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Executive Summary

My name is Jackie Beckford. I work for a consulting firm that goes by the name of ‘super crew consulting’ based in Birmingham. We give professional service.

I have been called in by a company to prepare a report . My client is a hotel that goes by the name of the butterfly hotel. This hotel is located in Birmingham.

The problem that this hotel is facing is an employment issue involving a high turnover of staff. So therefore I have been called in by this client to find out the problem and to find a solution also to make recommendations. I will be using pestle  analysis  to find out where the problem is coming from and would be making recommendations accordingly. I will complete this report with a conclusion alongside finding and solution.

The main findings are that the problem of getting staff was caused firstly by the pandemic, which caused lockdown. Many staff were put on furlough or made redundant.  Secondly it was because of Brexit where many employees from the outside of the UK had to return back home. Those two factors actually caused a major shortage within the hospitality industry. The Butterfly Hotel has not been able to recruit staff after the pandemic. This means that the hotel is struggling and therefore is not operating at full capacity.  Currently the Butterfly Hotel employs 15 workers on zero hours and 7 workers on full time contract. 

My main recommendation for the butterfly hotel is to employ more full time staff also giving them the correct training. Also in recommendation will be to look at increasing the salary. This will attract workers that will want to come to work and be motivated in the job because one it will be better salary and more job security. The hotel will advertise the jobs with recruitment agencies also on social media.   



The main problems

Because of Brexit people have gone back to their home land and Courtois and Sautier (2022) stated that the impact that followed the 2016 Brexit referendum threatened participants' citizenship and as temporary workers they had to leave.
This is one of the reasons why the hotel may be struggling to recruit staff and residents of the UK do not wish to apply for those vacancies, the reason being it is low pay.  Marinakou and Giampaologlou (2019) back this up by saying organisational issues include living wage low pay and absence of benefits such as health insurance. Reading into the journal those are some of the impacts hotels have for high turnover of employees and because people that live here do not what the job because of the pay

Marinakou and Giousmpasoglou (2019) continue by saying there are growing concerns about implications of living wage in the hospitality sector and the hotels rely on people from the EU and other countries. Also because of Covid 19  a lot of people go back home and hospitality is very low paid and also the hospitality has got a very high turnover of staff. Ariza-Montes el al (2019) stated that the hospitality sector as a spectrum reduced wages that lead to staff dissatisfaction. However if employees are not happy with the pay this will have an impact on the hotels resulting in staff shortage.Why have agency workers and part time workers? It would be more successful for the hotel to have full-time staff and give them training and a suitable wage. Ariza-Montes el al (2019) points out investigating has been carried out in hotels in addressing issues concerning human resource shortages and training and employee expectations. So therefore it is important for the hotel to provide training measures for their employees and reviews on wages for a happy workforce .

According to the Commons Library Parliament (2020) the hospitality industry has been hit the hardest by the pandemic. In 2019 the hospitality sector was £59.3billion the impact of covid-19 impacted the hospitality industry. However, hospitality saw the biggest economic decline at that time; the industry reported low profits and low business confidence . During the pandemic the industry got help from the support schemes such as business loans and business grants. Also there was a scheme to Eat Out to Help Out. Other support was pavement licences for restaurants to seat and serve customers outdoors.  So moving forward  what this means for the hotel is that they need to be prepared for when the pandemic draws to an end for a busy season within the hotels.

Why is this a problem for hotels?

Because it will be very hard also  to run the hotel on limited staff
Muhammad and Sarwar (2019) stated finding as indicate injustice which as a negative effect on organisational performance. Their findings also show the importance for hotel managers to put in place strategies to address and improve organisational performance. Authors highlight those factors that managers in the hotel need to consider, as this will affect the guests expectations and satisfaction

Chung et al (2021) carried out a study and their findings stated that there is a threat of customer dissatisfaction and job stress to hotel employee retention. Looking at the  turnover of employees it was revealed that stress affected the employees causing them to leave the industry and  hotel managers needed to have a better understanding of guests’ requirements  and employees' work stress, in order to minimise negative results within the sector. Journals highlight that for a smooth running hotel and for good service for the customer it is important for hotel managers to recognise stress with their employees and that they are supported in their line of duty.  Also the guest will not be happy and might not come back and they will leave a bad review so this could have a bad effect on the business.  Alrawadieh and Dincer (2019) stated based on literature review and analysis including apology explanations and responses were given from managers of online reviews. This calls into question the awareness of the impact on hotels can have from negative online reviews.

