


Consultancy Report for InterContinental Bucharest Hotel

Appraise-Up-Rise Consultancy
(We count)




University of Wales Trinity Saint David
Marilena Ligia Stan
1812196
BMIH6005
Emily Williams

















Executive Summary

Hospitality like any other industry needs consultancy to analyse various facets of its issues. A hotel usually hires consultancy organisms to improve operations, continuous growth, to implement new strategies or technology, to conduct surveys and research in order to better understand the business and ensure competitive advantages in the market. (JOBS, 2020)
“Hotel managements consultants at times need to take care of property selection, legalities, property management, construction arrangement, operations management, training, staffing and other strategies and management related functions of the hospitality organization.” (JOBS, 2020)
“If an organization is in need of a major turnaround or a minor push, getting an expert in the form of a hospitality consultant is well worth the investment.” (JOBS, 2020)
The consulting mission of this paper is to analyse the potential of InterContinental hotel to develop a branch of useful services for business people who have an interest in presenting their businesses in Romania and abroad. Clients who just want to visit the Romanian capital will not be let aside either. The InterContinental hotel is perhaps, the most suitable hotel in Bucharest for this purpose due to its central location, offering a panoramic view over the city. All over the world the offer of business tourism is one of the most dynamic components of tourism activity and the intensification of the international and
economic relations, is reflected in the increase of the demands for business trips. The safety overall index for Romania, published by Travel Safe – Abroad website, is low risk. The visitors review for Bucharest, posted on the same website are very good. (Index, 2021)
A brief chapter will describe the consultancy firm, the analyse models it uses as well as the sources it uses in carrying out the audit report, the main focus and recommendations for InterContinental Hotel in Bucharest. The scope and analyse chapter contain a brief description of the hotel, it’s launching history, the purchase moment after the Romanian revolution as well as some financial data that will be use, some important actions of the hotel. The SWOT and PESTLE analyse are format table for more clarity plus short explanations on each analysed sector.
Further in this report are described some of the most important operations of the hotel, comparative data and specialist opinions regarding good practices to implement in a hotel.
The results are exposed table format again, for clarity, an action plan with SMART objectives is contained by this report and an estimate budget necessary to implement the changes.
A special focus will be on reorganizing organizational chart of the hotel by introducing an independent Public Relation department, reorganize Marketing department and enhance the existing Human Resources practices. This consultancy report aims to introduce best practices of work security in InterContinental Hotel Operations and also in the Romanian work-field. In doing this, specific tools such as a SWOT analysis, will be used to identify and investigate the strengths, weaknesses, opportunities and threats of the organization, as well as, recommending the appropriate actions to be taken, assisting the implementing of these, creating a strategy and developing tactics based on the results of this analysis. A PESTLE analysis is necessary mainly to forecast the Romanian Government future actions, economic and social changes, as well as the technologic and environmental factors affecting the industry and implicitly the hotel.
As it was shown lately, during the pandemic, the governments decisions all over the world have had a huge impact on hospitality industry. Another issue to consider is the tax control of the governments over the industry. An important economic issue can be the fluctuation of the main currency or the economic changes that can affect hospitality industry.
The recommendations from Appraise-Up-Raise Consulting team will be discussed and adjusted in partnership with the InterContinental Hotel Management and the changes will gradually operate according to the action plan based on SMART objectives, setup for each department. The big and difficult tasks will be divided into smaller ones, training sessions for personnel will be decided according to staff commitment and new technology will be implemented in order to maximize the efficiency of hotel operations. A strong emphasis on Data Protection and Health and Safety in hotel operations would be a turning point to improve the hotel image and place on the market.
The conclusions that will come out following the analysis, recommendations and implementation of the change strategy of InterContinental Hotel in Bucharest, will be inserted as a last chapter of this consulting report.

