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Introduction 

In this assignment I shall provide a critical assessment of workplace culture of the Hotel Industry that I previously worked at as a Receptionist. I shall discuss how Grange Hotels take pride in the diversity of their organisation and the culture, belief, values and ethical behaviour they have towards the relationships they build with their employees, customers, clients, colleagues, stakeholders and the community they work with.  Furthermore, I will analyse the Management Theory of Elton Mayo’s Hawthorne Studies of HRM (Human Relations Management) and how these principles are applied by the Hotel Industry through critically analysing the motivational theory of Abraham Maslow’s Hierarchy of Needs and Douglas McGregor’s Theory X and Theory Y. Thus, how these led to the more contemporary researchers Peelen & Beltman with their modern Pyramid Theory of Relationship building. Therefore, which brings us to the application of modern-day technology of CRM (Customer Relationship Management) in Hotel Management. 
 I will critically evaluate the Hotel and the broader environment in which it operates and how Grange Hotels deal with the ethical side of the business through the work they do with the local communities, charity organisations, stakeholders, and everyone that is involved with the Hotel. Therefore, I will talk about the steps Grange Hotels take to ensure they take precautions and measurement of how they operate with the local environment. I will briefly discuss the way Grange Hotel places great importance to CSR & SCM and how they manage their relationship. Furthermore, I shall analyse the external factors that are affecting the Hotel Industry and how Grange Hotels are dealing with these situations through PESTEL Analysis.    



Background - Grange Hotels
The Holborn Hotel 
Grange Hotels are a chain of Four- and Five-Star Hotels exceptionally located in the heart of London City. The Hotels are recognised for its diversity & culture; its character, history, local traditions infused with modern features. Grange Hotels offer exceptional value and variety of facilities, accommodation and features that are suitable for their customers from all walks-of-life.
Organisation’s Structure
“Grange Hotels are a collection of private luxury hotels located in London. They have circa 2000 employees and operate within the UK.
Grange Hotel’s Policy
Grange Hotels have a zero-tolerance approach to slavery and human trafficking. They are focused on guaranteeing that it has no presence in their supply chains or in any part of their business. They are committed to acting ethically and with integrity in all their business relationships and to implementing and enforcing effective systems and controls to ensure slavery and human trafficking is taking place.
Due Diligence Processes
Grange Hotels recruitment processes are transparent and reviewed regularly. They communicate directly with candidates to discuss job opportunities and to confirm the details of any offer made and work only with reputable recruitment businesses. They have robust procedures in place for vetting of new employees and ensure that they can confirm their identities and that they are paid directly into an appropriate, personal bank account.  
Training 
Grange Hotels provides training to relevant staff as part of their induction and provide refresher training as appropriate” (Grange Hotels, 2019).
Grange Hotels: Business Relationship and Values 

According to Peelen & Beltman, “the word Relationship conjures up thought of feelings that two people have for one another: mutual attraction and respect, consideration, dependency and the like” (2013). It is highly important to build relationships in order to create a safe work environment for the workforce to feel happy and content, and to create a healthy relationship which is profitable for the Business and the people working within the organisation, in the Hotel Industry. “Grange Hotels prides itself on the exemplary values and standards that it sets within the organisation whilst establishing a process whereby illegal unethical behaviour can be freely reported and quickly addressed” (Grange Hotels, 2019). 
The Grange Hotels takes steps in order to maintain the strong guest relationships that are essential to modern day Hotel Industry success. Employees at Grange Hotels “are required to use their skills and experience to provide products and services of a high standard rightfully expected by clients while continually striving to reduce the impact the business has on the natural environment and communities in which they conduct business” (G.H, 2019).
The Holborn Hotel “Believes in a Partnership approach to Supply Chain Relations (SCR), they use fair and transparent procurement methods, in the process of ensuring that payments are made promptly, and supplier complaints are reviewed efficiently to find a mutually consensual resolution”. The aim of the Hotel is “to raise, with clients, the awareness of responsible business practice within the industry and elsewhere whilst facilitating a change in approach to minimise impact on the natural environment and communities in which they operate” (G.H, 2019).
Grange Hotels sets its standards high in the way they provide service to their customers. However, in the event the Hotel fails to deliver, a complaints policy is put in place “to ensure that clients concerns are dealt with efficiently, swiftly and fairly to find a resolution that best solves the situation” (G.H, 2019). 
HRM – Human Relationship Management

