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1.Critically asses the culture and context of BB Hotels

Introduction 
BB Hotel is a 4-Star profit oriented organisation that provides lodging, meals, and internet services. It also has a travel agency located in its premises. 
It has twenty eight letting bedrooms, ten of which have attached (ensuite) private bathroom facilities. BB Hotels was founded seven years ago and is located in the city of Douala the commercial capital of Cameroon. 
The culture of an organisation simply stated, organizational culture is “the way things are done around here” (Deal & Kennedy, 2000).

Organizational culture includes the experiences, expectations, philosophy, as well as the values that guide the behaviour of its members. It is expressed through the self image of the members of the organisation, the inner workings of the organisation and the manner in which the organisation interacts with the outside world. Organisational culture is based on shared attitudes, beliefs, customs, and rules that are either written or unwritten that have been developed overtime and are considered to be valid.  It encapsulates values and behaviours that contribute to the unique social and psychological environment of a business.

Culture also includes the organization’s vision, values, norms, systems, symbols, language, assumptions, beliefs, and habits (Needle, 2004).

1.1 Organisational Culture, ethos and values of BB Hotel

Culture is defined above

Ethos is Greek word that means "character" and is used to describe the guiding beliefs or ideals that characterize a said group of people. 

 Value on the other hand denotes the degree of importance placed on an action. Value determines what actions are more acceptable and which way is best to live.   

Organizational culture is also called corporate culture, and is demonstrated in; 

(1) The ways the organization treats its employees, customers, and the wider community, and also in the way they carry out business.
(2) Whether the organisation allows freedom in decision making, developing new ideas, and personal expression. 
(3) The way in which power and information flow through its hierarchy, and 
(4) The commitment of employees towards collective objectives.

It affects the organization's productivity and performance, and provides guidelines on customer care and service, product quality and safety, attendance and punctuality, and concern for the environment.


BB Hotels hotel serves a very culturally diverse crowd from all over the world. This is facilitated by the fact that there are a good number of international visitors coming into Douala as tourist. Douala has a sea port and a beautiful beach and an international airport as well.

BB Hotel as a hospitality service industry focuses mainly on customers. These customers come from all over the world which means they are culturally diverse. It should be noted that dealing with different kinds of customers with different cultural backgrounds is never an easy task. 
 
Acquiring knowledge about different cultures improves our awareness of similarities and differences across cultures. This knowledge may help us remain calm and take more personalized approaches in dealing with staff as well as providing customer service leading to higher satisfaction for both employee and customer.
Many organizations around the world have now come to terms with the fact that the cultural diversity within the organization is a positive aspect because it can facilitate organizational stalk for glory (Papers4you.com, 2006). This diversity can be very difficult to manage at times. 
In a broader perspective, cultural diversity can be managed through communication (creating awareness among all employees about diverse values of peers through communication), cultivating (facilitating the recognition, support and encouragement of success of any employee “with all other workers), and capitalizing (linking diversity to every business process and strategy such as succession planning, reengineering, employee development, performance management and review, and reward systems) strategies (Cascio, 1995).

1. Impact of external forces on BB Hotel
The impact of external forces on BB Hotel can be determined using business analysis models.
Business analysis models are useful tools and techniques that can help with the understanding of organisational environments. These business analysis models help business owners think more strategically about their business. There are a good number of generic techniques available and include; 

· SWOT (strengths, weaknesses, opportunities, threats) analysis

· PESTLE analysis - a technique used to understand the various external influences on a business. 
· Scenario planning - a technique that builds various likely views of possible futures for a business.
· Critical success factor analysis - a technique that is used to identify the areas in which a business must succeed so that it can achieve its objectives.
· The Five Forces - a framework in which the strength of five important factors (potential entrants, existing competitors, buyers, suppliers and alternative products/services) that affect competition can be looked at. 

 For the purpose of this assignment, however I’m going to concentrate on two techniques. 