Introduction

A hotel is no longer a place where people stop only for the night. Nowadays a hotel is a complex of various services and each hotel tries to stand out, which is why hotel managers try to come up with something new and interesting. The competitive struggle in the hospitality industry requires a serious approach of the competent market strategy and the new solutions necessary for the prosperity and development of successful business.
Appraise-Up-rise Consulting, based in Swansea U.K, comes to aid investors or owners with correct solutions in order to maximize revenues and optimize operational activity. This is a consulting company specialized in hotel audit, employee training, hotel facilities and hub spaces. The consulting company can bring together from outsourcing, specialists such as architects, interior designers, web designers, graphic designers, marketing specialists, social media specialists, photographers, bartender trainers, sommeliers, housekeeping specialists. The quality of our audit services is ensured by the use of specific tools such as SMART analysis, PESTLE analysis, a rigorous monitoring and control system to find significant errors and the innovative use of technology. For InterContinental Hotel in Bucharest will be considered the organization of the departments and setting fundamental function, specific objectives and tasks for each. Main focus will be on the Human Resources department, Public Relation Department, Marketing department and Customer Services for which will be created strategic plans in order to increase hotel’s image and employee satisfaction.

Scope & Analysis

InterContinental Bucharest
The American New York Times announced in November 1967 that the Romanian government and the Inter-Continental Hotel Corporation, a subsidiary of Pan American World Airways, had reached an agreement to build a hotel in the Romanian capital. (Rumania U.S Chain Sign a Hotel Deal, 1967) 
The 86-meter-high hotel was inaugurated in May 1971, it was the first Bucharest’s skyscraper and for more than 30 years the tallest building in the city. The inauguration also took place at the same time as the first Pan Am flight to Bucharest. It is an emblematic five-star hotel of Bucharest and the representative of an era in the history of the city, winning prestigious awards. It is located to the core of the city center, near the University Square, very close to the National Theatre, close to the building of the Romanian Parliament and that of the Romanian Government, it is also close to a number of ministerial buildings and headquarters of some of the most important Romanian or multinational companies. It has 22 floors, 417 rooms and suites, 2 restaurants, conference room, a health center, a swimming pool on the top floor. The hotel doesn’t have an official thirteenth floor, perhaps reflecting one of the architect’s superstition. (Dumitrescu, 2011) The Hotel also has 20 parking spaces with a valet available, on ground level and a public parking underground with direct access to the hotel lobby. It has disabled accessible parking and 4 wheelchair accessible parking spaces.
Since 2006 Hotel InterContinental Romania starts trading on the Bucharest Stock Exchange technical platform. After the Romanian Revolution in 1989, the hotel was bought by a private business family through an auction which was considered at least strange by the Romanian financial analysts. Although Marriott hotelier chain offered a 10 millions higher amount, the Romanian businessman won the auction and bought the Hotel. (Nistor, 2018)
After only five years, the Romanian state took over the InterContinental Hotel as a result of the non-performing loans accumulated and immediately put it up for sale again only that this time, the real shareholders were never made known for the public. This lack of transparency on the hotel operations damaged the image of the hotel. Until 2007 the hotel was managed through a francize contract and today the hotel is managed through a management contract, by InterContinental Hotels Group. 
From the organizational chart of InterContinental Hotel in Bucharest, it is noticeable that the hotel departments are not appropriate organized.
The operating revenues achieved in 2019 were 8% higher than those of previous year, from accommodation and hotel services there was an increase of 11% compared to 2018, revenues from restaurants increased by 3% compared to the same year, the average tariff per occupied room registered an increase of 13% compared to 2018, revenues from events and customer-service activities increased by 3%. (2020)
InterContinental Hotel in Bucharest has been awarded Gold, for safety, security and sustainability. Through responsible practices the hotel managed to keep up with the new trend in hotel and restaurant services while fostering local producers. A wide range of meals including vegan and vegetarian, sugar free or gluten free products, local produced spirits and wine and Romanian Corner    (InterContinental Bucharest Surpasses Gold Challenges – Green Globe, 2019)


SWOT analyse for InterContinental Bucharest

	Strengths
	Weaknesses

	Central location
	External top management

	The only Green Globe certified property in Romania
	

	Hi speed Wi-Fi
	Poor brand promotion

	Tourism agency onsite
	Poor website presentation

	Own transport
	

	1500 sqm conference spaces
	No Staff training department

	The only hotel in Bucharest with a conference room and a health centre and swimming pool located at over 70 meters high.
	Lack of transparency regarding the hotel operations 


	Imperial apartment is the only one in Bucharest equipped with sauna and piano.
	