“The Management Theories applied by Hotels, in the Hospitality and Tourism Industry are based on traditional and industry-specific practices”, one of the best theories is HRM, that is because “Hotels are in the Service Industry and its focus for Revenue depends on its employees, customers, clients, colleagues and stakeholders”.  
Human Relations Theory developed in the 1920’s. Human Relations Management theory is based upon researched work that people want to be part of a good supportive network that is able to allow them to grow and develop. Therefore, if workers needs are taken care of, they will be encouraged to participate more. It makes them value their work and produce high results. 
The results from “Professor Elton Mayo’s Hawthorne Studies (1933), proves the factor that when workers are happy with their work and work environment, they are more productive.” The workplace relationship enhance productivity.  Therefore, “the more attention paid to employees increased motivation and productivity which results in the Hawthorne Effect”. (1933). “Businesses rely on the productivity of its employees therefore; human relations are very important. Human Relations according to Cambridge Dictionary, is the relationships between groups of people, especially between different workers in an organisation or business.” 
Workplace Relations has an overall effect on the job performance of an employee. Therefore, managers must regulate the staff according to their performance and motivation level and put them in groups to work as a team to build on workplace relationship. According to Woods, the “HRM in the Hospitality Industry is at a crossroads where either HRM will evolve and adapt and become more important in an organisation or will disappear and be replaced by outsourcing and technology.” (1999). 
The best way to deal with employee/customer care and complaints is by the installation of CRM System. CRM is a technology – “a process in which is used to create consistent, repeatable and measurable results.”. Customer Relationship Management practice is the efficient way to “increase customer satisfaction, win customer loyalty and retain the customers which results in increased market share and high profitability (Peelen & Beltman, 2013). 

(CRM Process - Figure 1.1)
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The advancement of these stages recognises the procedures of CRM systems. They have become an integral part of the Hotel Computer System, CRM are important in Hotels, because its aim is to retain its customers through technology advancement and competitive advantage. Hotels recognise the expanding rivalry in the Service Industry and the significance of Customer Retention. To maintain that, service industry searched for different strategies that were applicable therefore implementation of Relationship Management (RM) was presented alongside CRM.”

Diversity and Equal Opportunity 

The Grange Hotels are in the City of London, it is an area of multi-culture. Therefore, it is a multi-cultured organisation. The definition of multicultural: “Be of, relating to, reflecting, or adapted to diverse cultures that encompass racial, cultural and ethnic diversity within the demographics of a specified place such as a school, business, neighbourhood, city or nation” (Wikipedia, 2019).
 “Diversity is defined as the differences among people. The primary dimensions of diversity include issues such as gender, race, and age (Lim & Noriega, 2007).” Regardless, “insufficient attention has been given to the secondary dimensions of diversity such as; communication style, religious beliefs, ethnic customs, relationship status, and general appearance. These differences are generally described as Cultural Diversity (Reece & Brandt, 1996).”
Cultural Diversity “generally refers to the cultural differences between people. The differences that exists in businesses include; language, religion and morals, traditions, dress, societies organisations, and their interaction with the environment (United Nations Educational, Scientific and Cultural Organisation, 2001).”   
 Workplace Diversity is “thought of as religion, gender, age, race, etc. However, issues facing diversity to those that come from labour migration has not been emphasised. (Baum, Devine & Hearns, 2007). As there are more minority groups of people entering the hospitality industry, it is becoming a challenging issue to manage cultural diversity especially to HR Managers in this Industry (Holaday, 2007).”
As a group “Grange Hotels are committed to a policy of equal opportunities and fairness within the workplace. They are proud and value the diversity of their colleagues, customers, stakeholders, and those living within the community. Workforce diversity has always been an important matter therefore, a lot of research has been conducted to help employers to manage issues in areas such as; race, religion, gender, age, etc. (Baum et al, 2007).”
“Grange Hotels have procedures in place whereby employees and others can raise their views or concerns freely and without fear. They strive to engage their employees in all major changes and issues that will affect both the working environment and the company itself”. In fact, the Hospitality Industry are reliant on Cultural Diversity (Christensen-Hughes, 1992). Therefore, Grange Hotels “take pride in the wide range of backgrounds from which they recruit and embrace those talented individuals who bring their own areas of experience and help to build and develop their areas of business.” As a matter of fact, Cultural Differences can have a negative or positive impact upon an organisation, however if these differences are managed well it will not be hazardous but opportunities and benefits for the business organisation (Day, 2007). 
The incorporation of cultural differences; the hotel can prosper from the benefits and opportunities of knowledge transfer, competitiveness and innovation, also quality hiring, “retention and reduction of labour cost. The success of managing cultural diversity helps companies to diversify supply base by doing partnership with minority-owned vendors to cut down cost and drive up the quality (Ruggles, 2003). It helps companies to enhance their reputation in the local communities (Fernandez, 2006).” 









