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Analysis of Hyatt Regency Birmingham







Executive Summary
This consultancy report has analysed the scope and issues of Birmingham Hyatt to evaluate proper strategic approaches for ensuring the long-term success of the company in the international market. In the section of the introduction, the overview of the company has been discussed by aligning the core purpose of the report. The Establishment has almost 700 hotels in 56 nations all over the world. The firm had effective channels or efficient management or agreement of the license for about 550 hotels. The firm is a renowned hotel chain all over the world and keeps up its status concluding its superior facilities. The Hyatt hotel firm possesses and also functions with numerous brands such as Andaz, Park Hyatt, Hyatt Regency, Grand Hyatt, Hyatt House, Hyatt Place, Hyatt resort and the holiday club by Hyatt. Now Birmingham Hyatt is running for 32 years, since 1990. Birmingham Hyattissituated at 2Bridge Street, Birmingham, England. Birmingham Hyatt has near about 320 rooms.
In the section on scope and analysis, situational analysis of the company has been done, by using strategic frameworks. The result of PESTEL analysis and SWOT analysis has been demonstrated by considering real-time data. Birmingham Hyatt has the finest appraisals and responses to consumers. The consumers replicated that it has respectable consumer attention in the hotel sector. People enjoyed the hotels of the establishment. The establishment has a fair-minded pricing policy and similarly offers and delivers an excellent facility to its consumers. They correspondingly are responsible for significance to the consumers. The firm is doing properly in the most important sections and is capable to keep up the fulfilment of the consumers in the amenity sector. It is one of the most contented companies by consumers. The firm is concentrated on given that the top pleasure to the clients and consumers grounded on their opinion. It is competent to continue the upper rank in the classification of a classy comprehensive stay. Birmingham Hyatt Regency is one of the most services hotels in the UK and it frequently hosts occasions which incorporated the most important political parties' meetings and annual seminars etc. This has an almost important prospect for the hotel to appeal to consumers.  The United Kingdom has a steady political situation so the firm can comportment its processes identically fit the market. Brexit and some political problems are the main pressures for Birmingham Hyatt hotel. The universal hotel and hospitality sector significantly donates to the direction of the economy of the nation both locally and internationally. The hotel has the top location, efficient facilities, competences of proceedings and banqueting and dining opportunities constantly creating the firm one of the finest places to vacation in the United Kingdom. The proceedings assisted the firm to confirm investment in the assets. The firm has a tremendously trustworthy base of consumers which delivers a   financial improvement to the establishment. Birmingham Hyatt receptions people from several cultures, genders, backgrounds, etc. The hotel arranges for the prospect to the group of people that are deprived of some social problem. The company is a resilient follower of human rights safety and security and takes important procedures for the well-being of human beings.  In the section on findings and results, secondary data analysis with a qualitative approach has been implemented to analyse the impacts of the issues that have impacted the performance of individual departments. In the contemporary market, it is most significant for firms to familiarize technologies in mandate to stay supportable and advance viability and enable the involvement of the consumers. The Birmingham Hyatt hotel accepts online payments and other hi-tech facilities. The firm similarly accepted all digital marketing, like website marketing, and social media marketing to stay reasonable in the market. The hotel has also a virtual booking opportunity through the website and other apps or platforms, so the consumers are capable to book hotels easily. Complaints can have undesirable things on the processes of the firm and affect the appearance of the establishment. The firm is attempting to contract with the corporate employ act to create its processes relaxed and take action counter to the difficulties confronted by its staff. The lawful problems may raise the budget of the firm and lessen creativeness extraordinarily. The establishment is attempting to manage and control willingly, and follow different sexual harassment acts to dodge legal disputes. Being conscious of the environmental situation becomes enormously dynamic for the firm to path the trade in the long-time run. Consumers turn more conscious of their approaches towards environmental transformation after the occurrence of the worldwide epidemic. A strategic action plan has been made to reduce the negative impacts of the issues faced by the company. The Birmingham Hyatt hotels rise their cleaning and health safety methods for their visitors and lodgers and deal with the condition of covid-19 as the epidemic rises the obligation for cleaning and safety methods. In the last section, recommendations have been given to ensure the sustainable future development of the company. The company can use artificial intelligence technologies, machine learning etc to enhance customer service. The last section of the report is the conclusion. In that section, the overall summary of the report has been demonstrated. 
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[bookmark: _Toc119082355]Introduction