	Casino (tourism animation)
	

	
	

	Opportunities
	Threats

	High potential business market
	Elusive legislation

	Lior Berbera the new Director focused on hotel image
	Corruption

	
	Lack of transparency


PESTLE analyse for InterContinental Hotel Bucharest

	Political
	Economic

	Corruption at a high-risk level
	The annual inflation rose to 2.99% in January 2021

	Chaotically adopted regulations

	Romania situated among the best performing European countries in 2020

	Political instability

	Covid impact

	Social
	Technological

	Inefficient social protection mechanisms

	Technologically, Romania is at the same level with high developed countries

	Low risk for travel
	Strong Cyber Security

	Covid impact
	Due to covid all communication moved online

	Legal
	Environmental

	Lack of clear regulation on health and safety
	High pollution level of Bucharest

	Too general legislation on labour law
	

	Covid Legal implications
	



External factors that can influence the future of a hotel running are mainly political, economic, social, technological, legal and environmental.
Political factors clearly refer to the political environment, government strategies or the lack of strategies, the taxes, fees and other existing exemptions or on the contrary, added excises for the hospitality industry. A democratic government and political stability will positively influence the attraction of new tourists or business people. According to Transparency International, Romania scores 44 from 100 on corruption perception index, where 0 is highly corrupt and 100 very clean level and ranks the 69 from 180 analysed countries. (Corruption Perceptions Index 2020 for Romania, 2021)
The corruption level of the country represents a threat not only for democracy but also for the health level of the entire society and businesses. Corruption can create permissive or unclear situations that can prove to be disadvantageous for both employees and employers. The analyse of the InterContinental hotel in Bucharest takes into account the bureaucracy, corruption, employee rights and obligations, pollution laws or General Data Protection Regulations. Border controls laws and regulations and transport regulations have a great importance for the hotel industry.
The economic factors to be monitor in the analysis are inflation, GDP, unemployment rate, interest rate increase, standard of living and consumption, economic growth, exchange rates, availability of credits, monetary and fiscal policies, price fluctuations, stock market trends. The International Monetary Fund presented on April the macroeconomic picture of the world for 2021, estimating for Romania an economic growth of no less than 6%, compared to a forecast of 4.6% as it had in October 2020 and decreased by only 3.9% being among the best performing European countries. By 2022, the IMF expects an economic growth of 4.8% for Romania. (Stan, 2021)
Inflation in January 2016 in Romania was -2.1% which increased the consumption and investments and the activity of InterContinental hotel in Bucharest increased.
Social factors include demographic data, education level and educational results, community health, cultural aspects, population lifestyle, average age in the area of target (in this case business people and business tourism), attitude toward the services offered, attitude toward leisure, career, attitude toward savings and investments, emphasis on safety, buying habits, emigration rates Romania being the country with the highest rate. (Pavaluca, 2019)
Romania faces a major problem in terms of social dialog, the protection offered by the collective negotiation system based on centralization and coordination being practically ineffective. (Enache, 2015)
In the century when technology changes daily, information runs incredible fast and often times these changes set the tone in the hotel industry.
 Technological changes determine the costs, quality and efficiency of services in hospitality industry. In Romania the IT&C industry has best withstood the crisis and data shows a continued growth, as evidence by demand for new employees. (Stan, 2021)
The technology used by InterContinental Hotel is a high standard thus the hotel operations run efficiently.
Regarding the legislative factors anti-discrimination laws or other barriers to entry, such as antitrust laws will be specifically analysed. 
Environmental, the hotel has a good position on the market due to its central location and follows the policies adopted by government agencies, environmental laws.
Aerlive.ro, a platform that collects and publishes air quality data in Bucharest through ten fixed stations and two mobile stations, located in relevant points of the city reveal that the pollution level in Bucharest is high. (Gabor, n.d.)