· SWOT (strengths, weaknesses, opportunities, threats) analysis
· PESTLE (political, economic, social, technological, legal and environmental) analysis

2.1 SWOT analysis
The name SWOT is an acronym for the four parameters examined by the above technique. Those parameters are strengths, weaknesses, opportunities and threats.
SWOT analysis (or SWOT matrix) is a strategic planning method used to help an organization identify strengths, weaknesses, opportunities, and threats with respect to its business competition or project planning. The aim of this analysis is to specify the objectives of the business venture and identify the internal and external factors that are conducive and non conducive to achieving those objectives. SWOT is considered to be a tried-and-true tool of strategic analysis. 
Strengths and weakness are usually internal to the business while opportunities and threats focus on the external environment. 
The degree to which the internal environment of a business matches with the external environment is expressed by the notion of strategic fit. Some authors have credited SWOT to Albert Humphrey, because he was the one who led a convention at the Stanford Research Institute (now SRI International) in the 1960s and 1970s using data from Fortune 500 companies. However, Humphrey himself does not attribute the creation of SWOT to himself and so its origins remain inconclusive.
Business owners can conduct a SWOT analysis as part of planning. This analysis helps them identify vital areas to either emphasize or improve. Simply listing strengths, weaknesses, opportunities and threats does not provide a useful analysis. Techniques for addressing each of the four SWOT categories can improve the accuracy of an analysis.
Once these four are identified, It becomes relatively easy to assess how to; 
· Capitalise on the strengths while
· Minimising the weaknesses
· Make the most of opportunities and
· Reduce the impact of all threats.

Let’s note at this point that Strengths and weaknesses are internal to the organization, while opportunities and threats are generally external factors. That is why, SWOT is sometimes called Internal-External Analysis, and the SWOT Matrix is sometimes called an IE Matrix.

2.1.1 SWOT Analysis for BB Hotel

Even though a general SWOT analysis for BB Hotel is attempted in this answer, it should be noted however that the external impact has to do mainly with the opportunities and the threats to the hotel.

To help us carry out an accurate SWOT analysis of BB Hotel, we had to download and print off our free worksheet, in order to be able to readily see any information that was needed for the analysis. We began the analysis by looking at our strengths.
a. Strengths
These are the characteristics of the business that give it a competitive edge over others.
In identifying our strengths we had to evaluate what operations actually made money. We discovered that our customer service was exemplary because majority of our staff were fluent in three languages; French, English and Chinese. The reviews we got from customers with respect to the language diversity were not just very positive but very beneficial as well. Our records showed that almost 25% of new customers had come to us because of recommendations from old customers.
Having the ability to communicate with customers in three different languages was actually our Unique Selling Point, USP. Other hotels around could only communicate in French.
We also noticed in analysing our strengths that our choice of food gave our customers a lot of satisfaction making them to greatly patronise the kitchen. We had chefs that represented cuisines from across the globe.  
b. Weaknesses
Weaknesses characterises the aspects of the business that place the business at a disadvantaged position relative to other businesses.
We had to identify weaknesses by finding parts of operation that cost money. 
Douala has a temperature ranging from 30 degrees to 37 degrees all year round. The most part of the year the heat is bearable even for locals not to talk of visitors and foreigners.
To create the desired comfort for our treasured customers we had to employ to cooling systems, hence the use of air conditioners 24/7. On a few occasions we attempted to switch off the air conditioners and allow much air in to cool the environment and bring down the temperatures but the response was disastrous. The negative reviews we got were horrifying. So we had to make sure that the air conditioners were on all day and all night. Keeping the air conditioners running created a huge cost for the business.
We actually began considering getting solar panels to reduce the cost of energy to the business.

c. Opportunities 


The elements in the environment that BB Hotel could exploit to its advantage were considered to be opportunities and some of them are analysed below.
A number of opportunities presented themselves to us and we “grabbed them with both hands”.
We noticed that our customers had to travel to a neighbouring town to assess gym facilities. We saw an opportunity in that and decided to exploit it.  

The first thing we did was to get an architect to design a plan for the building of a gym. We then followed that through by actually building a gym in the hotel premises for the customers. 

This initiative was very beneficial because it creates extra revenue for the hotel because of the money our customers pay to make use of gym facilities and also because people come from other nearby gyms to pay and make use of the gym facilities too.