“Maslow’s Hierarchy of Needs (1943)

[image: https://upload.wikimedia.org/wikipedia/commons/thumb/3/33/MaslowsHierarchyOfNeeds.svg/800px-MaslowsHierarchyOfNeeds.svg.png]

Psychologist Abraham Maslow is known for developing the motivational theory in psychology called “Maslow’s hierarchy of needs (Maslow, 1943), it is a pyramid, structured in five-levels of human needs. These five factors affect the work values because the workers are motivated to ensure these needs are fulfilled” (1943). Therefore, Douglas McGregor; contemporary of Abraham Maslow,  through his studies recognised that “workers in an organisation contribute more if they feel responsible and valued, which supports the motivational theory, he agreed with the idea that human require motivation in order to fulfil their needs and developed a theory known as McGregor’s Theory X and Theory Y motivational approach (McGregor, 1960) which identifies the differences between two groups of people.  In simple terms he categorised Theory X as a negative view of people and Theory Y as a positive view” (McGregor, 1960).  
Businesses nowadays are using the Maslow method in ways that best facilitates their organisation. 
Pyramid of Relationship (Peelen & Beltman, 2013)

Peelen & Beltman developed “The Pyramid of Relationships” it is based on Customer-Supplier Relationship. Their belief is that this relationship is best for hotel situation, it would allow the customers in, move them up and keep them on top. The higher they go the more valuable they will be to the Hotel. 
[image: ]
(Figure 1.2) 



Basically, the relationship starts between the Supplier and Prospects. Prospects are people that have not yet made any purchases or used the services. If a purchase is made with the Supplier, the Prospects move up a step and become customers. At this point it is anticipated by the Hotel to provide the customer with excellent service that would meet the Customer Expectation. This should help the Customer to decide whether to return or buy from the Hotel again. Returning Customers will become Clients of the Hotel. Thereafter, becoming clients they are considered as Supporters. This helps develop a sense of feelings for the Hotel, to further this feeling a mutual investment would be made by both parties. The Key to this is Reciprocity. “Reciprocity is the practice of exchanging things with others for mutual benefit.” This stage is when the Supporter becomes the Ambassador. However, for this to take place “the win-win situation would be to co-create with their customers which means they become partners who assist with the creation of mutual value” (Peelen & Beltman, The individual Value Proposition, 2013).
The emphasis for the Hotel Industry to focus on these Relationships are important. This would make the customers return and climb the pyramid through gaining the trust and excellent customer service they received from the Hotel therefore, “create a win-win situation. A good customer focus could be Relationship marketing programs with high levels of customer satisfaction as a goal. The most critical factor is to succeed customer expectations. Although the core product might be the same, the Customer engagement might exceed the competitors which differentiates them, hence why customer engagement is important” (Fukey et al, 2016). 








