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[bookmark: _Toc49426493]Introduction

	The hotel industry is characterised by a large presence of the human factor. The main activities related to the supply and sale of the hotel products are largely dependent on the service staff. In the process of service, the staff influences the general impression of the guests about the quality of the services provided to them, both in a positive and in a negative aspect. The quality of service and customer satisfaction depend to the greatest extent on the accurate, adequate and professional work of the staff making direct contact with guests. In order to achieve trust and loyalty in customers, managers need to know how to influence employee behaviour, as a major factor in the company's performance is organisational behaviour. (He and Li, 2010)
	The purpose of this report is to assess and provide appropriate and practical advice on organisational behaviour, in particular managerial behaviour, that may influence people's behaviour within organisations, based on the scenario described in Appendix 1. The theoretical issues which are drawn include customer relationship management, communication and quality management. 

[bookmark: _Toc49426494]Organisational behaviour  

	Organisational behaviour is defined as the science of describing, explaining, predicting, and managing human behaviour in organisations. (Mullins and Christy, 2010) In essence, the human factor embodies the individual, the team and the relationships between people in it. Therefore, organisational behaviour is defined as the actions and attitudes of people in organisations. In this context, it can undoubtedly be accepted that the creation, existence and sustainability of any organisation directly depends on the potential (mental, creative and physical), behaviour, capabilities and level of development of the human factor. On the other hand, knowledge of the factors influencing the behaviour of the individual allows the manager to make an overall assessment related to the individuality of subordinates, as well as the application of various methods of managerial influence on their behaviour to achieve sustainability of the management system. In other words, understanding individual behaviour is crucial to management effectiveness.
	The behaviour of the human factor is the basis for the emergence of various situations in the hotel industry. One such situation is described in Appendix 1. Central to the scenario is the communication and management style of the manager, the organisational culture and the way  employees behave.

[bookmark: _Toc49426495]Customer relationship management

	Customer  Relationship  Management  is “the  management  approach  that  involves  identifying,  attracting,  developing  and maintaining successful customer relationships over time in order to increase retention of profitable customers”. (Sigala, 2004)
	The competitiveness and performance of hotels depend on their ability to satisfy guests professionally and efficiently. (Olsen and Connolly, 2000) Developing CRM is a strategy that can increase  productivity  and  guest  loyalty. On the other hand, properly implemented and managed CRM assists managers to redirect the employees’ behaviour toward performance improvement in their work. (González and Garazo, 2006) CRM data collected by each hotels’ department helps the manager to visualise employee engagement, efficiency, and job satisfaction. An employee who constantly shows high efficiency will be rewarded, and the feeling of being appreciated increases their satisfaction, loyalty and motivation.

[bookmark: _Toc49426496]Quality management

	According to Mescon, management is a process that includes management functions planning and decision-making, organising, leading, coordinating, motivating and controlling focused on material, financial, human and information resources, in order to effectively and efficiently achieve organisational goals. (Mescon, Albert and Khedouri, 2009)
	Quality management is focused on the activities and resources in the organisation in order to achieve full compliance between the final results of its activities and the standardised requirements for the purpose. Combining organisational culture and organisational behaviour with quality management increases the quality of customer experience, which reflects on customer satisfaction and loyalty. (Symes, 2020) The implementation of the Total Quality Management - TQM system gives the company a competitive advantage.

[bookmark: _Toc49426497]Communication

	Effective communication (verbal, non-verbal and written) is vital in hospitality operations as it is a driving source of transmitting the procedures, policies, plans, goals and strategies to the different departments and  levels at the hotel . “Customers evaluate the quality of service, at least in part, on the manner in which information is communicated”. (Wolvin, 1994)
	The effective communication reduces the competition within the teams. By communicating employees' responsibilities and roles, the managers forms highly efficient and productive teams. On the other hand, ineffective communication or lack of such has a negative impact on the employees’ behaviour and organisational performance. (Bansal and Gautam, 2020)

[bookmark: _Toc49426498]Practical issues coming from the scenario 

	The first impression of the delivery of the service creates positive emotions in the guest which is a result of the kind, warm and sincere welcome from the front desk staff. This is due to the emotional and social behaviour of the manager, which in turn affects the emotions of employees and business results. (Kaplan et al., 2014) Soft skills such as emotions, aesthetics, and social relationships that front office employees use are a powerful tool for providing high-quality services (Baum, 2006).
	During the scenario, the guest's feelings range from admiration for the welcome, through boredom from the long check-in, and finally to feelings of dissatisfaction and frustration at not delivering the right service. In this case, a well-trained staff will meet the customers' high expectations.
	Double-booking or overbooking is very common in the hotel industry. This is the most unpleasant scenario for any manager. Such incorrect reservation also occurs in the presented scenario. The situation leads to a great amount of stress and confusion for both the front desk staff and customer. Planning is a management task which is critical when taking room bookings as they are limited. Using an appropriate property management system that allows tracking bookings in a much more accurate and efficient manner is a priority solution for the management team. The manager does display other tasks such as negotiating and controlling and appears to be leading in order to reach a solution. He is ready to negotiate, which determines his behaviour in conflict situations. Providing a rate reduction could be a good brand-building tool.
	From the subsequent meeting described in the scenario, it can be concluded that the situation with the unprepared room for the guests is due to delay or lack of communication between the front desk department and housekeeping department. The communication is a two-way process of sharing ideas and feedback. Referral to the communications and quality management, optimal maintenance of clear communication between departments in the hotel, will ensure compliance with the quality standards that the manager and employees aim to follow. 
	The good communication skills of the manager allow him to respond directly and clearly to customer complaints. By enhancing his communication skills, the manager becomes more trustworthy and approachable. Moreover,  he apologises and offers a solution to the guest. This shows he cares about their problem and wants to make them satisfied. Once again his communication skills help to resolve a difficult situation.
[bookmark: _Hlk49425132]	In the given scenario, the hotel manager faces some guest service and operational problems such as front office staff not being able to speak English, the room not meeting the reservation requirements, that guests being expected to carry their own luggage  in a five star hotel and etc. All of these problems are related to the quality of management and include a variety of organisational characteristics which provide insights into the importance of organisational culture as a critical management tool. (Glover, 2008)
	The language barrier is another issue. The low level of language proficiency leads to poorer service experience and this influences the guest’s satisfaction negatively. (Harzing, Köster and Magner, 2011) Hotels operate internationally that's why when working at the reception, the language skills are essential. According to Spencer-Rogers and McGovern (2002) “language has been studied as a part of cultural differences and has been recognised as a barrier to successful communication”.

