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1.0 EXECUTIVE SUMMARY:
Pearl continental has a good reputation in the hotel industry in Pakistan. It has a great share in the Pakistan economy due to its profitability. But macro environment factors highly affect its profitability especially political factors. For the hotel industry political factors are highly concerned. The stability in the Govt. affairs is directly affecting the hotel industry. PC always ready for new challenges and it also try to invest in the other cities of Pakistan. They have systemised environment in hotels. They train their employees on high degree to give their hundred percent because the main motive of PC is to give best food and service to its customers.





















	
	
ORGANISATION: PEARL CONTINENTAL HOTELS AND RESORTS (PC)
2.0 INTRODUCTION:
                          PC (Pearl continental) hotel is established by a young entrepreneur Mr Sadruddin Hashwani in 1960. At the starting process, they operate their company as a trading company but the inordinately will power and the vigilant thought took the Hashoo company on the new heights, now it becomes the largest hotels chain in Pakistan. It operates seven five start hotels and resorts in the major cities of Pakistan, with focus on different departments of hospitality. Every hotel has the same policies to find new markets, gain opportunities to move forward and compete opponents and maintain their position in the hotel industry.
Pearl continental hotel (PC) have always top of the list in hotel industry of Pakistan since its establishment, by its good quality of food and services. The satisfaction of customers and employees, high class services and introduce the Pakistan tradition and culture is the symbol of PC.  Pearl continental (PC) have successful position in the five star luxury hotel industry in Pakistan, making their markets in Pakistan major cities, Lahore, Peshawar, Bhurban ( Murree), Karachi, Gwadar, Muzaffarabad and Faislabad. The group is consistently focused on the new projects in the other cities. Moreover it always works on the improvement of existing branches to gain success locally as well as internationally.



3.0  SIZE AND STRUCTURE:
In 1960 Hashoo group is a trading company, in 1985 it acquires Pakistan services limited (PSL). After acquirement, in 1992 hashoo group opened its first hotel in Bhurban. In 1996 it expanded program of pearl continental Lahore, 2005 in Gwadar and 2007 in Muzaffarabad.
Now it is largest chain of hotel in Pakistan which provides different services to its customers locally as internationally. They not just provide the food and room services, they also provide privilege club, organise meetings, seminars, wedding and events.
Inside the organisation, the   culture of PC is the mixture of mechanistic and organic values. Every department has a proper and clear structure.
PC appointed qualified people who have knowledge in their related field to serve more quality and standardized food and services.
PC work on chain of command, which means everybody knows his duties and his department head that they are answerable.
	
Every department have supervisors which work under managers. Every supervisor has a team of professional members which work on the instructions of the supervisor and report them. Supervisor job is to give all details to manager and make future plans.
Employees also have rights to involve in the future discussions and giving their opinion. This helps PC to work efficiently.
 3.1 GOALS, MISSION AND VALUES:
     VALUES:
Safety at work
Hotel hygiene
Physical maintains of rooms
Provide better services to customers
Communication with guests
Trained and qualified staff
    GOALS:
   Quality of services: 
 PC gives first priority to provide good services to their customers. PC always try to bring new things and innovations to make their service more better.
    Customer satisfaction:                                                                                                                                                                                                                                            
In hotel industry customers are the main focus, hotel takes every step to satisfy their customers by providing good food and best services. The goal of PC is also to make their customers satisfied.
   Customer’s loyalty:
 PC also provides a very friendly environment to its customers and also makes contact with its customers through online reviews which make a good bound between the customers and the organisation.
   Brand name:
Brand name is the asset of any organisation, PC also try to maintain its brand image.
   MISSION:
     Good will in the market:		                                     
	