  
“Grange Hotels CSR – Corporate Social Responsibility
Grange Hotels recognises the importance of proactive engagement and the role it plays in managing the constantly changing social, economic, and environmental Issues within its local communities. The business approach is grounded in beliefs which seek to integrate and maintain practices that promote positive contribution to local life whilst finding innovative ways to minimise the environmental impact on the communities in which it operates. 
The core of this strategy is the strength of the ongoing relationship that Grange Hotels continues to develop with its employees, guests, partners, and stakeholders. Grange Hotel places responsibility at the centre of what they do and focuses on those key areas.” 
Internal areas of responsibility

· Market responsibility/Economic efficiency
· Legal compliance without loopholesCSR (Corporate Social Responsibility)

Middle areas of responsibility

· Values
· Environmental standards
· Labour Standard
· Supply chain Management
· Stakeholders
External areas of responsibility

· Contributions (corporate giving)
· Sponsoring
· Social Activities
PESTEL Analysis for Grange Hotels

Hotels are in the Service business, it is in a highly competitive market of Hospitality and Tourism Industry, they feature many facilities: “lodging/accommodation, Transportation, Restaurants, Health & Beauty Spa’s, Fitness Clubs, Event Planning Services from which they make a significant profit. 
Hotels provide services such as: Accommodation, Transportation, Assistance, Food Service. They are divided into sectors: Tourism, Food & Beverage, Recreation, Events, Meetings, Entertainment and Gaming. 

External factors affecting the Hotel Industry:

Political Factors

Political factors affect the economy of the Country. The objective of the Hotel Industry is to attract International Tourism. Therefore, Hotels in the competitive market must get the support from the Government to help sustain them. The Government charge High Tax on the luxury and star category of the Hotel. In the event of political unrest, civil turbulence, terror attack etc., there are possibilities for Tourism Rates to drop. Therefore, it is necessary for the Government to support the Growth of the Industry.

Economic Factors

Economic factors include: Changes in taxation, inflation, economic growth, interest and exchange rates. 
The Economic change can hugely impact the behavioural aspect of the Hotel Industry because Tourists and Travellers spend significant money on the star category of Hotels, those paying extra for services they demand from a five-star hotel have high expectations. Therefore, the Hotel capitalises on Tourists and Travellers because the more they spend the better it is for the Economic Growth of the Industry. 

Social Factors

Supply Chains
Grange Hotels have a long-established relationship with their supply chains, most of whom operate in the UK. However, they do contracts with suppliers from other jurisdictions.
Grange Hotels are committed to their Partners:
· They provide services to community and local partnerships and projects that are unaffordable. 
· They explore around Limited budgets whilst promoting and supporting the important social message and reach of the organisations they are in partnership with.
· They reach out to the carefully selected organisations they created a Partnership Community.
· They share a broad collection of businesses that share exemplary values and involvement with the communities in which they operate. The categories within the Partnership Community include:
· Business Partners
· Publications
· Art & Culture
· Charities
· Retail
· Sport
· Visitor Attractions”

Grange Hotels place incredible significance on giving a sheltered and secure workplace where wellbeing and welfare of their staff is of foremost significance and advantage the organization in the proceeding with advancement of staff and to give the best help, preparing, and chances to develop inside their potential. They search for those that accomplish as well as can be expected through appraisals put together with respect to results as well as how those outcomes were accomplished and will remunerate every one of the individuals who endeavour to exceed expectations and surpass in their jobs.
“Grange Hotels purchase goods, services, and develop facilities which reflect their policies on equality and diversity. They apply policies across the board and ensure that suppliers from diverse communities have equal opportunity in tendering for contracts. They expect suppliers in turn to comply with and support the efforts to spread good practice in diversity and equal opportunities.

Corporate Social Responsibility

Grange Hotels strive their best to help their Partners. Together they work to improve the understanding of the Social Responsibility which companies are accountable for in relation to the local communities they all work; Wider International Community and the Environment in which it has a direct impact.
It is important for Grange Hotels that all their Partner’s share the same belief, which is to maintain a high level of Social Responsibility through the service and work they provide and do.
Technological Factors

Hotels must guarantee they have the best innovation framework for the proficiency of Hotel Management. The Software’s used by Hotels keeps up and stores client and representative data. It empowers Management to follow the clients voyage and fulfil the need of staff individuals and clients. Hotels outfitted with high technology systems are seen by clients as being progressively secure and safe. It diminishes the work exertion and improves huge outcomes. 
Clients are pulled in by the free utilization of Wi-Fi and business clients use innovation coordinated Hotels, it accomplishes consumer loyalty which is planned for income. This outer factor would affect the Hotel Industry at an incredible scale.