Main Body

On the official website of Intercontinental Hotel in Bucharest it is noticeable that the hotel was the most awarded in 2019. A report of the Executive Board shows that the hotel ended the financial year 2019 with an increase of 8%. These results, show the same report, are mainly due to the strategy adopted which is one of attracting customers and organizational culture oriented toward customer satisfaction. (2020)
The hotel is also involved in IHG Foundation actions. “InterContinental Hotel Bucharest is an active supporter of the local community through long-term projects such as Caledonian Ball for light into Europe Foundation, Christmas Soup for the homeless in Bucharest with Casa Ioana, donations of vouchers and lingerie for charities and foundations”. (Chiriac, 2017)
Unlike the InterContinental Group Hotels, the Bucharest hotel doesn’t have the same open approach to the announcement about their operations, measurements adopted during the Co-Vid pandemic. The official website lacks information that would help the hotel to be more visible and guest interested in this hotel would feel much safer if they could read official information about the measures taken. (Our response to Covid-19, 2021)
After almost four decades since its inauguration, InterContinental Hotel in Bucharest still manages to stay on top of the most luxurious hotels in Romania collecting great reviews mostly regarding the cleanliness, food, staff and location but however, it faces an image deficit and a lack of transparency in operations.
In 2017 InterContinental Hotels Group launched new advertising campaign, tailored to customers. In was a new approach campaign that aimed to highlight an emphasis on creating relatable and inspiring content that makes an emotional connection with its audience. (InterContinental Hotels launches new integrated advertising campaign, 2017) This campaign launched by the same group that manage InterContinental Hotel in Bucharest had no impact on the image of it, therefore InterContinental Bucharest still remained in shadow.
Public Relation
To gain visibility the hotel needs a Public Relation team.
Although it is located in the core of a developing European capital, the main issue the hotel is facing is the lack of promotion. “Understanding what consumers are being drawn to and aligning your strategies with such curiosities will ensure that you are standing out from the crowd and staying relevant in a highly active, competitive space.” (DelaOsa, 2017) The hotel has to gain visibility in order to stand out as it used to and to keep up with competitors on the market. For this, it needs public relations specialists to unite their creativity in an independent department within the organizational chart, where they will feel free to unleash their imagination and that will report directly to the General Manager. Although it represents a marketing tool, the PR in hospitality has a different objective from those of marketing and addresses to all public segments. The PR team informs, educates and creates knowledge about the services, builds trust in the hotel and its services by building relationships with a broader audience than current and potential guests. By sending a press release Public Relation department transmits a large amount of information at a low cost, takes care of the hotel image and how it is perceived by general public and in crisis situations manage the communication of the entire organization.
An agile Public Relations team will act quick and capitalize on opportunities when they pop up, will push the hotel image directly to the readers through social media channels and will monitor all reviews about hotel and create professional manner responses. The Public Relations team will have the ability to highlight the strengths, to rectify weaknesses and counteract with agility the threats. For all the issues explained above, the Public Relations department has to remain independent and not incorporate in the marketing department.
Marketing Department
An independent marketing department with precise objectives and purposes, reporting directly to the General Manager will focus on advertising and promotional strategies that will return direct sales to the hotel. (2021)
There has been a lot of discussion about how marketing uses emotions to create desire to buy. In the hotel industry and especially in the guest experience, emotions dictate the attachment to a brand and further, to its reputation. “The quality of a guest’s experience in the hotel is defined by the totally and predominance of the feelings positive or negative that he experiences in the hotel.” (Veres, 2018)
The role of marketing department is to improve the organizational culture and make it more guest experience oriented. It is not enough for this to be declared or imposed by the authority of a classical management because it will often end up by being ignored and disrespected by staff. In order for common habits, rituals and actions to remain implemented, they must take form of a coherent culture oriented toward the guests. A detailed knowledge of the guest profile is also required through actions meant to outline his experience. A guest profile is not only obvious data such as age, income, professional experience but things of detail that make a difference such as values, desires, emotional profile, experiences, motivation to choose InterContinental Hotel, what surprise or frustrate him, what is he passionate about. Personalized and surprise elements that have a high emotional impact and often result in a positive review are also the responsibility of marketing department.