 The brand name and market reputation is difficult task to maintain. PC always try to prepare itself for future changes that is why in the seventy years PC did not face any difficulty in the market regarding its reputation.
   Market research:	
PC tries to find new markets in the country and keeps planning to open new hotels in the other cities of Pakistan.
    Maintain standard:                                                                                                                                                       Give quality service and continuing improvement, PC research on customer’s demands and technology innovations to satisfy their customers.
4.0 PC CUSTOMERS AND THEIR EXPECTATION FROM THE ORGANISATION:
 PC is a five star hotel, which provides the best service to its customers in Pakistan. Satisfaction of customer is the main focus of the organisation. PC branches are mostly located in the big and busiest cities of Pakistan. Mostly the customers are international tourists, international players, businessmen, politicians, local families etc. PC mostly arrange official conferences, seminars, international meetings, wedding events etc, so the biggest responsibility is to provide high class service to their customers and satisfy them. 
              Being a Pakistan largest hotel chain, the customer’s expectations from the organisation are so high. They expect from management and staff excellent service, good food, easy access, parking, quite and comfortable areas, better security system etc.
Tourists are the most special customers of PC, they expect from the organisation, information about the culture and historical places. Lahore, Multan, Karachi are famous for their history, there are lot 
of historical place to visit and see different cultures. PC plays a vital role to introduce Pakistan culture by providing proper guideline about the areas and also provide travelling facilities. 
5.0 PESTLE ANALYSIS ON THE ORGANISATION (PC):
PESTLE analysis identifies the internal and external factors of an organisation. PESTLE stands for:           
P political, E economical, S social, T technological, L legal, E environmental.
   Political:
Political stability is the most important factor for any organisation. If there are some issues in political terms occurred, they directly affect any organisation. Hospitality department is more likely become the victim of political instability. Same in the case of PC, past seven years are highly affected PC reputation specially 2011 blast in Peshawar branch.
    Economical: 	
 PC is the Pakistan leading hotel industry, security issues and economical slam affect the net profit of organisation.  Due to provide high security service the costs related to security increased. PC plays major role in the GDP of Pakistan. In 2007 to 2012 it faced fluctuations in its annual income due to dropping foreign exchange rate, increase inflation rate and decrease the approach in international markets.
    Social factor: 
PC provides a very traditional and cultural way of hospitality services. In every city, the infrastructure reflects city’s culture and social norms. They also provide speciality of that city in their food, outfits and with services.
    Technological factor:
 In the technological world, no one can deny the importance of technical changes. PC also adopted the new technology and prefers to do continuously search on new innovations. PC introduced the new App system where you can see the new offers, current rate, facilities, share your experience etc. 
    Legal factors:
 In hospitality organisation, legal factors are important because of their reputation. Hotel industry directly related to their customers. If they know some issues, they probably refuse to take facilities from them. So PC always struggles to maintain its reputation.
    Environmental factors:
 For the hotel organisation environmental factors highly important because the weather change affect the profitability of the organisation. Geographically it is important to locate in very convenient and beautiful places to attract the people. PC provides its customers the best locations of the cities and easy access.                                                                                                                                           
6.0 ROLE OF EMPLOYEES AND THEIR SUPPORT TO ACHIEVE ORGANISATION’S GOALS:
Employees play an important role in an organisation to make the culture of the workplace. Employees create environment of any organisation either friendly or complicated. There are different types of employees in any organisation.
Some employees are particularly concerned about the organisation rules and regulations. They try to give full intention to their work and complete their task on time. They avoid to waste time in idle talks and activities. This kind of employees makes a strong culture of organisation.
On the other hand some employees have no affiliation with the organisation, they just work there for their earnings. They at least bother the policies and do their duties just for their job. For this type of employees management have tough duties to force them to do well for the organisation reputation. On their head, team leaders must be appointed to monitor their activities and guide them. This type f organisation called a weak cultured organisation.
As a psychological concept, a person’s internal mental state relates to the induction, itinerary, continuity, strength and expiration of human nature (Landy and Becker, 1987).
Human psychology is very important to satisfy in every field. To satisfy human needs there is extrinsic and intrinsic reward theory is used. If the organisation understand the employees needs than they perform well for the organisation. On the other side if the organisation wants to get good result then it important to specify the goals to employees. Specific goals lead to higher performance than general goals. This is particularly important point to remember because managers have a tendency to set goals that are too general for their subordinates (Carroll and Tosi, 1973).
Individual given specific challenging goals either outperformed those trying “to do their best” or surpassed their own previous performance when they were not trying for specific goals (Locke, 1981).
7.0 IMPORTANCE OF TRAINING AND DEVELOPMENT:
Training and development have direct relationship with the organisation and the performance of employees. Basically training, training is a formal systematic modification of behaviour through learning, instruction, development and planned experience (Michael Armstrong, 2000). Study proves that costly but effective is actually less costly when it gives you back in result rather than cheap and ineffective training (Ginsberg, 1997). So training and development for employees is necessary especially for hotel industry (Partlow, 1996; Tihanyi et al. 2000; Boudreau et al. 2001). Customer service depends on the customer’s satisfaction (Tsaur and Lin, 2004).
The pearl continental hotel hires different employees for the different departments. Pearl continental also train their employees in different ways. They have a training department with in hotel which trains its employees on regular basis. They provide the knowledge about the new innovations and requirements. Second they also provide the opportunity to those employees who have the potential to get higher training. PC arranges international tours for employees to the world’s first class hotels where they get training as professionals. The aim of training employees is “achieving higher cost performance” and good performance related to customer’s satisfaction. The       main goal of any hotel is higher quality, lower costs and increased productivity which provides the firm greater market share and enhanced competitiveness level (Deming, 1982). Different studies to manufacturing and services support the organisation idea (Flynn et al. 1995; Kaynak, 2003; Heras, 2006). Thus training and development and performance are important in outcome (result) and they are directly related to each other.
8.0 ROLE OF AN ACCOUNTANT IN AN ORGANISATION:
In different organisations accountant may vary according to types of the organisation like they can fill Technical, Managerial or Advisor roles. Accountant collects, analyse and report on financial data. An accountant generally makes financial statements and report on financial records which was gathered by the bookkeepers.
They help organisations that they comply with financial laws and regulations. They help companies in their decisions making on strategic level. They also help to give feedback by looking into data available which is ultimately help in making future strategic decisions. Accountants are much important in company as they can provide and facilitate on time of need. For example they provide support and help in reducing business cost, increase profits and reducing the risk that the company might face.   
8.1 SKILLS AND KNOWLEDGE:
In listed company, the accountant should have the right qualification and skills to carry out the role’s responsibilities. It is required by the law that the person responsible for making company accounts should have the qualification and extensive knowledge of relative laws and updated standards. The suitable qualification for an accountant can be as follow:
     	A Chartered Account 
	An ACCA Professional
             Have Graduation in Accounting Subjects
Along with the qualification the right skills and experience is also important, as an accountant can be specialized in many departments like taxation, company accountants, reporting and creating financial statements. It depend on the requirement by the company in which area they need an accountant and if they need many departments to be filled, then they may have to recruit different persons for the completion of the tasks required. 

