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Introduction:

The purpose of this report is to analyse “The Connaught” hotel in different contents. The overview exposed a short review about the hotel, goals, mission and values. The next part shows role of employees and how they are important for the hotel to achieve its goals and how company support them providing training and give them opportunity for development. In end report contents analyse of organization using SWOT and PESTLE method. 

Overview:

Operate and size
Since the early 19th century, “The Connaught” has had its home in the West End’s charming and chic Mayfair Village. In 2005 The Maybourne group was formed managing “Claridges”, “The Connaught” and “The Berkeley” three of the world’s most renowned luxury London hotels. The smallest one “The Connaught” includes 122 rooms, 35 of those magnificent suites. The hotel’s signature suite, The Apartment, is the one that makes the hotel feel most like a home, featuring two terraces, high ceilings and a feature fireplace. In 2018 tucked away, behind its traditional mews-style entrance in Adams Row “The Connaught” opened a private townhouse “The Mews”. Offering guests, the best of all possible worlds: exquisite Connaught hospitality paired with the keys to your own front door. 

Goals, mission and values
The mission of hotel is to inspire extraordinary experience. At “The Connaught” every guest is threatening as an individual, each person with his or her own likes, wants and needs. The team will go above and beyond to make sure every moment of the stay is exactly as the gests wish it would be.
 Its motto “The Art of Living Well” redefined means: Every room and suite is unique, with different original features covers all the needs a modern traveller desires; Service style blends the very best of traditional British service with a genuine warmth, humanness and refreshing charm that can only be found at the Connaught; 

Customers and what they expect from the hotel  
Hotel has many different types of visitor from guests in the hotel, to wedding parties, and celebrities. Every guest, regardless of background, wealth or status is receiving the same greeting and level of attentiveness. Highest visitors’ expectations are covered with prompt service and meticulous attention to detail. Starting with wonderful welcome in very warm and luxury room, delicious breakfast to feeling home, serve sublime dishes in the hotel restaurant regionally and seasonally inspired The Connaught has inimitable ability to create environment where seemingly anything is possible. 
The Connaught promises its guests to deliver the best in 5-star service from business meetings and conferences to weddings and precious celebrations in the heart of Mayfair. 

There are four sumptuous and versatile rooms for meetings or dining. In addition, chic, discreet and wonderfully intimate provide the Champagne room where the guest can enjoy on vintage champagnes, rare spirits and late-night liqueurs. 
Visitors who need to take a breath from running everyday life deeply peaceful Aman Spa is secluded place for relaxing and meditation. Others with sportive indispensability can fit and weak up their bodies’ in modern dramatically lit swimming pool and the latest Technogym equipment. 
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Role of the employees within the organisation and how they support the organisation achieve its goals  
To create successful business and achieve their goals every organisation needs right people with right skills in the right position. In the other side right person received the right training will give maximum contribution for organisation. Although the significant cost of training programs The Connaught is prepared to incur them because expect his business to benefit from its employees. Allowing them to acquire new skills and qualifications is leading to increase their motivation which reflecting with high percent returning guest and sustainable occupancy in the hotel.
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Training and development and why they are important to organisations
Training is a program designed to obtain the skills which is necessary on the work place. Usually it is a short-time process and provide solution for immediate problems. (Bogardous, 2004, p.172) These may be learned at the work place in The Connaught base or away from work carried out by professional trainers. For example, butlers learn to wield wax and polish at John Lobb. They have been trained and certified by Jonn Lobb in the rituals and techniques of shoes care. Amman Spa therapists travel the world to seek out new treatments. Hotel’s sommeliers learn from the best in Champagne and Burgundy.
Development is a long-term process which is initiated to meet future needs of the organisation. Development programs are built to improve employee skills and knowledge and make person more efficient for company able to face different responsibilities and challenges. (Bogardous, 2004, p.172). Development is more about to gaining large-scope skills that are applicable to a broad of situations, such as thinking creatively, decision-making and managing people. 
 The Connaught recruited people from different nationalities and diverse experience. Level of competency, education and background are multifarious. Hotel offers comprehensive course of English learning. This opportunity is offered at a variety of levels to suit the needs of all employees. Additionally, gives opportunity to broaden employees’ skills and grow their careers within the Maybourne Hotel Group. Vacancy list for each property within the company are displayed on staff notice board. The aim is every employ to have a satisfying and rewarding career in the organization.
Role of the room attendant in the hotel
Undeniably for any hotel organisation to achieve demanding expectation of its gests big redound has housekeeping department. Big percent of the housekeeping department are taken from room attendants. Their duties are to provide high level of cleanness, maintenance service and care out for whole room comfort, so all visitors are made to feel welcome. Approaching guest with smile and greet them with friendly and courteous manner to give them sensation for nice, warm and caring environment and the same time attendant should handle all guest interaction with highest level of hospitality and professionalism. 