This is considered to be a consulting report about the issues that are being faced by one of the most well-recognised and top-notch hotels in the world, Hyatt Regency. It is going to be demonstrating the opportunities that are present for the company in resolving the issues that are going to be identified and how it will be bringing them to advantage. This report is primarily for the board of directors of the company and is going to be reflecting the processes that shall be adhered to by the hotel in order to mitigate the issues of Hyatt Regency, Birmingham. According to View From the Wing (2018), the chain of Hyatt is considered to be too much small and the properties growth they have acquired has been in the sector of limited service which means it is of little help for the guests that are upscale that their program of loyalty appears to have been developed for. They have ended their first-ever quarter with a total of 737 hotels. That is almost 10% of the size of Marriott. The biggest amount of challenge which they are considered to be facing is the footprint. They are simply not everywhere where they need to be. For the analysis of the problems and the significant issues, the consultant is going to be using SWOT and PESTLE analysis. The SWOT analysis represents the internal environment of a business and the PESTLE analysis represents the external environment of a significant business. SWOT analysis is considered to be a fundamental tool which will be helping Hyatt Regency in evaluating its position in the significant market (Benzaghta et al. 2021). A PESTLE analysis will be providing information that is contextual about the direction of the business, its positioning of the brand, targets of growth and significant risks to the level of productivity. 
[bookmark: _Toc119082356]Scope & Analysis
According to Hyatt Hotels (2022), The Company has approx 700 hotels in around 56 countries in the world. As of 2022, the hotels of the company had a pipeline or executed management or contract of the franchise for around 550 hotels. According to Statista (2022a), In the year 2021. there were around 1054 hotels of the company across the world which is up from the last year which is a total of 974 hotels. The company is a famous hotel chain across the world and maintained their reputation through its quality services. According to the report of Statista (2022b), in the year 2021, there is a total of 249,466 hotel rooms of the Hyatt Hotels in the world which is an increase from the previous year. The Hyatt hotel company owns as well as operates various brands such as Park Hyatt, Andaz, Grand Hyatt, Hyatt Regency, Hyatt Place, Hyatt House, Hyatt resort and the vacation club by Hyatt. Birmingham Hyatt is currently 32 years old. Birmingham Hyatt was built in the year 1990. Hyatt in Birmingham was located at 2Bridge Street, Birmingham, England (Hyatt Birmingham 2022). There Are 319 rooms in Birmingham Hyatt. 
[image: ]
Figure 1: Number of Hyatt Corporation hotels in the world
(Source: https://www.statista.com/statistics/824612/number-of-hyatt-hotels-worldwide/) 
Birmingham Hyatt got the best reviews and feedback for the customers. The customers reflected that it has good customer care across the hotel industry. People liked the hotels of the company. The company has a fair pricing strategy as well as provides a quality service to its customers. They also provide value for the customers. According to the North American Hotel Guest Satisfaction Index Survey (2022), the company is doing well in the major segments and is able to maintain the satisfaction of the customers in the luxury segment. It is the fourth major satisfied organisation by customers. In the upscale category also it is in the fourth position. The company is focused on providing the best satisfaction to the customers based on their feedback. It is able to maintain the top position in the category of an upscale extended stay. But according to one a review by Tripadvisor (2019), the Hyatt hotel in Birmingham is not same a safe place according to a review by a women visitor who find problems while going to the spa alone. She experienced a horrible experienced a horrible experience while going to the spa and therefore reported that it is not safe for women. In 2017, one of the guests also faced problems by aircon sound and therefore reviewed that it is spoiled the beauty of the hotels.  
[image: ]
Figure 2: Reviews from the customers
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(Source: https://www.jdpower.com/business/press-releases/2022-north-america-hotel-guest-satisfaction-index-nagsi-study) 
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(Source: https://www.jdpower.com/business/press-releases/2022-north-america-hotel-guest-satisfaction-index-nagsi-study) 
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(https://www.jdpower.com/business/press-releases/2022-north-america-hotel-guest-satisfaction-index-nagsi-study) 
Hyatt Regency Birmingham (2022), Birmingham Hyatt faces a major challenge due to the outbreak of the Covid pandemic. Birmingham Hyatt faced major challenges in hiring as well as retaining employees and the company faced huge problems in the wake of the coronavirus pandemic. The company faces common employment law problems in the challenging environment of Covid. The company is trying to manage and practice lawsuits so that it could handle various employment-related issues and take action for the benefit of the employees. 
According to Hyatt Regency Birmingham (2022b), Birmingham Hyatt is known for their excellent rooms. It is also famous for its special events and social gatherings. The hotel has 12 meeting rooms and they offer a suitable location for every kind of event such as big reunions. The Hyatt hotel is famous for its excellent space along with AV and wifi equipment and it is a perfect place to come together for an event. According toHyatt (2016)In 2016 Hyatt Hotel Corporation announced that a Hyatt affiliate was sold to the Birmingham Hyatt for above £38.6 million.  The buyer will also spend £ 2.7 million in an included capital expense to further develop the property over the upcoming three years. As the portion of sale an affiliate of Hyatt has entered into the agreement of management with the buyer and the hotel will retail their brand. The company also announced that it will continuously grow with the help of its resource recycling strategy. This transaction will enable them to continue their presence in the industry. It is one of the ideal venues for meetings, conferences etc. It is also known for its personalised catering services and extraordinary space to host meetings and weddings also.
PESTLE analysis of Hyatt Regency Birmingham
	Political factors 
	Hyatt Regency Birmingham is one of the major facilities in the United Kingdom and it regularly hosts events which included major political parties’conferences and annual conferences etc (Hyatt 2016b). This is a major opportunity for the hotel to attract customers. The UK has a stable political environment therefore the company can conduct its operations very well in the market (Financial Times 2022). Brexit is one of the major political threats for Hyatt hotel in Birmingham (The Guardian 2018). 