[bookmark: _Toc49426499]Recommendations

	By using the practical advices below, the managers can start managing appropriate behaviour among the employees, so that to increase guest satisfaction.
	Due to a wrong message or miscommunication, the housekeeping staff has prepared the wrong room. By building a reliable and appropriate communication system that will receive and store messages, such a case can be prevented. Clear communication between departments is a key to maintaining customer satisfaction and loyalty. The cross-training to employees will improve the teamwork and will promote mutual collaboration and understanding of roles.
	In order to improve the efficiency of processes in the hotel departments, such as in multilanguage communication or check-in and check-out process, training should be provided. However, a printed document could be provided in a range of languages to explain check-in procedures.
	Performance appraisal, training and coaching are methods to manage employees who are expected to do what's expected. Another methods for managing staff are employee surveys, team-building concepts, such as quality circles, and customer focus groups, can enhance the communication processes.
	There was no advance notification, in a timely manner about any changes to the original accommodation booking. The guests should be informed in a timely manner of any changes in the conditions of their holiday. So, if they have chosen a specific accommodation and the hotel fails to book it, the guests must be notified in writing, and also the hotel must obtain their consent to book another type of room. Although, customers have not made a complaint, the manager could offer a refund of at least the difference in cost and extra compensation for not getting the room that was promised and confirmed. Another way to compensate for costumers’ inconvenience could be to send a fruit basket and an apology card. 
	The CRM system is a powerful management tool that helps to effectively manage the business. Each hotel has a certain organisational structure (Stverkova and Pohludka, 2018) and with the help of the CRM system the management strives to provide its employees with all business standards. Such a well-established and implemented system is an essential prerequisite for good business management, planning and control.

[bookmark: _Toc49426500]Conclusion

	Modern hotel organisations, the people working in them, and their managers must come to understand that despite the fact that they are spatially united and have common goals, they are different. They have individual features that are unique and unrepeatable, forming their strengths and weaknesses. Organisations in the form of their management teams should have a stimulating effect on individual and group behaviour and thus activate their strengths, as they can be useful both for the individual and for the organisation as a whole. Management teams that are able to manage the impact of this factor will gain a competitive advantage over other organisations. On the other hand, in order to improve the organisational performance, effective leadership behaviour and great team is a necessity. 
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[bookmark: _Toc49426502]Appendix 1

	This scenario is based on issues which arose in winter 2019/20 related to a booking for accommodation in a five-star resort on Phu Quoc island, Vietnam. The hotel has very impressive-looking main building and several houses with 8 apartments, situated near the beach.   The advance reservation was for the Deluxe Double Garden View room for 4 nights, made through the website Booking.com. 
	Upon arrival at the hotel, the staff provided a warm welcome and the greeting also included welcome drinks.  Initial impressions, therefore, were positive. However, it quickly became evident  that the front desk staff did not speak English and this resulted in a delay to check in whilst waiting until an English-speaking employee was available. 
	After check-in, the concierge provided an escorte to the room that was in one of the houses.  The facilities within the room did not match the reservation that had been made previously.  One example of the room not complying with the reservation was that it had twin beds. A detailed explanation was provided to the concierge, emphasising that this was not the room that had been booked and the accommodation specified in the original booking, that had been paid for was a priority requirement. The communication was very difficult because the concierge had limited knowledge to speak English. After several phone calls between the concierge and the receptionist, it was necessary to return to the reception with all luggage. There the manager was waiting, who apologised and explained that the room that had been booked would be free from the next day. As compensation he offered a room with a sea view which was more expensive. An escort was provided to the new room with all luggage. The room was in the main building on the ninth floor. This was not an acceptable solution to the problem as the room was very warm and the use air conditioning was not acceptable to the guests.  A return trip was made back to the front desk with all luggage. Then the manager offered a stay in the room with two beds for one night and the next day to accommodate the guests in the room which had been reserved and paid for. This solution was not acceptable and the outcome was to rented the room originally offered. 
	At the daily briefings at the end of the day, the manager asks for an explanation from the staff. The receptionist explained that no suitable room was available at the time of check-in. The explanation of the housekeeping manager is that, despite the availability of a room and staff to bring the room to the established standards, he never received a message to prepare the room for the coming guests.
	Fortunately the guests did not complain.
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