Skills and knowledge needed to carry out the role. 
· Be excellent team player with positive attitude
· Have excellent communication and guest care skills
· Have pride and attention for detail in work
· Be able to achieve assigned daily housekeeping task and schedules
· Be flexible, able to use initiative and organise his/her daily activities well

Training and development requirements need to be considered
Everyone who works at The Connaught takes enormous pride in being the best at what they do. It comes down to years of experience, along with training from talented craftspeople.
Each new employee receives a detailed induction, these include mainly present the company, explains goals, mission and values on the organisation. Furthermore, size and structure of the building, benefits and support which is provided.  
Second step is departmental training. It is given from experienced person. Especially for room attendant that is aggregation of covering LQA (Leading quality assurance) standard, COSHH (Control of substances hazardous to health), Fire and health and safety training.
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· Audio-visual training – on daily meeting attendant watching a professional move and answered on questions.  
· Class-room training – training supervisor shows and explains any changes coming from new entry product or conflict situation. 
· On the job training – supervisor regularly control attendants work and navigate them.  
· Refreshing training – every day reviewing one point of service standard.
· Promotional training – according the experience and achieved goals.     

SWOT and PESTLE analysis

In the next line will be present SWOT and PESTLE analyse, both are important to observe internal and external factors influence the hotel.

SWOT analyse is method used to analyze an organisation’s internal and external environment. It observes the internal strengths and weaknesses of the company and its external opportunities and threats.  SWOT analyse gives the organisation more sustainability on the market changes, help to be taken efficient future strategies decision, limited expenses and ect.  
	 

Strengths

Very good location - situated on quiet place in central London five minutes’ walk from popular shopping street Oxford, where famous brand shops found place. According Euromonitor International (2018), London take third place of Top 10 City destination for 2017 after Hong Kong and Bangkok. 
Unique art style -glorious mix from high quality traditional and modern design. Past and present come together with effortless elegance. There are a lot of bling to be found throughout the Connaught: charming grandfather clocks, stunning painting and portraits, a ceiling worthy of the Hollywood film and the odd chandelier, everything extremely ornate. Two interesting facts for the stunning staircase on the hotel are that fashion designer Ralph Loren – who adored the things – copied it for his Madison Avenue store in New York City and the other fact is the red border on the carpet is exactly the same as on the carpet in Buckingham Palace.
High numbers of returning guest – The Connaught welcome every guest with big attention. One group of customers are coming for business. Other is visitors for weddings, families, relatives and friends. Most of these customers tend to return to the Connaught hotel rather than choose another one. A large part of the reason is related to the irreplaceable quality service and experience provided by the warm-hearted and considerate staff. Couples coming with their children received additional amenities accordance with their age. For regular guest hotel has complementary personalized pillowcase and bathrobe. 
Experience managing - Manager of the hotel is with a distinguished international career spanning over 25 years. Recognize to build strong teams and delivering the highest standards in the industry. He is with proven skills in operating successfully in multi-cultural environments and a natural executive. The manager met any new employee and cares out they receive good training. Later to stimulate and reward them for high quality of work he provides several awards as star of the month, star of the year or one pay off, parties or Christmas gifts. 

Weaknesses
Limited numbers of rooms – Usually the hotel keeping more than 80 % occupancy that is the good rate according to annual hotel occupancy in London from 2018 to 2019 by “The statistics portal”.  Considering that formula calculated revenue contents room number and room rates, limited number room indirect reduce the maximum earn. With the good reputation already developed hotel has real potential to accommodate more customers if there are more rooms.      
High rooms’ rate –In the order to make more profit and in a mind limited number of rooms hotel should keep high room rate. Based on the meticulous service present for the guest there is some confidence in that, but also give negative effect on management’s target to potential customers in a future.