Like many other hotels, Intercontinental hotel in Bucharest has a loyalty program for both individuals and companies. It includes vouchers and discounts from 10 to 20%, are presented in the form of a nominal and untransferable card and are valid for one year. To benefit from the available discounts the guests must present the card physically. (The loyalty program of InterContinental Bucharest, 2019) 
Tourists who travel frequently are the most desired by hotels but it is necessary to understand the economic value of all the clients not only the loyal ones. Nominal doesn’t mean personalized and therefore it is necessary to enhance the existing loyalty program by going the extra mile and offering more than a discount or certain services. The new loyalty program should be more detailed and customized such a manner to surprize and create positive emotion to the already known guest. A simple and efficient method to maintain ongoing communication with loyal or potential guests is to make a website easy to access, containing detailed information about hotel services, policies, customs. The guest has to understand even before visiting the hotel, how he will be treated if, for example, he will arrive few hours later than he intended or any other issues that may arise. An easy to access and pleasant website can provide information about guests by asking them for their opinions as often as possible through surveys or questionnaires ore using tools through clients can provide privately feedback. Other benefits that online environment brings are social media services that can help a lot in interacting with loyal or new potential clients. 
GDPR
The General Data Protection Regulation has a big impact on the hospitality industry as a hotel is particularly vulnerable to data threats due to multiple points of payment, online booking, guest names, address, dates of birth and it is in all departments responsibility to keep them safe. (Verot, 2019)
A hotel can and must have personal data about guests and their habits a very special attention must be paid to the protection of personal data but also to the discretion that must become a rule for the hotel.
Human Resources department 
“Reputation makes or breaks businesses in the hospitality industry.” (Smyth, 2020)
The Human Resources department deals with employees and is based on the principles that staff involvement is an essential condition for organizational success. This implies a permanent employer-employee relationship. Its main attributions are to recruit, to train and maintain the top quality of staff required in a five stars hotel. It is also in its responsibility to organize at certain time intervals the evaluation of the employee’s performances, to maintain a level of wages based on work performance, to implement and develop a program of benefits and compensations for employees, to look for opportunities for staff training both in the country and abroad, to ensure flexible schedule depending on the occupancy of the hotel, to ensure compliance with the labour legislation and employee satisfaction survey questionnaires. “In the hospitality industry, one of the greatest difficulties is employee retention and satisfaction” (Smyth, 2020)
Human Resources department has the responsibility of onboarding the new hires, introduces them into organizational culture and guidelines, equipping them to become brand ambassadors and sets expectations such as dress code, speaking manner, sets realistic goals for further training. New team members should be given access to an employee comprehensive handbook containing instructions for every role so that they can cross-train or aim another one at a certain moment, notifying accessibility on the hotel digital communication channels. (Cvetkovic, 2020)
Trainings 
The new staff need to be taught the specific of the hotel or services, the concept and business model. They have to learn how to interact with customers, service sequences, specific equipment safety. Developing a system, creating experience morale, consistency to successfully operate the hotel. A winning training program will not try to train an employee all in one day. It is not expectable new hires to remember everything they learn in one session for the rest of their employment. (Radkey, 2017)
Some gaps that HR department needs to bridge:
No matter how experienced they are, the new hires can’t simply go to the work issues from day one, they have to be informed about policies, scheduling, emergency procedures, opening-closing checklist.
The commitment to better understand the employees needs. How they are treated by the employer is how they will treat the guests and a business is successful when its customers are happy. 
The employees have to really be engaged in conceiving the company’s mission, vision and be an active part of the company goal-setting exercise. Employees are the most valuable assets of a company and shareholders and this is the reason the importance of their work has to be recognized. (Nigam, 2019)
A special attention must be paid to the Health and Safety rules which relates to all level of employment and guests also. Personnel has to be trained for slip and trip hazard, fire safety, lifts safety, guests bedroom safety, clean and safe drinking water. (Kyle, 2014)