	Economical Factors
	The global hospitality industry greatly contributes towards the economy of the country both globally and locally (Thommandru et al 2021). The hotel has the best location, full range of services, capabilities of events and dining options continuously making the company one of the best places to stay in the UK. The events helped the company to ensure investment in the property. The company has an extremely loyal base of customers which provides an economic advantage to the organisation.

	Social factors
	Birmingham Hyatt welcomes people from various cultures, backgrounds, genders abilities etc. The hotel provides the opportunity to the communities that are underprivileged. The hotel is a strong supporter of human right protection and takes significant measures for the welfare of humans. 

	Technological factors
	In the current market, it is very important for companies to adapt technologies in order to stay sustainable and improve profitability and facilitate the experience of the customers (Moşteanu, Faccia and Cavaliere 2020). The Hyatt hotel Birmingham adopts mobile payments and other FinTech services. The company also adopted social media marketing to stay competitive in the market. The hotel has an online booking option via the website through which the customers are able to book hotels

	Legal Factors
	Lawsuits can have negative effects on the operations of the company and impact the image of the company. The company is trying to deal with the common employment law to make its operations easy and take action against the problems faced by its employees. The legal issues may increase the cost of the company and decrease profitability remarkably. The company is trying to handle it voluntarily, and obey new sexual harassment laws to avoid legal issues (Hyatt Regency Birmingham 2022b). 

	Environmental factors
	Being aware of the environment becomes extremely vital for the company to run the business in the long run (Fernando Jabbour and Wah 2019). Customers become more aware of their feelings towards climate change after the outbreak of the global pandemic. The Hyatt hotels in Birmingham increase their cleaning band safety measures for their guests and deal with the situation of covid as the pandemic increase the requirement for cleaning and safety measures. 



SWOT analysis 
	Strengths 
· Major destination for political parties, conferences and meetings 
· Strong portfolio of the brand and recognition of the brand 
· A loyal base of customers 
· best rooms along with cleaning and safety measurements 
· Spa facility (Hyatt Regency Birmingham 2022c)
· the company has free access to the internet for the people 
· It also has an on-sight restaurant 
· allows digital check-in for customers and maintains covid protocols

	Weakness
· Major dependence on the US markets is the major weakness of the company 
· A very low differentiation strategy is the other major weakness of Hyatt hotel

	Opportunity 
· Increment in the health consciousness of customers across the world is a major opportunity for the company
· Emerging markets are another major opportunity for the company in the current situation 
	Threat
· There is intense competition in the hospitality industry in the UK 
· Threats due to the occurrence of Brexit.  