The lack of will also affect the hotel in terms of profit because of training and there is little chance that the staff will still be at the hotel. This will also affect staff motivation and confirm that they are not going to feel as part of the terms. Sen and Bhattacharya (2019) back this up by saying business travel including leisure is at a phenomenal high and hotels are addressing the concern with human resource shortage and training for the future. Findings have revealed it is hotels management's responsibility to make sure that all employees have correct training and are motivated in the work, to make sure that they are more likely to stay in the hospitality industry.


A background to a hotel

The Butterfly Hotel is located in Birmingham and has 120 bedrooms with two bars, a swimming pool and a gym. Their restaurant serves breakfast, lunch and dinner. This hotel also does a room service and the Butterfly Hotels has been operating for 10 years. The problem that the hotel has is that for some reason there seems to have a high turnover of staff. The staff seem to come and go and do not stop at the hotel or in that particular employment. However this hotel called me in from the outside HR  department as a consultant to find out with the problem and to find a solution.

Before the pandemic this hotel was popular with a lot of business people. The hotel held private conferences and people travelled from London and Manchester for meetings. This hotel had an average of 90 percent occupancy rates.  It also received very good reviews on Tripadvisor, Hotel.com and booking.com.

After the pandemic the hotel reopened but had bad reviews from all of the website saying “lack of staff”, “poor service” and “will not return”. The manager Mrs Brown wants to improve this hotel again and to recruit suitable staff.and to make this hotel in full operating service.

Pestle Analysis

A Pestle analysis can be defined  as a tool that businesses use for analysis, looking at political, social and technological factors. Capobianco et al (2021) the complexity of the environmental issues and difficulties has led to the need for business-models such as pestle analysis. First we need to find out the problem and where in the business the problem is and therefore weigh the factors which will be relevant to the business. Sari, Gusti, Suci, and Pratama, (2021) state that every aspect of the pestle will show where the problem lies and it will provide strategies for development and improvement and a solution to the problem.

So therefore a pestle analysis needs to be done on whatsoever the organisation is facing. However if the problem is related to economics this will mean economic growth. Shtal et al (2018) state that the environment analysis of any business operation is important for the development of the organisation and therefore has a significant impact on the business capabilities and its perspectives. Having a tool such as the pastel analysis to provide the information  which they will need, including defining the strengths of the organisations and also defining their weaknesses.  Silva (2021) recommends using a swot analysis for the development of the organisation and its goals. Studies show the way forward is to use pestle analysis to draw conclusions from the data that has been collected to help to solve that particular problem that the organisation may be facing.
[bookmark: _tp2e01hp71s9]According to CIPD (2022) the use of a pestle analysis looks at seven factors which are political, economic, social, technical, legal and environmental that can have influence on a business. It will help managers come to a conclusion and a decision.    

Political factors

Political factors that affect the difficulty of getting and keeping staff at the Butterfly Hotel include: Government policy; Political stability; Company Tax; Industry regulations; and global trade agreements. In many ways government policy can have some effects on the employee in terms of law and regulation for example who is allowed to work in the uk. 

According to Nuraida et al (2021) the level of a country's income within the economic sector can have an impact on national development such as how much people spend on hospitality and the number of jobs in the industry. During Covid 19 government policies such as furlough were necessary which meant activities in different sectors were weakening. Due to the lockdown there was a  decreased demand and therefore disrupted the supply chain as a result this organisation terminated many of  their employees' jobs. This made the economy worse and this could be another reason why the hotel is struggling to keep and recruit staff. 