Findings and Results

Analysing The International Hotel in Bucharest financial reports it shows that the company has a prudent investment policy based mainly on its own resources as well as on projects with a direct impact on increasing the efficiency of the activity. As the report of the Director Board shows, operating expenses are constantly monitored to align with incomings evolution. (2020)
The hotel used in a caution manner its assets, the Administration Board of InterContinental Hotel decided that during the pandemic it would not make excessive use of its assets through loans, in proportions that would lead to the loss of operational control and independence. (2020)
During the analysis it was noticed that the hotel’s website does not contain useful information that a potential customer would need to find in order to know the hotel.  The web-based technology helps in many ways an organization to improve its operations and to attract and retain customers and make itself more visible on the market.
From the information collected it is also obvious that although the InterContinental Hotel in Bucharest is involved in many humanitarian actions and represents a real support for the local communities and charity companies from Romania, it has not created a solid image associated to its brand. Analysing comparatively the advertising activity of other hotels from the InterContinental Hotels Group and the InterContinental hotel in Bucharest, there are evidences that this last has an obvious disadvantage although it is managed through a management contract by the InterContinental Hotels Group. Even Lior Berbera, the new Director of InterContinental Bucharest is a specialist in events organising, declared that he will focus on increasing the visibility and market share of the hotel and also on making Bucharest more visible as an event destination. (Tiron, 2017)
The reviews of the hotel’s guests are predominantly good and very good and it is assumed that this is due to the hotel seniority on the hospitality market more than on the promotion from the inside. Although there are not many, the negative reviews refer mainly to the front desk, the manner the guests were received and checked in by staff.
The research continues to confirm the relevance of poor management practices in regarding public relations and marketing despite the advantage of good level of technology knowledge and continuously increasing number of users while good use of social media can enhance the competitivity.  The use of technology to support the Human Resources practices will help the department to attract a stronger and more diverse applicant pool, to provide trainings that can help employees learn to manage an online environment but can also help to enhance the effectiveness of analytics reports of the department. “The HR professionals must not only master traditional HR skills and knowledge, but also have the ability to apply that knowledge via technology.” (Johnson and Gueutal, n.d.)
In the InterContinental Hotels Group, a very good example of data management is provided by the InterContinental Hotel in Istambul, which has built a special link for how they use personal data. It is easy to access, contains a set of frequently asked questions with answers and many other useful information about their practices. (Protection of Personal Data, 2017)

	Department
	Current problem
	Desired outcome

	Public Relations
	· Lack of transparency
· Not defined Public Relation tasks
	· Manage communication for the entire hotel
· Make hotel brand more visible
· Create trust in the hotel’s services
· Capitalize opportunities
· Rectify weaknesses
· Counteracts the threats

	Marketing
	Insufficient advertising

	· Focus on advertising
· Improve the organizational culture
· Make the hotel more visible on social media
· Secure GDPR

	Human Resources

	Not clearly defined mission
	· Implements the changes, adapt the culture to the new reality
· Introduces the new strategy and decisions to the staff being aware about the resistance of change (according to Kubler Ross and Kruger models)
· Efficient use of human resources
· Introducing the new staff into organization culture
· Coordinates the training activity for employees
· Appoints a data protection officer
· Ensure that the data is used in accordance with GDPR




Kubler Ross change model
Change is a necessary process for InterContinental Hotel in Bucharest to adapt to the changes of global hospitality environment. It can be seen as a dynamic evolution, difficult to anticipate but with responsible and proactive management, effective change strategies can be implemented. Kruger Iceberg model of Change Management explains the dynamic and processes of change focusing mainly on the barriers in order to ensure change to take place without causing any problem. What is visible at the beginning of action is only the tip of the iceberg: the quality, cost and time but the real problems are below the tip. There can be promoters among the staff, potential promoters, opponents and hidden opponents. (Abbas, 2021)
Iceberg model can be used while talking about organizational culture, presenting costs, soft-skills training courses, system thinking for the planned changes in the organization. (Smidt, 2018)
In 1969, Elisabeth Kubler-Ross described five common stages of grief, popularly referred to as DABDA. They include:
Denial – the phase of avoidance, confusion, shock, fear
Anger – the phase of frustration, irritation, anxiety
Bargaining – the phase of struggling to find meaning
Depression – the phase of overwhelming, helplessness, hostility
Acceptance – the phase of exploring options, new plan in place
Kubler-Ross now notes that these stages are not linear and some people may not experience any of them. Yet and still, others might only undergo two stages rather than all five, one stage, three stages. (Gregory, 2021)
Kubler explains how people accept change and the phases they go through until the moment of acceptance: denial, anger, exploration and acceptance. (Petersen, 2017)
This model is very useful to identify and understand how people are dealing with change helping people navigate emotional transitions during change. (Connelly, 2020)



Action Plan (5%)
In order to be able to meet the requirements of the highest and most diversified of such demanding clients of nowadays, it is necessary to restructure and reorganize the internal chart of the hotel by setting up new departments as well as reorganize the existing ones.


