it. An example is that all kettles were taken from rooms to be descaled. After not being descaled they put them back with different bases, which means that the kettles can’t be used in the room. From this are suffering the guests, as because of COVID they can’t have a tea or coffee in the room and because of that is suffering the staff as in the evening, when all the staff left is impossible to find a kettle with a matching base. Staff lost the respect because of small things. Attention to details. Of course after so many wrong decisions we have many unhappy customers, especially in the evening, when at the reception is only one person and can’t coop with all alone. The working environment is worse than ever. Staff is exhausted, simply do not want to come to work, but also do not want to lose the job, especially with COVID situation. Will not be easy to find another job now.

2. [bookmark: _Toc49441870]Apply recognised problem-solving tools and techniques
The hotel industry varies from one location to another. It varies from brand to brand and country to country. With hotels vacation might be almost impossible and not safe.
The main steps for using the SWOT analysis are:
1. To identify all factors which will influence all the activities and results at the company.
2. From the factors identified to select those which are related to internal environment and to external environment. 
3. From the internal factors to identify the strengths and weaknesses. 
4. To draw a SWOT matrix and fill it in. When drawing it, have to consider that opportunities and threats can reverse positions like unused opportunity may become a threat when is used by a competitor and a threat may become a strength if the competitor didn’t sort out the problem. 

· [bookmark: _Toc49441871]SWOT analysis. 

	STREGHTS 
1. Part of Hilton chain
2. Close to station and amenities
3. Reliable staff
4. Competitive rates

	WEAKNESS
1. Poor management
2. No restaurant
3. Customer dissatisfaction with the service


	OPPORTUNITIES
1. To offer a better service in the area
2. To get more customers after COVID
3. To offer events to businesses
	THREATS
1. Nearby hotels / Competitors
2. Poor management



As we can see by the matrix, the main weakness becomes the main problem. Also poor management is a threat for the hotel, as if they will not change the strategy, or if the management will not be changed the hotel will get fines from Hilton Brand and even might lose the brand. 
· [bookmark: _Toc49441872]Fishbond diagram
According to the reviews we receive from our guests I have created the Fishbone diagram which shows the issues with which the hotel and the staff is confronting on the daily bases. Reviews from the customers have a considerable amount of criticism, which the management needs to take into consideration and take further actions. But not all the comments are reliable, this is why the person who is taking decisions needs to filter the comments and understand which reviews are constructive and which are not. If we look on the employee aspect we can understand that staff is not trained very well from which causes wrong billing mistakes, which affects also the motivation as the staff is feeling frustrated in front of the guest because of such mistake. Also because of the equipment provided which doesn’t work properly or is too far from the desk guests who are in a hurry will complain again and might affect the staff performance. Reducing the budget, hotels are reducing the staff too. In such cases staff is overloaded with work and they can’t manage the jobs they are asked to do. This also causes lateness to work, as the staff is too tired from the previous shift. In a hotel business needs to pay attention at the housekeeping, as the rooms are the main product of the business. As we can see in the diagram, by the time of the check-in rooms are not ready yet to sell. With the new regulations due to COVID it takes longer time till the rooms will be ready. In such cases the manager who is taking the decision how much staff needs at housekeeping needs to take into consideration the waiting time when making the schedule for housekeeping to start their job. Having short staff affects the guest satisfaction, as the housekeepers are in a rash to clean as much rooms as possible and they do not think about the quality, but quantity which affects the customer satisfaction. Please see the diagram in appendixes. 

· [bookmark: _Toc49441873]Porter’s five Forces

“The real point of competition is not to beat your rivals. It’s to earn profit.” (Magretta).

This tool is an essential tool to understand the competitivity of the market. It is effective to easily identify the competitors and how they can reduce their ability to generate profit. This tool shows the company’s relationship with other industries. All five forces are based on profit and cost. This is why the company is choosing from market the company which can give them the best price to buy. 
New entrants on the market is always a threat for existing companies, as they might overcome the companies which already exists in the industry. After the COVID many hotels in the area are closed, but each of them is a threat for the hotel as soon they decide to reopen again, even if the hotels are at different levels. A new entry will force the hotel to reduce rates for rooms to be sure they will still get profit. They need to be sure that the actual customers will still have the power to buy a room in our hotel and they will be loyal. On the power of buyer depends the power of suppliers. If the hotel will sell many rooms it means that the hotel will need more supplies for the rooms, breakfast or bar. The more guests the hotel will have the more power of supply will have to generate profit for the hotel and for supplying companies. Even the power of buyers is high, the hotel needs to be sure that the service meets the standards, there always will be a threat of substitutes, if the customers are not happy with the service at the hotel they always could choose the nearby hotel which could offer the same service at a lower price. These four forces are connected to each other and there always will be rivalry between the companies: between hotels, between suppliers, between buyers. 