Environmental Factors

Green Credentials – Eco Friendly Hotels in Central London

Grange Hotels stands by the belief that businesses are responsible for the Health of the environments in which they do business. Grange Hotel puts emphasis on developing strong environmental practices and operations in a sustainable and responsible manner.
It is strongly committed to reducing environmental impact and strive to reduce carbon footprint in all community of operation. The continuous reviewing and improving the environmental performance are key within the strategic development. Grange Hotels are constantly on the look-out for new innovative ways to meet high environmentally-friendly-targets.

Ways to achieve this aim is by:

· Minimising consumption of natural resources by using modern technologies to reduce its reliance on non-renewable sources (incl. use of solar panels, bore holes, green roofs, HVAC systems, and combined heat and power systems).
 
· Waste reduction through the encouragement of recycling and re-using as well as limitation of environmentally hazardous materials.

· Incorporating of environmental considerations into procurement decisions to drive collective impact on environment.

· Encouragement of staff and customers to do the very best to help reduce environmental impact of modern business, to use environmentally sensitive transport methods where possible. 

Environmental climate factors, for example, flood, storm, tropical storm directly affect Hotel businesses. Hotel industry must avoid potential risk and estimations for such occasions and to take control on schedule, this limits the inconveniences. 
Natural factors, for example; violent wind, cyclone, tsunami, seismic tremors, earthquakes, influence the Hotel Sales.

Legal Factors

Modern Slavery Act
Grange Hotels are committed to improving procedures to combat slavery and human trafficking both within their own business and that of their supply chains. As part of their due diligence processes, they make enquiries with all new suppliers as to the mechanisms they have in place to combat slavery and human trafficking and they require all new suppliers to express their commitment to comply with the Modern Slavery Act 2015.

Legal environment is necessary for the development of the Hotel Industry. The laws set up are for the assurance and wellbeing for Hotel employees/customers and the community they work with. Such as; health and safety law, discrimination law, diversity and equal opportunities, modern slavery Act and gender pay.”

Organisations and its Ethical Views

There are many organisations that view ethics in a negative way. That is due to their belief that work ethics constraints profitability. “That may be true because adopting the ethical practices does reduce the profit a business makes. However, in the long-term the profitability remains positive. As mentioned by Wallace, in his research that those businesses that do what is ethical and moral to their employees and clients generate long-term benefits” (2008).
Grange Hotels upholds its ethical practices and has established a healthy environment outside and within its organisation. “A reputation for ethical practices can be a competitive edge” (Dozier, 2013), being a five-star hotel, the Holborn Hotel set very high standards in the way it works, it recognises that Service is most important to its customers, but it’s the quality of the service and the ethical practices of the Hotel that brings a customer back. People want a service with a smile, not over worked human beings that work like robots. Therefore, Grange Hotels continuously strive towards building and maintaining its relationship with its partners and stakeholders. The SCM and CSR are core of its business with whom Grange Hotels hold very special ties with. 
High authoritative ethical and moral practices can fundamentally add to efficiency by limiting the expense of the “business transaction, establishing customer loyalty, creating trust with suppliers, maintaining social capitol and successful team of employees. Hotel Management’s ethical perceptions often change and are complicated by certain factors such as demographic structures, religion, values, customs, manners, family and culture (Peceri, 2010).” 
Ethics & Morals are frequently utilized together. Ethics refers to systems of behaviour that is focused on duties and moral obligations. Therefore, displaying how one should behave. It recognises “what is right from wrong and promotes individuals to do the right. However, Morals refers to what is right and good conduct and character. The values that define Ethical Practices are: Trust, integrity, respect, honesty, accountability, caring for others, leadership, responsibility, and seeking of excellence. The Hotel Management must have these values within their organisation as they are critical in the success of any organisation (Stevens, 2008).” 

