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Executive summary

In this report will be presented the Radisson Blu Hotel Complex on Calea Victoriei in Bucharest and the activity within the reception, check in and check out department.

For this report, the primary research was taken into account, namely the feedback questionnaires periodically completed by the employees as well as the secondary research, ie the rules communicated in the press on the activity in the hotel industry.

The report aims to identify current problems within the reception department of Radisson Blu, Bucharest, Romania, the needs and dissatisfaction of employees and recommendations for improving the existing situation.

Maslow's hierarchy of needs regarding the retention of current employees, ways to attract new employees and proposing solutions for the entire reception department will be considered.
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Introduction

Radisson Blu® is one of the top international hotel brands, with almost 300 hotels in operation in 69 countries.

Located on Calea Victoriei, Radisson Blu Hotel is the largest five-star hotel in Bucharest. With a total of 487 rooms, 8 restaurants and bars, Radisson Blu Hotel sets new standards in terms of architecture and spectacular interior design.

The Radisson Blu hotel complex also includes the Park Inn by Radisson 4 *, with a total of 718 rooms and about 420 employees, being one of the largest players on the hotel market in Bucharest.

The occupancy of the five-star Radisson Blu Hotel on Victory Road has fallen sharply due to the Covid-19 pandemic(Terry, 2020), which imposed a series of movement and travel restrictions on people around the world.

Sonja Dive Dahl, general manager of Radisson Blu Hotel Bucharest and Park Inn by Radisson, stated in August 2020 that: employment rate much lower and incomparable to that of the same period last year when the occupancy rate reached 90%. ”The dramatic decrease in occupancy rate is also due to the fact that 90% of those who fall are foreigners come to Bucharest for corporate events using the Radisson Blu event halls, and the Park Inn by Radisson, our four-star brand’’.

According to Colliers (2021), tourists will migrate from small local hotels to hotels operated by well-known brands, even if the price paid will be higher. "The accepted cost difference will be the price that the tourist will pay in exchange for a higher degree of safety offered by operators who have the financial possibility to implement the safety and hygiene requirements imposed by the authorities and who want to maintain their image in the market regarding some high quality standards’’.
Employees and work motivation

Since its opening, Radisson Blu in Bucharest has attracted talented employees (Terry, 2020)
 but the problem is how they can be retained in the company because not only the work environment (Ryba, 2021) and the benefits granted to them matter, the social environment (Daniels, 2007) in the Romanian capital also matters.

Romania has well-trained (Sinclair, 2021)and capable people on the labor market, but due to the low standard of living, many intelligent and educated young people have migrated abroad.

So Radisson’s Blu mission of hiring and retaining ultra-skilled personnel (Ryba, 2021) becomes much more difficult.
The pandemic (Terry, 2020) made this problem even more difficult because with a dramatic decrease in customers, job satisfaction and motivation of staff at the reception, for example, it could not be at high levels.
The Radisson Blu management team is always considering studies (Sinclair, 2021) that show that people who are motivated at work have positive behaviors, such as:

· Perform tasks enthusiastically and in a timely manner

· Positive attitude towards the organization

· Low number of absences

· Creativity

· Taking responsibility

Employees invest in the company through the following:

· Education

· Previous experience

· Adaptability

· Flexibility

· Determination

· Enthusiasm

· Resistance

· Tolerance

· Loyalty

· Effort

· Time

Also, the support of others, the trust and the desire to follow the leader are very important.
Analyzing the monthly questionnaires / opinion polls conducted among Radisson Blu employees, the following were observed:
· Employees are satisfied with working conditions.
· Employees are satisfied with the hours worked 

· Employees are satisfied with the payment received.
· Employees are satisfied with the involvement of the management and the human resources department in professional or personal issues.
What displeases him are the following:

· The reception staff is dissatisfied with the software system used by Radison Blu to record all the operations necessary for the arrival and departure of customers. 
· They consider that it is cumbersome and does not work quickly to reduce waiting times for check-in and check-out and any other changes in the system. This creates stress and can not fully satisfy customers who are always in a hurry due to lack of time.
· Dissatisfaction is that the strict rules, sanitary and social distance, imposed by the Covid-19 pandemic create discomfort and insecurity.
Also, the support of others, the trust and the desire to follow the leader are very important.