Also global trade agreement might be a factor and an impact on the hotel in terms of keeping their employees. Ahmed et al (2019) as pointed out the use of technology is transforming the global system. The challenges it has for trading are related citizen interactions such as trade negotiations, while trying to protect fundamental national concerns, such as stability, privacy and security. Vo-Thanh el al (2022) stated a model was developed and found categorised factors of job-change that influencing employees turnover, such as job security, pressures of work, such as long hours and low pay as well  as lack of training and progress. 

There are many economic factors that affect the difficulty of getting and keeping staff at the Butterfly Hotel. The problem is related to economics, and the state of a country’s economic growth. Splash (2021) stated that this is when the economy of the business weakness has been exposed, revealing problems such as unstable supply chains and climate-change that can affect the business. For instance if the business relies upon importing fruit and veg but are affected by climate-change therefore stock for that business will be limited. Also what can have an effect on the hotel in terms of economy is Covid-19  because people are not travelling as much as before the covid-19, so this is a negative in terms of an economic downturn and as a result of this employees could end up working part time or even losing their jobs. 

In the hospitality people got sacked, some people got put on furlough and a few people got redundancy. According to the Office for National Statistics (ONS, 2022) in 2019 the hospitality industry was worth £60 billions and before the pandemic there were 2.5 million jobs in the hospitality sector. A lot of the workers were young and came from abroad and many were from diverse backgrounds and the hospitality pay is always low for workers.When the hospitality returned and reopened there was a lot of staff that did not want to return back to the sector and in February 2022 there were 166,000 vacancies in the hospitality sector (ONS, 2022). There is lots of reasons for those vacancy one of the reasons is that all of the hospitality is taking on staff at the same time and many hospitality workers is not interested to go back to the sector because they have new jobs, such as Tesco and Amazon is offering workers more in wage to come to them so people are going into this field  (ONS, 2022)
 		  

Social factors
However social capital may affect employees' job performance.  Huang et al (2020)  work experience was found to affect employees job performance, the department for human resource should urgently attend to recruitment training and development.
The hotel needs to take this seriously when recruiting for staff, making sure that they have experience and the skill and training for that particular job for the operation to be successful  (Huang et al, 2020).  

Social factors can affect the difficulty of keeping staff at the hotel. Due to the strain with covid-19  rippling through the hospitality as hotels have been closed-down, staff was told to remain at home. This may have an effect on staff in several ways in getting them back into the hotel. Nisar et al (2021) stated that because of uncertainty with covid-19 some employees end up losing their jobs and some were put on furlough. Now employees are concerned about returning back to the hotel because of an unsafe working environment in the hospitality industry and are now reluctant to return. Sardar et al (2022) has backed this up by saying the pandemic has changed the attitude and behaviour of employees in the hospitality industry. Their concern is hygiene and social-distance as they are particular with covid-19 prevention measures. 

Work-life balance is a part of the social factors that affect people’s attitude. Working in this industry is long hours which people find stressful, especially older people and also people who have families. It is a job that has very unsuitable hours. 
After the pandemic many people have been sacked or they have just left the hospitality industry and have decided to take another job in another sector. This has made it difficult to recruit them back  and maybe one of the ways to get people back into hospitality is to increase the pay also to improve the working conditions and long  hours (Filimonau and Corradini, 2020). 

Technology factors
There are technology  factors that affect the difficulty of getting and keeping staff at the Butterfly Hotel. According to Unguren and Guclu (2021), the decrease in tourists will be 50 percent lower by 2020 because of the covid-19 pandemic . Moving forward the hotel needs to use technology such as social media to attract staff and customers back into the hotels so using innovation will be a step forward

Legal factors
Looking at legal factors: It is very common in the hotel to have zero contract hours which people do not like, as there is no security. This will make it difficult for people to prove their income or to get a mortgage or a loan. According to Filimonau, and Corradini, (2020) many people do not like the zero hours contract because it is not stable work. For example, one week they may have two days of work and the other week they may have five days and an unstable income. Many prefer contracts, however some people such as students may like the zero hours because it gives them the flexibility to work whenever they want to (Filimonau and Corradini, 2020). So therefore the hotel needs to have a balance and a strategy, maybe having some full time workers and having some zero hours contract. This may apply when the hotel has a big event such as a wedding function when they will need extra staff. 