[bookmark: _Toc119082357]Main Body
[bookmark: _Toc119082358]Issues faced by Hyatt Regency Birmingham 
Based on the reviews, it has been found that the Hyatt Regency faced issues during the COVID-19 pandemic. The outbreak of the pandemic has forced hotels both luxury and budget to maintain safety protocols and hygiene. However, Hyatt was accused of not managing safety protocols for the visitors. One of the reviews revealed that the hotel was not taking the spread of the virus seriously enough (Tripadvisor, 2021). Half of the guests were not wearing masks or the staff. Hence, it can be said that service quality is important for the success and sustainability of hotels. High service qualities are vital for the business mainly the luxury hotel which influences the customers to regularly use the services and products. High-quality service can help in enhancing brand perception and the reputation of the hotels (Kowalikand Klimecka-Tatar, 2018). Therefore, maintenance of high-quality service is important for Hyatt in order to manage the impact of the pandemic on the hospitality industry. For example, the reviews about the Hyatt Regency not maintaining safety protocols and hygiene may affect and frustrate the customers seeking to find rooms in the hotel. The review also suggested that the guest found used cutlery in the hotel room of Hyatt Regency. Therefore, these questions the service quality of the hotel. One of the recent reviews at Tripadvisor suggested that the guest waited a long for the refund. However, it is undeniable that Hyatt Regency does not get back to its customers (Tripadvisor, 2022). The managers and customer support try to find out the issues and challenges faced by the guests visiting the hotels. They assure better service and offer discounts and vouchers to the guests and encourage them for their next visit. However, the improvement of service quality is needed in this case to encourage positive feedback from the customers. Considering this, it is important for the organization to continuously improve the service for maintaining high-quality service which encourages customers to visit the place more than once. Since the outbreak of the pandemic, the key players in the hotel industry worldwide have shifted their focus to accommodate the foremost concern related to the pandemic and hygiene. Hygiene is the foremost priority of the guests while searching for hotel rooms. The use of mask and gloves have become usual things for the hotel staff and sanitization is another duty of luxury hotels. The government of the UK has also shown concern towards the maintenance of the COVID protocols and hygiene so that they can boost the number of visitors and travellersin post covid situation. Hyatt has initiated a qualified hygiene manager to maintain quality service with assured hygiene protocols. Despite this, the reviews can demotivate the consumers likely to visit the hotel due to the poor management of hygiene. Again, the emphasis of the hotels should be on wearing masks and gloves while serving the customers and the interval cleaning process for managing the reputation of the brand. The brand image is something which drives the motivation of potential consumers when it comes to luxury hotels. Hence, the organization should focus on improving service quality in order to achieve a sustainable brand reputation. The managers of the hotel need to rethink the room amenities and should mandate personal hygiene for improving the brand image and level of service quality. Further, cross-functional planning and communication are important for the hotel to maintain the motivation and loyalty of the customers towards the hotel. Although Hyatt Regency tries to ensure hygiene and service quality to the customers, it faces issues in managing entirely which leaves the risk of detachment of the customers and switching of the customers to the competitors. 
Figure 1: The Factors Affecting Hyatt Regency Birmingham
Poor Reputation
Safety of Guests
Competition
Hygiene