3. [bookmark: _Toc49441874]Find the solutions to the problems
To find the best solutions to the problems many reports and surveys are done. For the hotel to take the right decision is also very important to do a survey on the market about the suppliers like: linen company, food supplier, the bins company. The company is taking in to consideration the location of the companies, as of it depends the price of the delivery. As about the linen and food companies they take into consideration the quality of the products and if they meet the standards of the hotel. The company is also taking into consideration how often will be the delivery done. Usually it is done once a week, as we also need to think about the pollution. Also company is taking into consideration the expiry date of the products. 

4. [bookmark: _Toc49441875]Evaluate alternate solutions
When the company is taking a decision about with which company they want to work they are taking into consideration many factors: which are the pros and contras if they work with one or another company. As example: linen company, the plus for it is the price and is local which will reduce the hotel budget. Always delivered in time. Minus is: not the best quality, stains hard to remove from linen, so sometimes we get back linen with stains. Do not deliver in emergency cases. Interesting might be that hotel is working for long time and the supplier might offer new products which might be more expensive and is up to the hotel if the management will want to buy them or not. 

5. [bookmark: _Toc49441876]Select the best solution
For food suppliers there are more companies to choose from like “Bidfood” and “Breakes”. Some of the products “Bidfood” is selling cheaper and some are more expensive. “Breakes” is in a similar situation. Because of it the hotel decided to work with both companies and buy from them the food products and drinks at a better price. This is a way to reduce the budget, but also to keep working with both companies, in case if one of them do not have the item the hotel will always be able to buy it for a higher price from another company.  This is a way for the company to keep a good relation with the suppliers, also giving them the power of supply in the area and exist on the market, especially after COVID. 

6. [bookmark: _Toc49441877]Implement the solution
Many decisions and proposals have no value if they can’t be implemented. When implementing a new decision needs to take into consideration all the risks and the benefits can be realised before investing. After the COVID, as the hotel lost profit they had no choice but to work with both companies and buy the cheapest products for the beginning, as from one side was very important to keep the customers and suppliers, but from another side the hotel needs to keep the Hilton brand standard as there is a threat to lose the brand, which means the hotel will lose their customers.

7. [bookmark: _Toc49441878]Monitor and control
After implementing a decision, as the hotel is taking the deliveries every week, the management is monitoring on the daily basis. Carefully is checking the linen to make sure there are no stains and look neat on the bed. Checking the satisfaction of the guests with the breakfast. Checking the reviews online, where we can see that the taken decision is correct or not. Before hotel was offering English breakfast and now to offer only a bag and take it to the room doesn’t make our customers happy. But they understand that at this moment the hotel has no choice. If the management sees bad comments about one product for the breakfast they are thinking to substitute it with another product. Monitoring is providing also information for the evaluation stage. The plan for monitoring should form part of the initial planning for the project. 

8. [bookmark: _Toc49441879]Communicate with the stakeholders
The communication with the stakeholders is essential for a successful outcome. The communication needs to be two-way. This is why the hotel needs to be sure that the mechanism in place is working efficiently. Evaluation techniques as surveys or face-to-face discussions are useful ways to assess the implemented project. By being seen and listen by stakeholders will not only avoid to fail, but will also allow to involve everyone in the business and receive valuable advice from them. 




9. [bookmark: _Toc49441880]Recommendations and Conclusions

“Only those who dare to fail greatly can ever achieve greatly” Robert F. Kennedy

The evaluation and monitoring process which are carried out efficiently and at the right moment are the main aspects by ensuring the success of the business. But many times such projects are not taken into consideration seriously or put in charge the manager which is not fit for such a project, which leads the hotel to unsatisfied customers and not meeting the brand standard. Many times such projects are done just to follow the procedures and not to evaluate the real situation. I would recommend such projects to be implemented more often by the management of the hotel and to be evaluated by experienced staff who can take the right decision at the right moment. 
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