Environmental factors
Environmental factors that affect the difficulty of getting and keeping staff at the Butterfly Hotel: The environmental factors that might affect and keep staff away from the hotel again is covid-19 pandemic/ Bhrammanachote and Sawangdee (2021) stated it is important for organisations to put in place promotional measures for the welfare of their employees. Learning to adjust to working conditions laid down by the government. The environment analysis of any business prediction is important for the development of the organisation and this is because of changes in the macro-environment. Therefore as a significant amount of impact on the business capabilities and its perspectives, it is critical for organisations to provide a pestle analysis for the information which they will need.   Also in making decisions this will include defining the strengths of the organisation, how threats can be reduced and defining the weakness. According to Christodoulou and Cullinane (2019) the issues concerning climate-change are one of the greatest threats in terms of environmental and an implementation of a swot pestle analysis will be useful to analyse the factors. 

Because of covid 19 people are more concerned of catching the virus for example doing the cleaning so managers need to be committed to training safety rules employing investment protection for customers and staff. This will make the staff more confident about coming back and working in this environment (Vo-Thanh, 2022)

The main issues:

Problem: Political: Brexit 
Solution: Using a recruitment agency to get more local people and  for the hotel.  To do this they need to use social media. The recruitment agency plays an important role with the hotel in terms of staff shortages. It is good for the hotels to use those recruitment agencies to supply staff that specialise in a certain role and the agencies specialise in a variety of hospitality services. Another advantage of the hotel using a recruitment agency is that they will do all the vetting for the right candidate including making sure that they have the right skills.  A suitable agency would be ones like Pertemps recruitment in birmingham and Caterers.com and Affinity Search.

Problem Economic - because of the pandemic and Brexit, low wages, zero hours
Solution: so the hotel should look into increasing the salary also with more full time staff and use the zour hours  for any big events such as wedding business meetings also by training for staff because when they are trained they feel more confident in they role and will more likely maybe the hotel  to stay  also by giving staff bonuses or staff night out also staff be be giver a free meal  .  

Social - work life balance - want more security in their job. Maybe the hotel can offer more flexible work to staff or part time work because this might attract parents to work in the hotel also more mature workers to come in the hotell

Environmental - staff are worried about working in a hotel and working closely with other people. For the manager to put in place cleaning stations i would also recommend that all worker do wear protective where necessary and all staff  have correct training for the job


	Main Findings

	Problems
	Causes
	Comments

	Low staff number
	Pandemic lockdowns and redundancy
	Help from the government and local council

	
	Brexit
	Help from the government and local council

	
	Low salary
	Hospitality is low paid work and zero hours. However manager must look to increase salaries and look to reduce zero hours

	
	Poor working condition - worried about Covid
	Improve the cleaning to put cleaning stations in the hotel. To put hand sanitiser as people enter. Staff to be given protective if necessary also staff to be provided with correct training 

	
	Poor service
	Not enough staff and poor morale means that the operation is not running as it should

	
	Poor online reviews
	Customers are not happy with the service and therefore leaving bad reviews. As a result of this it has reduced the number of customers and also profits are down.

	
	Low staff morale
	The staff in the hotel are not happy because they are overworked. This has caused them to leave the job







Action plan


	Number
	problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1
	Low
Staff
numbers

	To use
recruitment agency.
Use social media adverts
	More committed staff. The operation of the hotel would be better.
Staff would work better together.
The customers would be satisfied with the service
	Three months
	1/10/22
	£2400

	2
	Poor reviews
	A quick response by the manager.
Better service
with more staff
	Improved reviews on website such as Tripadvisor, Hotel.com and Booking.com
	Two months
	1/9/22
	none

	3
	Low motivation of staff caused by stress of being overworked
	More permanent staff 
Improve salary 
staff bonuses
	Happy staff more committed to the job 
more likely to stay more likely to tell other people to come and work
	Four months
	1/10/22
	£10,000










