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Introduction
The purpose of this assignment is to construct a scenario describing a situation in hospitality industry, which will examine the effects of managerial behaviour onto the behaviour on individuals within organisations. Here will be outlined the issues occurred after the created situation in housekeeping department in Shangri-La Hotel and will be provide a set of appropriate, relevant, and practical recommendations. 


Management Communication
Andrews, W. and Andrews, D. (2004, Page 13) “Like every aspect of management, communication is a process-a set of interconnected actions performed over time to achieve a goal. “Effective communication implicates not only giving advices, however receiving it too. By paying attention to the staff responsibilities, giving them chance to make recommendation to their job and their workplace, managers can make every employee feel with precious contribute. Being capable to communicate productively is maybe the most essential of all life skills. That is what empowers us to submit information to other people, and to realize what is said to us. 


Quality Management
Charantimath, P. (2011, Page 5) has stated that “Quality management is a method of ensuring that all the activities necessary for the design, development and implementation of a product or service are effective and efficient with respect to the system and its performance.” The importance of quality requires more accents because it is a key to prosperity in business and for the accomplish guest satisfaction. 


Customer Relationship Management (CRM)
According to Jha, L. (2008, Chapter I, Page 1) “Customer Relationship Management is a multifaceted process, mediated by a set of information technologies, that focuses on creating two-way exchanges with customers so that firms have an intimate knowledge of their needs, wants, and buying patterns.”
The label of each hotel and the individuality of the staff has significant impact at the customer satisfaction. Hotels suggest similar encouragements, such as to make a change, constructing of trust and having guest loyalty guides to continuous profitability and effectiveness of the business. 



Housekeeping Department
Housekeeping Department (HSK) is one of the most extensive and visual departments in the hotel sector. The main responsibility in that department is to maintain the hotel rooms clean and tidy. The function of the HSK is important because the name of the hotel depends that department. Housekeeping means keeping the house in a specific condition constantly or regularly keep the customer’s comfortable. All amenities for the guests should be controlled so that they must feel satisfied. Uncontrolled facilities and services will give a bad experience to the guests. Comfortable condition will invite the customers to stay longer and desire to come back again.  HSK operation is a procedure of the doing and fulfilling the housekeeping responsibilities which involve all members of that department.  



Management Solutions
Excellent service is highly important to hotel business because of the major impact on the revenue. Customers see bad service as disregard of their senses and could be ready to leave the hotel and never to come back if their expectations are not satisfied. That was the reason the management in Shangri-La to organize an additional training for all guest services staff which implicates listening and conflict-resolution skills. As recommends how handle customers complaints were considered:
· Stay calm
· Listen well
· Acknowledge the problem
· Get the facts
· Offer a solution
Once per week the General Manager in Shangri-La Hotel convenes a meeting attended by one representative from each department. That kind of meetings are crucial to establishing inter and intra-departmental communication and they are key because timely and meaningful communication contributes to create stronger connection between management and employees and we are agree with Andrews’ (2007, Page 196) concept: “Briefings are perhaps the single most critical communication point between the management and staff.”
The day after the guest complained, during the morning managers meeting was considered a plan how to handle with the guests, especially with the couple. Responsibility for what happened was sought by Executive Housekeeper (Housekeeping Department), Front Office Manager (Front Office Department) and Guest Service Manager (Guest Relations Department).  HR Manager suggested to HSK to stimulate their staff to attend the English courses, provided by the hotel management and thus prevent the lack of good communication between a guest and a room attendant. 
At the morning meeting in the HSK department which lasts 30 minutes every morning the Executive Housekeeper in Shangri-La Hotel gave an order the couple to be treated as a VIP guests during their entire stay and to be provided high quality cleaning service. The supervisor, responsible for the section where is located the room was responsible to go after each cleaning service and to ask the guests is everything well and by that way to avoid future misunderstandings. The maids, who had to clean the room, were asked to deliver complimentary extra Shangri-La amenities and to place a special greeting card using the guest names. There also was scheduled a regular training for the housekeeping staff to ensure they know the correct way to deal with customers, even the most difficult ones. The maids, who had served unethical the guests and caused complaint, received a disciplinary reprimand because of their poor customer service skills. As a conclusion linked to HSK management we can say that they responded to the guest complaint as prompt as is possible. After the cleaning service there was clear that the couple did not need someone to come and refresh their room, however they were interested more of the chance to receive extra amenities like shampoos, toothpastes, slippers, etc. According to Henning, R. (Page 147, 2008) “You must do everything possible to serve the customers until they say, ‘It works for me’.” and we can summarize that the couple were satisfied and felt happy. 
Front Office Manager sent to the reception staff criticism concerning the lack of professional skills as well the need to properly information to the guests about how to use the facilities. He called an extraordinary meeting where was discussed the importance of the relationship with all other units, e.g. it communicates with Housekeeping department in connection with the requests from guests for loading rooms with certain consumables. On that meeting was highlighted that Front Office is the face of the accommodation and they represent the hotel name. 
The hotel Guest Service Manager followed the procedure of handling customer complaints and gave a promptly follow-up phone calls a few days after the complaint to make sure everything is resolved. The conversation finished with the phrase: “Please, let me know if there is anything else, I can do for you. I am happy to help!”. 