The company, therefore, has issues with the guests not being safe in the hotels. As shown in a review, the guests have complained of not having enough security while in the company. This was shown by the fact that one of the female guests was subjected to bad behaviour from a member in the spa of the hotel. Safety is one of the most important factors that drive the organisations and their revenues (Wang and Wu 2020). The hotels are one place where the women could have their safety compromised. The women are usually seen to be in a weaker position when compared to a man in a confrontation, which causes them to have more risks to safety when they are travelling alone. In the current times, the monitoring of the hotel environment and gaining control to access are used extensively in the hotel security systems. With the enhancement in the people being aware of the safety requirements in the organisations, the demand for security from people has been increasing, and the hotel security requires a better intelligent security process which can help the company in providing the guests with a better assurance of success. A safe and dependable brand image of the company can be built by addressing this concern regarding the safety of the guests in the hotel. The company needs to make itself technically stronger in order to protect the security of the guests in the hotels. The security standards are a significant factor that determines the willingness of a tourist to select a hotel, and often, hotels have been found to be willing to pay extra for the security that the hotel provides to them, and this is even more applicable for the women and the elderly tourists. It is a compulsory need for the hotel to have a specialised security department. This lets them have technical duties and operate cooperating with eh other departments and ensuring the safety and security of the tourists and the personnel in the hotel. While the continuous flow of the people in the hotels could cause it to be a challenge to ensure the security of the customers, it is still true that the hotels need to find ways that can let them be more secure for the guests (Anichiti et al. 2021). Running rigorous background checks on the employees could help them in being more probable to be good and safe options for the company to recruit. The company has proactive programs for security, which include trained and responsible staff in the hotels who ensure that they can have the well being and security of the employees and the consumers. Advanced security technologies are used for the hotels to have safety and security. Technologies like Advanced locks and systems for controlling access, integrated systems for surveillance, and sophisticated tools for protecting the assets in the company could be responsible for security to be maintained in the company. There are extensive assessments of safety and security frequently, so that the company can improve its security position (Hyatt 2022).
The company is faced with high competition due to the other hotels in its proximity like Delta Hotels by Marriott Birmingham, or Travelodge Birmingham Central, and Hampton by Hilton Birmingham. This causes the company to have to take steps to increase the competitive advantage so that it can work better in the industry than the competitors. The company provides differentiated service and high quality experience to the customers in order to differentiate itself from the rest of the competitors and gain its position in the market. The company provides facilities of luxurious accommodation and a widespread supply chain network for the company. The location of the hotel is also beneficial since the hotel is well connected, and fusion foods are available so that the customers can have their needs fulfilled. Free availability of WiFi also helps with check-ins and check-outs. The company can use these for increasing its competitive advantage and thus increasing its market share compared to the rivals. The company also offers spa and pool facilities that the customers can avail of. The company also has its rival in Travelodge, which is a budget hotel, and this means that the company also needs to make sure that is price structure with the prices of this company. However, the company also needs to ensure that the prices are not too low, which can cause it to lose the premium status. The hospitableness of the hotel can provide it with a competitive advantage in the sharing capital (Mody, Suess and Lehto 2019). For this, the company needs to strategise to maximise its hospitableness, through training of the employees and appropriate designing of the hotels and its operations. The company needs to identify its problems and use its intellectual capital to reach the customers and maintain relationships with them (Li and Liu 2018).
There have been reviews criticising the hygiene maintenance facilities in the organisation. Especially considering the Covid 19 pandemic, more and more customers have been becoming sustainability aware. This makes them demand more from the staff regarding the hygiene requirements. Safe destinations, happy guests, and healthy staff can help the company in being more successful and having better reputation (Loehr et al. 2021). The Covid 19 pandemic has been a major health crisis for the global hospitality industry. Hygiene is especially important in this period in the service environment since the first impression of the customer of the firm can have serious consequences. The customers in the hotels are affected significantly by the hygiene offerings of the company. The hygiene maintained at the hotel is a primary factor that helps in deciding the hotel centric behaviours of the customers, measured by the metrics like the perceived service quality, customer satisfaction, and the revisit intention of the customers. The overall hygiene of the hotel is determined by the spaces used by the customers, which include the lobby, the restaurants, and the washrooms of the hotel. The personal hygiene of the staff members and the spaces in the hotel used by the staff members are also responsible for the decision making and the customer behaviour of the company. The understanding of hygiene requirements in the company can be responsible for the company to be able to respond better to health crises like the Covid 19 pandemic (Yu, Seo and Hyun 2021). The company is affected by irregular cleaning, which, according to Aguilar-Escobar et al. (2021), can affect the hygiene and the operations of the company. The hotels usually get involved in cleanliness, which can cause the company to have issues even in the ethical or sociological aspects. The cleanliness of the hotels can affect the way in which the customers view the hotels, considering the satisfaction and the service experience perception of the guests. Regular room cleaning is one of the most important parts of the customer experience in the hotels, and it is important that the social as well as the technical aspects of the room cleaning service be factored in for understanding the importance of the cleaning service being provided regularly. More formal training is required so that the customers are satisfied with the cleaning being done on time.