Opportunities
More advertising – The advertising has treasured role of process on doing the business in nowadays.  The Connaught management is giving a big effort to present hotel on internal and international market. Certainly, taking place in a lot of trip guides influence the occupancy but still exists option for more publicity using TV, magazines, newspaper ect.   
Good trained staff – Investing in well skilled stuff is one of the secrets of successful hotel business. Conception to give option for development keeps sustainable staff and improves the quality of service.  
Steady high level of service – Constant high-level service avoids guest disappointment, resist their impression and cover costumers’ satisfaction in high level. Positive outcome doubtless is high number of returning guest and recommendation from already experienced guest.      

Treats
Big competition – Treats that faced “The Connaught” with its location is the very big competition from 5-stars hotels in the area. Huge hotels, with modern design and competitive rooms’ rate are situated in a very close perimeter. Therefore, is very important every guest to be regarded with professional attention and prompt service. 
Terrorist attack - Even the terrorists prefer bigger and more crowdie places “The Connaught” is not protected from terrorist attack. First it is a place located in a heart of Central London and second the hotel accommodates a lot famous and publicity people.  

PESTLE analyses
PESTEL analyse is key tool that give organization or company clear idea about the external factors and trends which can affect them positively or negatively. This analyse helps hotel to specify influence of changing external environment and enable to transmit in it.  

Political - Postponing Brexit negotiation defiantly overlays uncertainty in hospitality business. In future that will affect travellers with attaining a visa to cross UK border. Alteration in tax policy, labour law and trade restrictions are other factors.   
Economic - Decreased value of the pound made the UK a more affordable destination for foreign visitors especially for European union and travelling abroad less affordable for British holidaymakers. 
Since April 2019 Government changed national living wage and the national minimum wage, that could affect hospitality industry as an all.

Social – “The Connaught” hotel take a profit from tourists who are coming for shopping from the full of brand stores Oxford street.  In the same time, they are from all over the word with diverse cultures and habits which is bring some challenges in service.
Technology - Technology devices are renewed every day hotel is trying to keep up with the latest of them for its guests.  Full HD TV, surround system, PS4 or Xbox, office equipment and high-speed broadband is provided by the hotel. In addition, stuff is working with the last tendency of operating system. These periodical innovations affect the hotel expenditure.
Legal - As all hotels in London The Connaught should follow strict hotel laws in the UK. Some of them are: Fire regulations, furniture and furnishing regulations, and food hygiene laws; Credit card order and the data protection law; Strict compliance with health and safety laws to protect both guests and employees.
Environmental - To contribute for clear environment hotel has a green policy for changing the bed linen and gives the big effort in collecting waste separately.
Recently BBC (2019) announced “ULEZ: new pollution charge begins in London” For example that will be extra charge for hotel suppliers.   



Conclusion 

To having successful business in hospitality industry essential part is keeping the customers satisfied. In response of this The Connaught has found the best hotel advertise that is the guest’s recommendation. Giving the big effort to provide excellent level of service in combination with experienced management to respond on external factors lead to constant high rate occupancy, redound good profit and well pleased employees.
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CPD Plan 		
	Name: Elena Pehlivanova
	
	Covering the period from: March 2019
To: October 2019



I have worked as a room attendant in The Connaught hotel for 2 years. Since March I am enrolled in development program for supervisor, the goals are following:
	What do I want/need to learn?
	What will I do to achieve this?
	What resources or support will I need?
	What will my success criteria be?
	Target dates for review and completion

	· LQA standard in more details 
	I will read and learn in detail the standard and try to apply it correctly in my work.
	An LQA standard’s booklet. 
Supervisor’s mentoring. 
	· Covering constantly 95 % of standard in my work  
	End of September 2019

	· Special IT programs (HOT SOS, ect)
	I should learn the main commands, receive a training from the experienced supervisor and IT assistant and practise its.
	A handbook for the programs. 
Supervisor’s mentoring.
	· Working with the programs without issues
	End of October 2019

	· Internal supervisor’s procedures
	I should receive training from the experienced supervisor and office coordinator.
	A handbook with internal procedures.
	· Knowing and dealing well with procedures.
· Good team work
	End of October 2019

	· Working with special devices
	Read the manual.
I receive training from office coordinator.
	Manual guide.
Mentoring from office coordinator
	· Working with the devices without issues
	End of October 2019




Opportunities


Threats 


Strengths


Limited number of rooms


High room rate


Weaknesses


Very Good location


Unique art design


High number of return guest


Terorist attack


More Advertising


Steady high level of service 





Big competition








Experianced managing


Good trained staff


