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	This report has been written in order to analyse the efficient use of the human resources within a hospitality industry business, a hotel, which is under a new management. In order to successfully manage the existing resources, there are steps to be followed to rearrange and to boost the hotel’s occupancy rate using the most reliable methods. Even though the hospitality industry is a changing and dynamic field, issues could be overcome if the resources (financial, human and material) are used accordingly. “One of the means that firms can purportedly use to cope with rapid and continuous environmental changes is strategic entrepreneurship (SE), a combination of strategic management/planning and entrepreneurial, innovation-oriented behaviour.” (Kohtamäki, 2012, p. 159)
[bookmark: _Toc22889204]What influences the personnel?
	The factors which could influence the human resources and their efficiency are related to the external environment and to the internal one mostly. Therefore, the environment is represented by the PESTLE analysis and the SWOT one. Practically, the PESTEL analysis outlines the factors on which the company/hotel in this case cannot control. For instance, the political instability in UK is affecting the hotel directly. The Brexit and its postpone is affecting the economy due to its uncertainty. The economic factor is also going to suffer due to changing rates in transactions. For example, if the hotel is going to be booked by international guests from another EU country, the sum of GBP will be the same to be paid, but the amount of currency of the guests might vary. The social factors conclude mostly the lifestyle of each and every individual and, moreover, it is a dynamic change because of the new trends of travelling styles which means it could be a decrease/increase. For example, the social factors could determine the business operations undergone at Hotel International and how employees should behave with their guests based on the new lifestyles’ patterns. More, if there are unethical procedures, the imagine of the company could suffer and a low-quality imagine of the hotel could be shown affecting the revenues indirectly. The technology, however, is the biggest competitive advantage in the hospitality industry because of the fast communication between two parts. As an example, if there are any issues with one of the systems, the employees can easier identify and solve the problem occurred. Therefore, time is saved as time is also a resource which needs to be used efficiently within the steps of one operation. Laws could represent the policies and regulations hotels must confirm to. For example, after the Brexit, the laws could affect the employment in the travel and tourism industry and, therefore, in the hospitality subindustry. The environment part of the PESTEL analysis is represented by the footprint of the hotel on nature. If there is a high level of emissions, the hotel could be affected by the regulations to protect the environment. More, a recent study shows that people would pay more for a sustainable product/service in order to take part of the manifesto. (GlobeNewswire, 2019) Therefore, being eco-friendly as a hotel (recycling for example) could mean a lot to the image of the hotel.
	The SWOT analysis shows the strengths, weaknesses, opportunities and threats of the business. This analysis could improve and solve internal issues by seeking solutions to the problems. As there is a clearer vision of the business operations which uses the resources in an effective manner. In instance, the strengths could be the that the hospitality industry is not substitutable, and that people will continue travelling. Another strength would be widening the job opportunities in the hospitality industry; creating new workplaces. The weaknesses of such industry are, yet, that it is directly affected a lot by the political sector, and it has a high seasonal dependency with a low productivity. The opportunities are represented by the higher demands of quality which adds a lot of value to the services offered. Another big opportunity would be the globalisation which could lead to even more international visitors to South Wales and, therefore, bigger revenues. The threats would still be represented by the big black market which is lowering the chances to a better positioning of the hotel. As South Wales is an incredibly beautiful place to visit, other competitors on platforms like Airbnb would easily take away the possible guests. (AALEP, 2015)
[bookmark: _Toc22889205]UK employment in hospitality industry
	The hospitality industry is the 3rd biggest employer in UK with a total of over 3.2m jobs. However, a report shows that “the most recent quarterly employment data has shown a third consecutive year on year decline in employment – the first notable decline in employment that the hospitality industry has experienced since the 2008/09 economic downturn.” (UK Hospitality, 2018) As stated in the PESTEL analysis, the future of tourism in UK is still uncertain because of the leave of UK from the EU. However, the key measures for a direct economic impact is related to the employment, the GVA (gross value added), taxes etc. 
	The operations which take place inside of the business represent are defined by Johnston (1994) as “a body of knowledge, experience and techniques covering such topics as process design, layout, production planning, inventory control, quality management and control, capacity planning and workforce management.” Then, the theory applied to the case of the hotel is that the personnel could be offered clear processes that they need to follow in order to respect the hotel’s culture (guestology). Even though the employment market is a dynamic one, the ideal candidate working in a hospitality industry (in our case a hotel), he/she should be friendly as it takes part from the part of delivering the value proposition, which is a service. “In the accommodation sector, research has trended to focus on alternative ways in which hotel profitability may be managed. Such studies centre on hotel design, property management, the use of information and information systems, and yield management. In fact, yield management appears to be the single most researched topic in the hospitality operations management area.” (Jones & Lockwood, 1998) There are a couple of studies which have been made in order to analyse the connections between the guests history and how the patterns repeat, to what extent the whole details are held and how they are used in order to generate a customer loyalty. The history of guests shows that there is an importance in building a good marketing information system and offering the staff training.
	As a new general director, the ideas of changing the hotel’s culture could be a good one. In a more extent way, the idea of refreshing the image of the hotel would attract more customers. In addition, “there is an increasing trend for hotels, like airlines, to operate loyalty schemes that can generate incremental income and enable a detailed database to be kept on their most valuable guests.” (Jones & Lockwood, 1998) Thus, training the staff would offer the best qualitative service to new customers which also would attract them to the loyalty scheme. 
[bookmark: _Toc22889206]How to deliver the expected services?
	As the customer would expect certain aspects when receiving the services provided by a hotel, the manager needs to ensure that it is delivering what it is supposed. Goleman (1998) stated that the emotional intelligence in a workplace context is the most important quality an employee could have. More, the emotional intelligence is known also as “maturity.” (p.6) The employee needs to be trained and taught how and when to act in case of anything, but he/she needs to have his/her own thought of making a judgement in a fast-dynamic environment. This also determines a very flexible candidate who would fit a position immediately. Businesses are mostly looking for individuals who are capable of being able to “multi-task” and being able to handle together issue, subsequently solving them. 
	So, in order to deliver the expected services, the new general manager needs to know the existing customers for the hotel. Working on a different type of customer within the hotel is not considered to be a tragedy, but as stated before the businesses need people who are able to do numerous stuffs. Training and giving direction to the employees ensures the success of an implementation of a new programme.
[bookmark: _Toc22889207]Conclusion
There are some key characteristics for the employer to achieve when hiring new people:
· Flexible program hours for the employee (for a balance between work and personal life)
· Enjoyment, happiness and positivity are key aspects of being an ideal candidate
· Ready for any challenge
· Ability to manage time (one of the most important resources a hotel)
· Staff is part of the family (Ineson & Stone, 2010)
The elements of an enhancing process to develop the personnel within the company are part of the internal approach to grow the means of a professional development. Also, with guidance into bringing more interactive personnel into a diverse environment into the workplace would also enhance the experience of working at the hotel. Happy employees mean happy costumers. Thus, the employer needs not only to satisfy the needs of the guests, but also it has to make sure that the level of engagement is kept high to give the best out of them.
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