Organizational Behaviour
Housekeeping staff, involved in that scenario, showed concern for the guests. They made the couple want to return to Shangri-La Hotel again which could be considered as a prime component for development in occupancy and progress in the hotel business. The main responsibility of the executive housekeeper to develop that concern contributed the maids to have a desire to perform their duties professionally. They understood the need for a well practice of the management principles in the organizational behaviour.



Recommendations
To Housekeeping Department in Shangri-La Hotel:
· Invest in English trainings – Language barriers can be a reason for many issues in the workplace, especially in hospitality, where communication is important. As a recommendation to Executive Housekeeper is to organize free English courses for the staff or to make more series of brief, diversified practical group lessons, as an example video clips, to improve the employee’s language skills. Instead of the morning meetings to last 30 minutes, they could be done for 15 minutes and the rest of the time to use for preparing like by involving role-playing to train for certain guest interactions.   
· Pay more attention to communication skills – Without good communication skills, a housekeeper could not meet the demands of the customer or will ignore important components needed for a job to be done. As recommendation to HSK leaders is to energize the staff by implementing creativeness and advice to their communication and teach for the objective of empowering the team. It is a leader’s role to increase communication – trust and professionalism will come after. These recommendations can also be supported by O’Fallon M., Rutherford D., (2010, Page 187) who say that “Just because room attendants and other housekeeping staff members do not interact with guests every time, they perform their duties, this do not mean they should not be skilled in guest contact.” 


To Front Office Department in Shangri-La Hotel:
· Improve communication – Front Office Department is liable for interacting with all other departments. There are two-way communications between the housekeeping and front desk. In the scenario described above becomes clear that the front office staff do not communicate with the housekeeping department well. As a recommendation to the reception staff is to explain properly to the guests about any facilities in the hotel rooms and by that way to help to housekeeping department work. Guest’s complaints and requirements linked to any amenities should be dedicated at the front desk and need to be reported as fast as is possible to the housekeeping department. 
· The customer to communicate only with one member of the staff during the entire stay, e.g. the same employee to greet him/her, register, send to the room and answer the phone when he/she calls the Reception. Of course, there could be subjected to more expenses and requires time to train the staff to accomplish all these activities however the benefits for the accommodation are great. From one side the people who are working on the Reception will execute a diversity of tasks, their duties will be more interesting and that will highly motivate them to do their job. From other side customers is supposed to be more relaxed as they will communicate only with one member of the staff. 






Conclusion

We will understand better the customer criticisms and their demands when we find the right solution to resolve the problems, keep them as accurate customers, and increase our business and always to be swift responsible to guest complaints as Eid, R., (2013, Page 81) states “One of the most important factors in handling customer complaints is the speed of the employee’s or manager’s response when dealing with various levels of customer complaints.” Even a little act of excuse from the management side can reverse this interaction from trouble to storied. The price does not need to be high, however the guest will remember that small gesture, which could affect in a future positive feedback. Customers need to know that somebody is taking care about their complaint and they are understood. It does not matter what the case is, when the customer complaints to your care or service you must be tankful.  Finally, the General Manager is responsible for the performance of the management processes: development and realization of the overall strategic instructions, overall policy, direction, and coordination of the hotel business. We must also emphasise the need of intelligence to run the certain hotel and as stated by Locke, E. (Part I, Chapter 1, Page 4) “Intelligence is the ability to grasp and reason correctly with abstractions (concepts) and solve problems.”
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Scenario
Shangri-La Hotel is a luxury five-star hotel. Once the guests are checked-in they receive housekeeping service twice per day, or more if is required. All the guests should be informed about that kind of service and to let them know how to request it or how to refuse it. As a hotel from the new generation Shangri-La keeps high standard for room facilities and amenities. In each room is provided an iPad, which can be used for any guest request. It is not needed to give a call to the reception to receive any service or help. Inside the rooms are set a special button, called “Do not disturb me” and when this button is pressed, that means no one can enter the room.
At the end of September, last year, couple of Turkish people approximately 70 years old, were successfully checked-in at Shangri-La Hotel. The front-office staff friendly processed their documents and the concierge helped them with the luggage. The couple were going to stay at the hotel for five days and they expected their daily housekeeping service. One day after their arrival in the HSK department was sent a complaint from those guests, as a reason for missing the cleaning service. The HSK office sent the maid who oversaw the service to clean the room and to clarify the problem. Like many of the people, working in the HSK, that maid had not spoken English and it was impossible to have any conversation between her and the guests. At this point, another issue arose due to the failed communication. It took more than an hour to be sent another maid, with a better understanding of English. The HSK management decided to be delivered in the guest room extra bathroom amenities to offset the unfulfilled service. However, the guests were still feeling unhappy and intended to complain to the Hotel Management about the situation. Instead of some of the HSK management members go to the room and speak directly to the guests, and to identify the reason for the complaints, the HSK office decided to send a third maid to the room. The guests were complaining all the time for everything in the room, even if it was not linked to the housekeeping service. They did not know how to use the iPod and to order service, they did not know what is the purpose of the “Do not disturb me” key, they even did not know how to switch on or switch off the lights, they did not know how the blinds to be lifted. According to their words the stay at the hotel was such as nightmare. The third maid who was the last person spoken to them felt herself in a very confusing situation and conducted quite rudely and insufficiently competent conversation, speaking loudly and not aware the consequences.
In conclusion: The guests filed a complaint against the maid for rude and unethical treatment. 
· HSK Department gave a reason for guest complaints- low skilled staff, missing communication between maids, office coordinator and executive manager
· Front Office Department – lack of customer-reception feedback
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