d. Threats 
Threats are any factor in the environment that can cause trouble for the business.
BB Hotels faces several threats at the moment. With the ongoing political upheaval in the country caused by the “Anglophone Crisis”, there is a real risk of the hotel being burnt down by an angry mob of our francophone brothers. This crisis has been going on now for two years and it has caused a language divide in the otherwise peaceful bilingual country, Cameroon.
There is also the threat of closure because with the influx of customers from the English speaking region of the country, security forces could be attracted to close down the hotel for security reasons.
 Another threat to the business is that two other hotels have been built up very close to our hotel and their food and services are relatively cheaper. We face a real threat of losing our customers to them. We are considering reviewing our prices to be able to beat them and maintain our competitive edge.
SWOT analysis is very advantageous because it has little or no cost - anyone with experience in a business can perform a SWOT analysis. This means that steps can be taken towards improving the business without the expense of an external consultant or business adviser.
Another advantage of a SWOT analysis is that it concentrates on the vital factors affecting a business. A SWOT analysis helps the business owners to;
· Better understand the business 
· Address weaknesses
· Prevent threats
· Catch in on opportunities and
· Take advantage of your strengths

SWOT analysis however has the following limitations as we shall see below shortly.
· It does not prioritize issues
· It does not provide solutions neither does it offer alternative decisions
· Generate too many ideas without specifying which to choose.  
· It produces a lot of information, some of which are not relevant.
It is because of the above mentioned limitations that there is a need for a pestle analysis to more critically look at the business environment of BB Hotel.
1.2 Pestle Analysis
A PESTEL analysis is an analytical tool used by business organisations to examine and monitor the external marketing environment of an organisation as well as the factors that have an impact on the organisation. The results from this analysis are used to identify threats and weaknesses which are used in a SWOT analysis.
It is a widely used strategic planning tool that is used by many to identify the political, economic, social and technological, enviromental and legal factors that may have an effect on a business and its planning process. 
1.2.1 Pestle Analysis for BB Hotel
As mentioned in 2.2 above Pestle Analysis involves the analysis of the political, economic, social, technological, environmental and legal factors in the external environment of an organization, which can affect its activities and performance. Below is an explanation of how each of these factors has affected BB Hotel.

a. Political Factors

The tax system in Cameroon is very oppressive because a business in Cameroon has to pay tax to not just Cameroon but to France as well. Having to pay tax on the same amount of money two times can be financially crippling on any business.

Apart from the tax situation the political environment in the country is not peaceful due to the “Anglophone crisis”, refer to (2.2.1 no 4, Threats) for details.

Most of the roads in the country are very bad with so many potholes. This decadence in infrastructure affects the business negatively.

b. Economic
Cameroon has had an inflation rate for over 10 decades now that has greatly affected businesses negatively. The rise in interests rates has affected the hotels cost of capital making growth and expansion to be quite slow.
 With a drop in the exchange rates, international customers find the rates per night in the hotel to be a bit on the high side
It is a well known fact that Cameroon attracts a lot of tourist. Its rich cultural diversity has earned it the name “Africa in miniature”. The tourism industry is one of the Engines for growth in BB Hotel. The huge traffic of tourist attracted to the country each year help to increase profit for the hotel
c. Social

 The factors that influence the social climate of BB Hotel include the culture, population growth rate, age distribution, and career attitudes. Douala has a youthful population that make the workforce very rich. The beach in Douala is located very close to the hotel. This makes it easy for those in the hotel to join other social activities in the beach like fishing, leisure boat cruises etc. Such activities increase the satisfaction rate of customers and predispose them to come again.

On the flip side tourism can be said to have affected the cultural values of our people, particularly our youth. Some tourists who make use of the facilities of the hotel engage in anti – social acts like substance abuse and indiscriminate sexual encounters. Statistics show that there been an increase in the number of drug addicts around the hotel and records also confirm that the number of HIV patients has increased. 
d. Technological