So, Radisson Blu employees are rewarded for their work both financially and in other ways, gifts, attention, free time to feel fully satisfied and to keep their commitment to the company
The work of the employees at the reception

Certainly each of us has had to deal with a receptionist so far - on a holiday or a city break across borders, because when you stayed at a hotel or a boarding house, the receptionist was the first person who greeted you when you walked in the door.

However, such a job is not limited to accommodation formalities and handing over the key.

In order to work behind the reception at Radisson Blu, you need to be prepared to offer customers complete services and information about anything they might be interested in, from quality restaurants to tourist attractions to small requests such as timetables or bar operation.

Not everything is easy for a receptionist, no matter how prepared he is. Some of the tourists may have impossible requests or various dissatisfactions and all these are problems that a receptionist must solve as soon as possible and always in favor of the client.

Reception work has been hampered by the rules imposed during the pandemic due to the fact that the receptionist is the first person to come into contact with customers and everyone's safety has become a priority (Milard, 2021).

Among the measures adopted at Radisson Blu since the beginning of the pandemic (Terry, 2020) is intensive cleaning in public areas, where all surfaces are disinfected much more often, check-in, check-out and contactless payments, whenever possible, social distancing in all common areas, regular training of our staff on safety and hygiene and a much more rigorous protocol of cleaning and disinfection of rooms.

Abilities of the receptionists

Radisson Blu considers the following qualities and skills needed by a receptionist and tries to keep them high both for those who already work for the company but especially for recruitment:

· Verbal and written communication skills

· Professionalism and exemplary attire

· Friendly and hospitable attitude

· Pay attention to customer needs

· Good time management

· Teamwork

· Accounting knowledge

· Patience and calm

· Tourist knowledge about the city

People who are gloomier or who get angry quickly are not suitable for a receptionist position in an accommodation unit.

Abraham Maslow's pyramid of needs and application to Radison Blu

In this context, Radisson Blu is looking for solutions to satisfy the needs and desires of employees taking into account the pyramid of needs prepared by the American psychologist Abraham Maslow who highlights five levels of needs, from primary, which he calls vital needs or psychological, going through the needs of security (stable and predictable environment, housing, work), through those of belonging (love, integration in a group), esteem (trust, self-esteem and appreciation of others), to the needs of valorization / self-realization, which gives a meaning to existence.
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Maslow's Pyramid is a landmark for Radisson Blu employees. They feel valued at work, especially in terms of the opportunities that arise.

Thus, the career path must be of such a nature as to meet various challenges, from which to learn many things in order to develop personally and professionally. Only then will they be able to reach the best version of themselves.

But it is not easy to reach your maximum potential, in the current context determined by the pandemic, so each employee must have his own personal development plan (Ryba, 2021)

, but also benefit from the support of the manager to be sure that he respects it.

According to Maslow's Pyramid, everyone wants to reach the top and reach that higher level.

Stable employees versus new employees

The 420 employees of Radisson Blu, Bucharest, received reduced salaries during the total closure due to the pandemic and at the reopening Radisson Blu announced that it has 35 vacancies for waiters, waitresses, bartenders, receptionists.

Nicoleta Stefan, recruitment specialist states that: ‘We are facing a large staff turnover, specific to the industry. Competition is fierce, especially in the current context when the number of candidates has fallen sharply due to the migration of employees abroad or to other areas due to the fact that the hotel industry has been severely affected by the Covid-19 pandemic’(Radisson Blu,2021).

Capturing the interest for these positions is done by fully informing the candidates, the new employees (Ryba, 2021) and the established colleagues.

By far the most important thing that everyone who wants or works in the hospitality industry has to take into account is that they like to interact with people, whether they are customers or other hotel employees.

It is a period full of uncertainty for all of us due to the huge changes produced in the pandemic. In this context, it is natural for both candidates and employees to expect more security (Milard, 2021) and reinsurance than ever before.

It is therefore important for HR team (Ryba, 2021)to make additional efforts to communicate all information and news clearly and effectively to both employees and candidates.

