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[bookmark: _30j0zll]Introduction 

The paper will provide an outline to maximize the Managerial efficiency of a Hotel based in South Wales. The paper will have five components. It will begin with a PESTLE analysis of the external environment related to the Hotel Double tree by Hilton . The second component will discuss the importance of effective recruitment using examples from the Industry. The principal factors affecting culture, equality and diversity of the Hotel will also be explored. The fourth task will identify and explore the main performance management tools utilised by a Hotel to maintain a competitive advantage. The final component will provide recommendations to exceed targets and retain a competitive advantage within the industry.
[bookmark: _1fob9te]The PESTLE Analysis
This analytical framework will explore the Political, Economic, Social, Technological, Legal and Environmental factors affecting the Hotel Industry.
[bookmark: _3znysh7]Political Dimension
The most significant factor affecting the short-term external environment of the Hotel industry is Brexit. This factor will significantly affect the Economic, Social and Legal variables of this analysis (PWC, 2019). The consequences of Brexit are still developing. In 2019, a report sponsored by the Welsh government recommended that the government must be open to the idea of quitting the Union (BBC, 2019). Although there aren’t any concrete movements to change the current political context of a non-EU Wales. A move for independence is always a possibility with significant political ramifications for the Hotel industry. This Brexit directly or indirectly affects the overall operational strategy of Hilton. The company requires to change their operational strategy as UK exiting the EU which is different from the EU rules and regulations.  
[bookmark: _2et92p0]Economic Dimension
The World Tourism Organisation expects the tourism sector to grow faster than the Global economic growth in 2020 (PWC, 2019) But that does not necessarily translate over to South Wales. The regions outside of London are likely to see a decline in profitability in 2020. The PWC forecast for this year is projecting a -0.6% decline in occupancy growth and a decrease of 0.3% in Revenue generated per Room (PWC, 2019) A weak Pound has shown to increase the number of oversea visitors (Farazad, 2020), but according to Sam Ward from PWC, this has severely affected supply chains as imports cost more (PWC, 2019. In the context of Hilton, company needs to attract customers by offering different promotional package or reduce the price of rooms in order to stay competitive or financially stable. Since the Brexit referendum in 2016 overall economic climate was very unstable in the Uk due to uncertainty of Brexit deals. 
[bookmark: _tyjcwt]Social Dimension
Brexit has had a significant effect on shaping the potential tourist’s perception of the UK. Survey data from STR’s Consumer Travel Insight team suggest that Brexit has negatively impacted on their perception of the UK with 11% Europeans  reporting that Brexit has significantly affected their travel plans (Fox, 2019)  And 10% Europeans reporting that they are less likely to visit the UK because of Brexit and Non-European travellers reported at 17% (Fox, 2019) This could not only have significant social impact as viewing the UK as a non-welcoming place, which would likely translate over to poor economic condition. So, the Hilton may need to introduce different marketing strategy in order to retain their European customers. As soon as the Uk introduce new visa systems in place it may affects the mobility of customers. 
[bookmark: _3dy6vkm]Technological Dimension
GDPR is in full effect for 2020, which can create new challenges for the IT department for the hotel (Grossmann, 2020) Automated services can free up employees who can be utilised for helping customer service-oriented programs. Oracle’s hospitality benchmark report for 2019 found that 90% of customers believe that smartphone technology could be leveraged to provide a better guest experience (Grossmann, 2020). A greater emphasis on recruitment technology with the likely help mitigate potential labour shortage (Grossmann, 2020). The Hilton always complying with the new innovations which helps company to stay competitive in the hospitality market. 
[bookmark: _1t3h5sf]Legal Dimension
According to the ONS around 16% of people that worked in the tourism industry are non-British national (Lindsay, 2019) This can severe legal consequence as the British government is not prioritising low skilled labour, which make up a significant portion of the hospitality industry (Duncombe & Hardy, 2018) The withdrawal agreement outlines current EU residents right to stay in the UK, but non-residents are not covered by the document (Armstrong, 2020) This could be problematic on the industry as the new legal framework emphasising a points based immigration will favour high skilled workers(Armstrong, 2020), meaning there could be shortage of low skilled labour which the industry highly relies on.
[bookmark: _4d34og8]Environmental Dimension
Climate could have disastrous effects on the industry. A common myth that warmer climate will make South Wales more attractive to tourists, but that change in temperature is likely to create erratic weather patterns which can negatively affect the industry (Francis, 2019). Visit Cornall’ CEO Marcolm Bell has also urged the industry to achieve Net zero carbon emission by 2050 (Francis, 2019).