Technological factors have affected BB Hotel in so many different ways.  With the utilisation of technological inventions like phones, intercom systems, fax machines etc communication both within the hotel and outside the hotel has become easier and faster.
 With the use of computers and Wi-Fi business activities have been greatly facilitated. It’s now pretty easy to make online reservations as well as exchange information online.  Technology has also greatly helped with promotions.
One even important thing is the impact of weather conditions on travel and tourism. Even the airlines industry is impacted directly by changing weather conditions. Airplanes cannot fly in stormy weather and if a disaster happens, it affects the entire industry. You all know of seasonal tourism and how changing seasons affect demand and supply of tourism in various areas. 
e. Environmental
Weather conditions are pretty stable in Douala so there is no need for flight cancellations. However the environmental pollution due to filled up septic towns and carbon emission from old cars pose a health threat to the population at large. 
f. Legal
Legal factors include discrimination law, consumer law, antitrust law, employment law, and health and safety law. These factors can affect how a company operates, its costs, and the demand for its products.
There is great discrimination against gay people in Cameroon and there is no law to defend or protect in any way.
This causes a deterrent on the number of tourist coming to the country and consequently to the hotel because they have a genuine fear of being harmed. 
2. Culture of sustainability within BB Hotel
Sustainability is the process of maintaining change in a equitable environment, in which exploiting resources, directing investments, the orientation of technological development and institutional change are all in harmony. This harmony increases both current and future potential to meet human needs and aspirations.
Sustainability is conventionally defined through the following interconnected pillars:
· Environmental sustainability
The ability to maintain the factors and practices that contribute to the quality of environment on a long-term basis.
It is a state in which the demands placed on an environment can be met without reducing its capacity to allow all people to live well, not just in the present but also in the future.
· Economic sustainability
The general definition of economic sustainability is the ability of an economy to support a defined level of economic production indefinitely.
BB Hotel used various strategies to put existing resources to optimal use in such a responsible way as to achieve beneficial balance over the long term. In BB Hotel, economic sustainability involves the efficient use of various assets of the company to allow it to continue functioning profitability over time.
· Social sustainability
The ability of a community to develop processes and structures which both meet the needs of its current members and also support the ability of future generations to maintain a healthy community.

The formal and informal processes; systems; structures; and relationships actively supporting the capacity of not only the current generations but that of the  future generations as well in order to creating healthy and habitable communities are characteristics of BB Hotel.
3. Corporate, social and environmental responsibility in BB Hotel 
Corporate Social Responsibility (CSR) also known as corporate citizenship is a business approach that contributes to sustainable development by making available economic, social and environmental benefits for all stakeholders.  
It is a self-regulating business model that enables a company to be socially accountable to it, all its persons of interest like the stakeholders, and the public.  Any company that engages in CSR in the normal course of its business is one that has decided to operate in ways that enhance society and the environment, instead of contributing negatively to it.
Recognizing how important CSR is to customers BB Hotel decided to focus on and practice a few broad categories of CSR:
a. Environmental efforts:
 One primary focus of corporate social responsibility is the environment. Businesses regardless of their size usually leave behind large carbon footprints. Any steps taken to reduce those footprints are considered to be good for both the company and society. 
b. Philanthropy
BB Hotel also practices social responsibility by donating funds, products and/or services to social causes. Larger companies tend to do this more because they have more resources that can benefit charities and local community programs.

c. Ethical labour practices

 By treating employees in an ethical manner, companies demonstrate their corporate social responsibility. This is particularly true of businesses that operate internationally with labour laws that differ from those in their home countries.

d. Volunteering

 Attending and encouraging employees to attend volunteer events says a lot about a company's sincerity. By doing good deeds without expecting numerations in return, companies express their concern for specific issues and support for certain organizations.

4. Personal ethical standards, values and beliefs of BB Hotel
Ethics is defined as the ‘moral principles’ and the ‘rules of conduct’, and the ‘value’ that describes an individual’s ‘principles and standards.
Values are the basic and fundamental beliefs that drive attitudes or actions. They help us to define what is important and what is not. Values also help us define the personal qualities we chose to be identified by, the type of personality we wish to have and the manner in which we treat ourselves and others. Below are some standard values that must be inculcated into the personalities and ethos of employees and the organisation at large.
· 
Selflessness – acting for the interest of others
· Integrity – actions and decisions should not be for personal benefit.
· Objectivity – must take decisions impartially, fairly and on merit, using the best evidence without discrimination or bias.
· Accountability – we should be accountable for our actions and must submit ourselves to scrutiny if needed to.
· Openness – transparency and openness should be guiding principles in all our decision making 
· Honesty –truthfulness is a must and cannot be overemphasised.  
· Leadership – leadership should be willing to challenge poor behaviour if it occurs in their demonstration of leadership.
5. Communication channels in BB Hotel
Communication is the impartation or exchanging of information through speaking, writing, or any other medium deemed to be communication.
In an organization, information flows in three ways; forward, backwards and sideways. This flow of information is what is referred to as communication. 
Communication channels on the other hand refer to the way in which communication flows within and without the organisation. 
Information is transmitted from a manager to a subordinate and vice versa through a means of communication that maybe through face to face or inter departmental memos.
To make the communication process complete, getting feedback is very important.  These communication channels are very important in all organisations because a breakdown in the communication channel will to inefficient flow of information.
Importance of a Communication Channel
A breakdown in the communication channel leads to an inefficient flow of information. Employees are unaware of what the company expects of them. They are uninformed of what is going on in the company.
This will cause them to become suspicious of motives and any changes in the company. Also without effective communication, employees become department minded rather than company minded, and this affects their decision making and productivity in the workplace.
Eventually, this harms the overall organizational objectives as well. Hence, in order for an organization to be run effectively, a good manager should be able to communicate to his/her employees what is expected of them, make sure they are fully aware of company policies and any upcoming changes.
Therefore, an effective communication channel should be implemented by managers to optimize worker productivity in order to ensure the smooth running of the organization.
Types of Communication Channels
The number of communication channels available to managers has greatly increased over the last 20 years. Some of them are Video conferencing, mobile technology, electronic bulletin boards and fax machines are some of the new possibilities.
As organizations grow in size, face to face communication ceases to be an effective way for managers to get their message across. Therefore managers are faced with the challenge of determining what type of communication channel they should choose in order to carryout effective communication.
To facilitate communication is has been grouped into three; formal, informal and unofficial.