[bookmark: _Toc119082359]Findings and Results
	Areas
	Issues
	Opportunities

	Room Service
	Many of the customers have provided complained about the fact that the air conditioning was not working in the significant rooms. 
	One of the opportunities that they have is that they could change the entire air conditioning system and renovate it with new ones. 

	Human Resource
	The main problem that has been faced by the consumers is that the staff of the hotel are pretty much unorganised and lack a proper amount of communication. They were also rude sometimes to some of the customers. 
	For better organisation and communication, training and development shall be taken into place and the employees and staff shall be provided with the knowledge that how the customers should be treated and greeted. 

	Food and Beverage
	The hotel has been not providing their customers with the utmost quality of food and the service was not good because the presentation of providing the food was not up to the mark as per the range of price that has been taken. 
	The hotel chain shall be recruiting a top amount of talent regarding chefs and shall be provided with the knowledge about the fact that the customers should be provided with the best quality of food and should be presented as per their wish. 



In the above-mentioned table, the room service has been talked about at the Hyatt Regency, Birmingham. The customers of the hotel chain have not been pretty much appreciative of the fact that their stay was not comfortable at all. According to Wu and Gao (2019), customers feel much more joyful when they are motivated by the fact that the hotel they have chosen or are living in provides them with stays that are much more comfortable and would be providing them with the best experience ever while they are in there. Hyatt needs to adhere to this factor and take a significant amount of steps in making their hotel stays a more comfortable one and for that, it would be necessary for them to change the entire air conditioning system of the hotel in Birmingham and replace it with new newer ones. Another best way to mitigate this issue is if they install a central AC system which would be directly handled by the management team so that they can regulate it effectively without causing any kind of damage. Another problem that is being faced by the company is their human resources and other significant staff incompetency. According to Betts (2020), management of the human resource of a significant hotel is considered to be a dynamic, challenging and exciting task, especially at a distinct time when the globe has become a worldwide village and distinct economies are in flux state and better human resource would be providing the hotels with a superior amount of customer service and increase the profitability of that distinct chain of hotel. As the problem that has been faced by the customers regarding the staff and employees of the hotels, which are lack of organisation and communication and unethical behaviours, Hyatt regency is in a state of urgency to provide them with better training and education and as per Rykleif and Tengeh (2022), a distinct organisation suffers in performance when the employees are not appropriately skilled in the areas of the job. According to Emeritus (2022), training employees in communicating much more effectively, developing them, thinking strategically and reacting to certain challenges with significant flexibility could drastically increase both the performance of the team and satisfaction of the employees and the level of education that is going to be provided to them would be helping them in knowing the fact that how are they supposed to be talking with other people, how they shall be behaving with other people and how to properly communicate with the respective people working and staying over there. According to Malik (2018), training is considered to be a distinct process that allocates the employees with a distinct amount of knowledge along with the skills that are required for operating within the significant standards and system set by the management. Thus, it is very much important for the hotel to train and effectively educate them in order to provide the customers with the best amount of service they could ever get and avail the services of the hotel again and again. Another challenge that is needed to talk about is the area where the food quality and presentation are not good along with the service and for that, the main responsibility and accountability goes to the chefs of the hotel. For mitigating this significant challenge the hotel has to recruit the top talents that are present in Birmingham and as per Hamza et al. (2021), the department of HR is accountable for choosing the appropriate person or candidate that is best qualified for the post that is needed by the organisation. Thus, the hotel is required to be selecting the right chef who would be providing them with the best amount of food and present them to the consumers in a much more appropriate way that would be demonstrating the peer quality and describe how they take care of their customers and the presentation would be done in such a way that customers would thrive and excited to taste the food that is provided by the hotel to the customers. 
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	Skills 
	Strategies 
	Tenure 
	Outcome 

	Communication 
	It has been represented from the data analysis that, poor communication strategy has impacted the customer service of the company, by reducing the performance of human resource management. To reduce the barrier, the management needs to focus on using emotional intelligence within communication management strategies. Organisational management should provide employees with training on the implementation of emotional intelligence during interactions with customers. Emotional intelligence helps to communicate by understating the situation and perspectives of the customers. 
Also, active listening skills should be improved by the employees to incorporate two-way communication strategy listening is essential to understand the perspectives of others (Cardon, Huang and Power 2019).
	6 Months-12 months 
	Emotional intelligence can enhance the quality of communication management strategies. The employees of the company should use emotional intelligence during interacting with the customers (Prentice et al. 2020). 
Enhancement of active listening skills will be able to motivate the employees to listen carefully to others. 