[bookmark: _2s8eyo1]Effective Recruitment
A study of 4* and 5* Hotels in Greece indicate that traditional forms of recruit have the highest rate of success with Promotions, Transfers, Job Rotation, Employee Referral and Internal Job postings to be the most effective methods and Job Fairs being the least effective (Alexandra-Paraskevi Chytiri et al, 2018, 334) The most effective methods are also the cheapest in Greece (Alexandra-Paraskevi Chytiri et al, 2018, 335). In the context of the UK most of the company are rely of the job centre and private recruitment farm. 
However, Hilton always rely on the internal references of existing employees and promote existing staffs to the managerial team. It helps the company to increase the retention ratio of employees and reduce the turnover rate. The found that recruiting through internal referral is the most effective ways to recruit employees. 
Though the industry has a very high turnover rate, and recruiting from within its own ranks would allow the company to retain its best employees. If it is able to secure its most talented employees for the lowest cost, the Hotel can have a significant competitive advantage over its competitors. There is a demand for better online recruitment in case of a labour shortage, but results show that job postings on a company's website or Social Media are moderately effective, which does not necessarily translate to a competitive advantage (Alexandra-Paraskevi Chytiri et al, 2018, 334).
[bookmark: _17dp8vu]Factors Affecting Workplace Culture, Equality & Diversity
[bookmark: _3rdcrjn]According to a Survey done by Covenant University in Nigeria Employe Orientation, Innovation, Customer Focus, Systematic and Management Control and Social Responsibility are the most reliable indicators of an organization's Culture (Dirisu et al, 2018. p.318-319) Gender and Racial disparity can also be indicative of the effectiveness of the HR department, If the recruitment is diverse on all fronts to begin with. It should translate to more quality in the workplace, assuming the HR does protect transgression against the employee. In the context of Hilton it is essential to comply with the equality and diversity act where there is no discrimination will be tolerated in the work place. As company has separate HR policy, they always careful with equality and diversity during the recruitment and the time of employment as well. In addition to this the UK has multicultural society where people from all over the world lives and works , and company strictly follow the equality act during the process of recruitment and retentions. 
[bookmark: _26in1rg]Best Management Methods
Performance Measurement (PM) and performance management is a significant part of any managerial cycle (Altin et al, 2017. p.1172-1173) There needs to be some form of measurement first to gauge performance management. The PM system has five phases in its historical development (Altin et al, 2017. p.1173). The initial step seeks to analyse the problem, the second seeks to provide a solution, the third seeks for methods of application, the fourth step is an empirical investigation of the methods and the final component analyses the theoretical implication (Altin et al, 2017. p.11731174). The productivity-based PM seeks to manage the efficiency with which profit is derived at the Hotel (Altin et al, 2017. p.11731174). A value chain analysis PM is an effective framework, but it’s difficult to translate the flow of good to the non-tangible service provided by hotels, but it can be useful in identifying the disparate characteristics of different services (Altin et al, 2017. p.1179) The BSC approach seeks to identify organisation performance. The customer component of BSC regulates guest satisfaction, service quality, hotel image and guest loyalty (Altin et al, 2017. p.1179) The internal Business component of BSC measure hotel management efficiency enforcement, guest background information compilation, an effective problem-solving percentage and a hotel’s ability to keep its existing customers (Altin et al, 2017. p.1179). The innovation and learning component of BSC includes development of hotel managers and team members, improvements in employee quality, the continued improvement of service quality and the hotel’s facilities and the training/cross training of hourly staff (Altin et al, 2017. p.1179) Data from 4* & 5* Hotels in Taiwan suggest that mentorship to be an important method for innovation in hotel management performance (Uen et al, 2018. p.96) New Recruits were significantly affected by mentorship (Uen et al, 2018. p.97). The effectiveness of this mentorship is positive correlated to depended on the Supervisor capability, with a more capable supervisor creating the most innovative performer (Uen et al, 2018. p.98). In an industry with a high turnover rate, it is imperative that new recruits are trained by the most capable supervisors, creating the best trained people. This can help the Hotel gain a competitive advantage if other hotels are training recruits inefficiently.
[bookmark: _lnxbz9]Recommendation
The Hotel should employ a recruitment strategy that emphasizes internal development. This will minimize the cost associated with recruitment and help retain the most experienced worker. This retention may also help in the event of a potential labor shortage because of Brexit. Having a strong base of trained workers and bypassing a potential shortage will allow the Hotel to have a competitive advantage. Having an inclusive, diverse workplace culture could also help retain more workers, which again helps in the event of a labor shortage. In the event of new recruits, having the most skilled Supervisors doing the training will provide for the most skilled workers, which helps with achieving a competitive advantage as skilled workers will translate to better service. The Performance management framework of BSC is significantly comprehensive compared to a Value Chain and Productivity based system. This framework, with the most variable associated with it, will provide for a clearer picture of internal and external conditions which can help management make the correct decision. This will effectively provide for a competitive advantage for the hotel.
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