Formal Communication Channels
A formal communication channel transmits information such as the goals, policies and procedures of an organization. The messages flow from the manager to his subordinates who pass the message on to the next level of staff. Examples of these are a company's newsletter, business plan, customer satisfaction survey, and annual reports.  
Informal Communication Channels
Informal communication channel takes place at lunchtime at the organization's cafeteria/canteen. Here discussion is encouraged between staff in a more relaxed environment. Managers walking around in the cafeteria can also adopt a hands-on approach to handling employee problems.  This is also an example of an informal communication channel.
Unofficial Communication Channels
Sometimes the communication that takes place within an organization is interpersonal. The unofficial communication channel is popularly referred to as 'grapevine.' Most rumours are circulated through the grapevine. While the grapevine may have positive implications, more often than not information circulating in the grapevine is exaggerated and could create unnecessary alarm to employees. An example of an unofficial communication channel is social gatherings among employees.
Through all these various channels, a good manager should be able to get his/her ideas across, and then listen, absorb, and respond to employees.
Sometimes organisations face barriers to their effective functioning and these barriers must be overcome if they wish to achieve and maintain success.
These barriers include
6. Barriers to effective functioning of BB Hotel and how to resolve them.
Every organisation in order to function effectively must work through teams. Teamwork in many organisations goes a long way to make or them. To look at the barriers to effective functioning of BB Hotel I will concentrate on communication.
When a team is solid, company communication is improved, collaboration is increased, and the sense of accountability within the workplace is heightened. On the other hand there are barriers to effective functioning in organisations that will keep workers from partnering effectively. Some of these barriers are identified below;  
Poor communication
Poor communication can create a very toxic work environment. If some staff members do not communicate properly using the right channel this can create a breakdown that inhibits team development. Managers need to be able to be very vigilant to identify when poor communication is negatively affecting the group’s success. Sometimes the barriers to communication may be obvious, such as separate office spaces reducing employee interaction. To resolve this the manager should encourage and make use of daily team meetings to ensure everyone is on the same page, to start conversations between workers.
Lack of managerial involvement
When managers do not find the time to be involved in the executive duties of the team, the ability to create an atmosphere for effective teamwork is hindered. Every team has a leader but when the leader is not present to delegate responsibility, then the teams development will be faulty. To resolve the above problem the team leader must check in regularly with the team to discuss goals and look into any challenges the team members may have reported.
Ego problems 

Teams that have members, who work for their personal interest as opposed to the general benefit of the team, will have a difficult time developing into an effective unit.

Every team member needs to keep their ego in check. The manager needs to strive to build a more cohesive team by explaining to the team members that the ability to work as a team is an attribute needed in the work place and key to rising through the ranks.      
Conclusion
As we have seen in this assignment, we live in a changing cultural environment; therefore we need to adapt ourselves as individuals in order to survive in this competitive world.  And as we adapt our businesses must adapt with us.  Even though we have looked at  lots of cultural changes that occurs in the society, BB Hotel has remained relevant over the years despite numerous challenged it has faced because it aligned it policy and ethos  with emphasising good communication techniques, aligning its operations with factors that encouraged sustainability, participated in corporate social responsibility and fostered good team ethics. 
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