	Decision-making skill 
	The executives of the organisational management need to adopt effective decision-making skills by incorporating critical thinking ability. 
For enhancing the quality of service, The organisational management of the company should motivate the employees to take part in the process of decision-making. 
	
	Improving the decision-making process will enhance the quality and performance of the customer service operations of the company, by reducing conflicts among cross-cultural employees. It will also influence the stakeholders of the company to develop diverse work culture with an open communication environment where the employees can share their perspectives effectively. 

	Leadership management skills
	It has been analysed by the company's workforce management that, the organisation has to improve training and development programs for motivating employees to focus on long-term success considering the personal development process. 
Transformational leadership management skills will be able to fulfil the workforce management gap by providing an efficient strategic approach to implementing knowledge management aspects within the training and development process (Dwivedi, Chaturvedi  and Vashist 2020). 
	8 Months to 12 Months 
	Knowledge management is one of the core factor in improving organisational behavior (Dwivedi, Chaturvedi  and Vashist 2020). Shared knowledge will enhance the ability and capability of operational management. In the case of the company, transformational leadership management will ensure the enhancement of customer service. 






[bookmark: _Toc119082361]Recommendation
In this digital era, it is important to manage customer experience and excellent customer service should be the foremost priority of hotels. However, if the businessintends to measure the quality of the services, it needs to use theories and models. In the case of Hyatt Regency, the company needs to focus on measuring the quality of service that will help them to overcome the challenges they faced during the pandemic to manage hygiene and covid protocols. Hence, it will be suggested to implement a SERVQUAL model within the organization which will help in identifying the gap in the perception between the hotel and the mindset of the customers (Prentkovskis et al. 2018). The model has five dimensions that help in meeting the customers’ needs which helps Hyatt in improving the quality of service needed by the customers. The five dimensions of the model are reliability, responsiveness, assurance, empathy, tangibles and physical facilities. 
· By reviewing the reliability of the service quality, Hyatt will be able to perform the service more accurately and on time. 
· Again, measuring the responsiveness of the hotel towards the customer's queries and issues will help it in uplifting the quality of service provided to the customers. 
· Assurance, on the other hand, is a key dimension that tests the ability of the employees in building trust and confidence among the customers. The establishment of friendly and polite communication enables the hotel to prevent negative feedback. 
· Empathy is another factor that will affect customer service. Hence, it is important to check the empathy among the employees and staff. 
· Reviewing the tangibles of the company will take effect the upliftment of the brand reputation. 
· Finally, physical facilities should be revisited by the organization to ensure the safety and hygiene of the customers which is the biggest concern in post-pandemic situations. 
[bookmark: _Toc119082362]Conclusion
From the overall discussion, it can be concluded that Hyatt Regency Birmingham is a key leader in the hospitality industry of the UK. It has the potential of a wide market segment. The organization faced challenges during the COVID to hire and retain employees. The external analysis further revealed that political conferences and annual conferences are increasing in the region which can be an opportunity for the business. However, the impact of Brexit is undeniable in this case. The growing economy of the country and the high standard of living is also positively affecting the growth of business in the region. The hotel is also found to implement Fintech services to boost the number of visitors and attract foreign customers. Whereas, the analysis also revealed that it has a low differentiation strategy which can affect its business. Competition is another threat to the business. Finally, it has been found that Hyatt hotel encountered several critical issues for not complying with the COVID protocols and hygiene protocols. The reviews are not favouring the high-quality service of the luxury hotel which can affect the brand image of the organization. Hence, it is recommended to manage the service for providing high-quality service and satisfaction to the customers. Customer experience is the key factor leading to the success of hotels. The use of SERVQUAL may help in this case. By reviewing the factors of the dimension, the hotel can identify where they are lagging behind and can develop strategies to combat the hygiene issues. 
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