9.0 TRAINING AND DEVELOPMENT REQUIREMENTS:
In training and development health and safety is the most important fact. Organisation should train their employees about the health and safety at work place. On the work place people should train enough to not just safe themselves or the other people as well in any critical situation. Employees should also train their specific field so they can do their best. Especially in the tourism department you meet different kind of people inside the country as well as outside the country, to meet their requirements you need some specialists or professionals for fulfil the customer needs. The study shows that if you know properly to your work place safety and motivation to performance safety, affects the individual performance at work (Griffin et al. 2000). In the tourism sector it is quite hard to satisfy customers, so you need extra abilities to deal them. That is why organisation should train and give opportunities to their employees to do their best. Either you are a degree holder but in practical work you need training to understand the work. 
Train also motivate the employees because through training they gain confidence with their work. Motivation is the power for an individual who also impact the others to groom and polish themselves (McClelland, 1975). Effective and proper training on food quality gives support to organisation in two ways, reduce the chance of wastage and second support the colleagues (seamen et al. 2005). On the other side social skill training have a very positive effect on the customer service. Employee provides a good quality service to their customer within the hotel (Gararan, 1997).


10.0 CONCLUSION:
The study found that pearl continental (PC) hotel has a good reputation in the Pakistan society. They also provide the high quality service to its customer. PC is the also adopt the new variation with the time or requirement, they adopt new technology in their every department, through technology they in touch with their customer and get feedback. The most important thing about PC is that they introduced the real culture and colours in their hotels. In every city the interior and design depicts the culture of that city. The locations of hotels are ideal and also easy assessable from the airports and train station. 
Customer’s satisfaction is the main purpose to the organisation. The manager in the hotel may mainly focus on the customers on the following grounds:
Hotel should understand the customer needs and give service to its customers more quickly and efficiently. 
Customers mostly chose the hotel which has high range of variety in their service like food, entertainment, pool facility, bars, café and ice cream polar etc. therefore manager should focus on these facts.
The relationship between the employees training and development with the performance of individual is important especially in these days because modern business change every day in new technology, trends, and new opportunities. Organisation should also focus on the new challenges. To meet the challenges organisation should prepare excellently.
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