When you ask employees to provide five-star services, it is normal to treat them the same. The efficient management of the human resource (Daniels, 2007) is extremely important for Radison Blu, being directly reflected in the loyalty of the employees (Sinclair, 2021), in maintaining a high level of their satisfaction and, inevitably, in the quality of the services offered.
So, Radisson Blu employees are rewarded for their work both financially and in other ways, gifts, attention, free time to feel fully satisfied (Ryba, 2021)and to keep their commitment to the company.
Radisson Blu does this because the employer’s brand is its passport throughout any employment journey (Daniels, 2007), and without a strong reputation as an employer brand, you may not be able to hire high-quality talent.

Employee Engagement

The culture of the organization (Ryba, 2021) is an essential element in the life of any company. Regardless of its size, there must always be a focus on employees (Daniels, 2007), because they manage to bring success to an organization.
The first big concern of companies during this period must be towards people. Unhappy people do not work well and pass the unhappiness on, in the market, to customers and partners. The image is always given to you by the employee. The company is made of people, the company's culture is also on the street, and it is even in what the employees talk to their friends.
Radisson Blu does not forget that when trust is tested or there are even clear signs that it no longer exists, employees will retire, and the company will lose top talent(Daniels,  2007), which is no longer found in the values ​​promoted by it.
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There are formal and informal evaluations of monthly, quarterly and annual employees. Discussions between the employees (Ryba, 2021) and the manager are a process in which the employee self-evaluates and presents his personal development plan.

The Radisson Blu manager together with the human resources team provides feedback, coaching and support in creating a development plan (Milard, M., 2021) that is as applied as possible.

This includes projects, trainings or training courses to achieve the commitment of employees to Radisson Blu.

The hotel manager and the human resources team (Daniels,  2007)must keep in constant contact with all employees in order to maintain the optimism and confidence of the employees both during the pandemic (Milard, M., 2021) and for the future, no matter what difficulties may arise.

The high morale and well-being of employees leads to retaining employees (Sinclair, 2021) within the company for longer, as hiring a new employee cost more than retaining an existing employee.

According to a Randstad study (2021), 62% of human capital leaders say a wellness program (Milard, M., 2021) is extremely or very important for attracting talent.

Even if the number of candidates available on the market will increase, recruiting talent (Daniels, 2007) will still be a challenge for Radisson Blu HR. In the context of an unstable market, many valuable candidates will be reluctant to change, preferring to keep their current job even if they are dissatisfied.

Conclusions and recommendations
Any moment of crisis can and must be a moment of reinvention. It is the decisive moment in imposing new currents, from which digitalization and sustainability stand out. Only hoteliers who will find the resources to make the necessary changes in their mode of action will now get through this extremely difficult period (Milard, 2021).
So for the retention of stable employees (Sinclair, 2021) as well as for attracting new talents, Radisson Blu must bring change to the workplace using these strategies:

· Encouraging communication

· Opening to employees

· Creating a collaborative environment, in which employees can exchange ideas
· In the busiest times, employees need to be asked how they are doing and if they have everything they need.

· Providing the equipment and solutions necessary for the anti-Covid-19 protection of both our own staff and customers and suppliers must be one of the priorities.

· It is absolutely necessary to integrate with the ReviewPro system, the financial-accounting application that Radisson Blu works with, but also to adapt the staff reports according to the client's internal specifications, in order to comply with international standards at group level.
· Implementation of a computer system dedicated to staff because the previous one led to a series of problems due to the records kept in various formats.

· The need to eliminate wasted time collecting data and providing regular reports to make proactive decisions about improving staff services, a core value within Radisson Blu

Therefore, to summarize, the dissatisfaction within the reception department, retaining existing employees (Sinclair, 2021) and attracting new employees in this department has the solution of implementing a high-performance system, as used in all hotels in the Radisson Blu chain to increase the speed of all operations specific to this department and to eliminate employee stress.

Promptness in resolving requests, accuracy of information or compliance with deadlines assumed in front of staff, are just some of the aspects of a 5-star value system, which must be continuously cultivated inside the Radisson Blu from Bucharest.

Through a unique philosophy of service through the motto: ‘’Yes I Can!’’, Radisson Blu can offer the vibrant, contemporary and captivating hospitality so necessary now in the hotel industry.
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