Recommendations 

· Recommendation to the butterfly hotel is for the manager to have a strategy development plan for their employee to check progress on their performance. 
· To employ more full time staff 
· Reduce the number of zero hours contract - only when needed
· Providing training so that the staff can develop their skills and maybe get a promotion in the hotel. This could lead to improved service performance and allowing them to have a sense of belonging.
· Increase staff salaries and give bonuses for job done on time also for providing good service.
· Organising staff night out  to encourage team bonding
· Manager to set up a cleaning station within the hotel. Provide hand sanitiser when entering the hotel
· Using recruitment agencies to recruit more local staff and use social media to recruit more staff.
· Manager to have quick responses on negative reviews as this will have a positive effect on potential customers.
· Managers have meetings with the HR department to contribute to organisational success.
· I  recommend for each department to have regular supervision with staff and to improve the operation 
· I recommend a return visit to the hotel in three months time to see progress and improvement.


Advantages and disadvantages of these recommendations  

The main advantages for the hotel would be that having full time stall and train staff will mean good working practice and improved service. However in the short term you may not make as much profit due to having to make changes such as increasing salary,  giving bonuses, extra training as well as spending more money reducing the number of zero hours contracts. Although you need to spend money now, in the long term it will be better for the hotel because it will be running in full occupancy and will receive better reviews on websites such as Trip advisor.



Conclusion

I would like to thank the manager of the butterfly hotel for inviting me along to conduct this report. Super crew consulting can offer a personal quality service into problem solving and finding a solution and recommendations. The consultancy fee included my initial investigative work, an initial site visit, interim and then final feedback visit. 

This report started by looking at the main problems which were a high turnover of staff  and difficulty recruiting new employees. It then looked at the background of the hotel as before this it used to be a successful and popular hotel in the centre of Birmingham. This hotel caters for all types of function from business to weddings and conferences also include a bar and a restaurant serving breakfast, lunch and dinner.so before the pandemic this was a profitable hotel providing effective service with good reviews and things with returning customers. The Butterfly hotel had an occupancy rate of 90%.

According to PwC (2021) thing are looking brighter for the hospitality industries and although it will not get back straight away how it was before the pandemic but it looking encouraging with hotels outside london with a  forecast revealing that room occupancy will recover by  between 64% and 100% of pre-pandemic levels.

As part of this report the super crew consultancy carried out a Pestle analysis. The political factors that caused the issues are firstly, is Brexit as this means that a lot of people have to go bank home and leaving a big gap in teams of staff shortages with up to 90,0000 people actually left the industry. The second factor was the pandemic which means that a lot of hotels were shut down and a lot of employees were put on furlough or made redundant.  The main economic factor was low salary and zero hours which was made worse by the pandemic and Brexit but they have been an issue for some time. The main social factor was that many of the employees found other work such as with Amazon and Tesco which offer salary and better working conditions which mean that many of them just did not come back to the hospitality industry. There were no technology issues that impacted the hotels.  The effect that legal had was some staff had zero hours contracts which they were not happy with because some days they were more than others and the hotel may need to change their terms of employment. The final factor was environmental and of course this was impacted by covid-19 

The butterfly hotel needs to be prepared and ready to meet this demand by making sure that they have enough fully trained staff and also providing good services. This will make sure that the customers are happy and the hotel is running  and operating efficiently and also making a profit.

As I reach a conclusion it is important for the hotel manager when they are employing they need to make sure staff are trained for the job and that they have the right equipment to do the job well. Also it is important that they are treated fairly and that the salary is increased as the working hours are long in this industry. This will improve the service, which is needed in order for customers to come back into the hotel. If the conditions improve in terms of pay then the staff will see this and therefore will return. When employees are motivated, they are more likely to do a better job and stay with the hotel. This will keep them in good morale. In terms of recruitment I would suggest for the hotel to have a website where CVs can be uploaded and if suitable candidates can be called in for an interview. However I do wish this hotel the very best for the future.
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