Ethics in the Hospitality Industry

[bookmark: _GoBack]“There is a developing concern for business morals in the Hospitality Industry as Hotel Management are faced with ethical dilemmas in their daily tasks. There are many complex and interesting ethical problems that affect the Industry whose business ranges from Restaurants to tourism-based businesses. Unfortunately, the nature of the hospitality business puts its customers and employees in vulnerable situations where they are faced with abuse, dishonesty, theft etc. The ethical challenges faced by the Hotel Management are not new to the Industry, however this has been a long-standing issue within the Hospitality and Tourism Industry. For instance, in 1898 Caesar Ritz and his Auguste Escoffier Manager and Chef respectively were discharged from London’s Savoy Hotel for accepting less weighing food deliveries and extorting commissions from suppliers thereby using the hotel for their own gain and profit (Fennel & Malloy, 2008).”
The Hotel Management currently are faced with many dilemmas surrounding the work environment, where they are having to deal with dishonesty and trust issues. The number of complaints against customers, employees and employers are rising and these are due to ethical issues. The Managers are daily faced with the difficult task of having to decide “what is ethically right and could be controversial. The increasing of workplace diversity and multicultural backgrounds makes ethical problems more complicated. The Hotel Management are faced with accusations of harassment, discrimination, theft, on the context of gender, race, belief and age which can lead to law-suits. The cost of legal actions is enormous and time consuming, no Hospitality organisation wishes to face a lawsuit (Peceri, 2010).” 
The right ethical action is not always obvious. Hotel Management must think of different strategies and ways to deal with these types of issues when they arise. Researchers have identified that with the changes of globalisation and influx of migrant workers the workplace environment have changed tremendously creating a cultural diversity. Therefore, the mixture of these factors, high turnover of the Hospitality sector and employees that work part-time are indeed a recipe for ethical disaster. 






Recommendations

Grange Hotels are already an established organisation therefore, it has been identified their main objective now focused on the wellbeing of their employees, customers, colleagues, partners and stakeholders and the local community. They strive to keep the environment safe and secure for everyone to enjoy coming into work as part of a family rather than in groups or teams. Employees working for Grange Hotels, take pride in their work and knowing that they are working for a reputable company gives them a sense of pride and joy. Hotels that have a good reputation are respected by the workers and customers. It creates customer and potential worker traffic because everyone wants to be a part of that organisation. 
Therefore, it is suggested that for the business to sustain it is necessary for the Hotel to continue to support its employees and everyone involved because it is the workers that are the main asset of the organisation therefore, without their support the Hotel would not be able to sustain itself. 








Conclusion 

Hotels in the service business are socially and ethically responsible. They can create jobs for various talent of people as well as retain qualified workers because the way the organisation upholds its values and practices, which in return creates valuable workers whose intention to leave lessen through the values and respect one develops for the company. Ethics in the Hotel Industry impacts on turnover, customer satisfaction, customer loyalty, job satisfaction, business commitment and the overall success of the company. Employees that work in an Ethical environment are more satisfied within their job role, loyal to their organisation, provide top quality services to customers and are likely to remain in the same organisation for longer. The higher the level of satisfaction the more they are committed to the company and the lower the turnover.
With the continuous changing competitive environments of the Hospitality and Tourism Industry, the Hotel Industry now must change its focus in order to stay ahead of its rivals other than ordinary methods of lower costs, extra services related to a sell or higher quality product or service. Customers these days knows that competing services and products that are offered to them are similar in quality. Therefore, the Hotel Management in the Hospitality and Tourism Industry are realising that competing based on value alone prompts inconsistent market and uneven profits. The Hotel Industry Management are acknowledging this by cooperative relationships and more effective partnerships with their consumers. It has now become obvious that consumers are more attracted by the moral practices and friendliness of the Hotel environment. It has been identified that businesses that apply what is moral and ethical to the employees and clients promote long-term benefits for everyone in the organisation.
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