	Problem
	Solution
	Desired Outcome
	Time Scale
	Planned Budget

	Lack of visibility
	To create more advertising campaigns, to inform and educate guests about offers
Increase emotional experience through technology
Create a friendly website
Create a blog to write stories
More involvement in sustaining local businesses
Collaboration with travel agencies
 
	This increases guest interest for the hotel
Brings more commitment from guests
Guests will know the hotel before even visit it
Guest will be more emotionally involved
Puts the hotel in a positive light and creates strong business relationship with others
Attracts new guests

	One year
	120.000£

	Faulty communication
	Setting up a PR department and defining an organised and efficient communication strategy.
	Efficient management of the hotel’s image, media relation and guest’s trust.
	Two quarters
	60.000£

	Unclear defined Human Resources tasks
	An action guide that ensures step by step the efficiency of HR activity within the hotel
Clarifying practices and procedures as well as the roles of the various departments or persons within the hotel
	Increase productivity
Good crisis management
Increase the motivation level of staff
Avoidance of conflicts or tensed situations

	Two quarters
	10.000£

	Inexistent Learning & Development department or program
	Training sessions for staff
Cross training
	Increased confidence of staff 
More specialized staff
	One year
	15.000£




Recommendation (5%)

To create programs meant to attract customers, the marketing department will have to be reorganized so that through its activity to generate an increase in sales volume.
To design personalized and surprisingly loyalty programs the feedback should be constantly required, not only at departure as it is a key element of communication with guests. The entire hotel staff, housekeeping, bar, restaurant, spa, check-in has to check how the client’s stay in the hotel is going but, in the form of natural conversations.
Marketing department can create dedicated campaigns to show respect and care for the data collected from guests. The idea is that the persons whom data are collected by the hotel to understand with clarity what data is necessary, why and for how long. It’s only then that they can make the decision to consent.
An advanced training program will offer ad-hoc and cross-training a mix of classroom-style, off-site and on-the-job or shadowing training that should be followed by tests to ensure the message was received. It is also necessary to include refreshers or reviews or something that can be done in brief meetings before or during the shift.
Implementing the state-of-the-art technology to attract business people, to accentuate the image of a luxurious venue and also to attract partnerships with powerful brands interested to link their image to that of the hotel.
It is also recommended to set up a legal department to ensure the legality and transparency of all hotel operations and to hire a legal consulting company to permanently provide specialized consulting and maintain a close monitor over the legal issues.
“Regardless of the size of your organization, at a very basic level, the most effective way of organizing the structure of an HR team is to have individuals (or teams) that each specialize on key human resource functions.”  (Miller Merrell, 2019)
Market division into distinct groups of tourists who may be interested in InterContinental Hotel services with a special focus on attracting business people, using the advantage of the hotel’s central location, in a capital of a developing European country.
Human Resources department has to design framework contracts that clearly specify:
	The real value of the salary
	Duration of probationary period
	Job responsibilities
	Duration of annual leave
	Informing the employees in writing about the risk involved in the job
	Informing the employees in writing about their responsibilities for personal data confidentiality.
	
Conclusion (5%)

Change management can facilitate the elimination of risk situation and maintain the organizational environment in a balanced situation thus keeping a continuous development curve.
Videos are one of the newest and most important trends in customer loyalty. For example, a short video or even a live on Facebook can create a closer interaction with the customers by bringing them directly to the core of hotel life.
Creating and defining a bunch of services specially designed for business people needs. Inventing a strategy and establishing a work tactic that includes designing the role of each department in the implementation of the new services, designing methods to describe each job within a department as well as creating an evaluating method and time frame.
Reorganising all departments on a clearer and more flexible structure. In the new scheme is it necessary to create a Public Relations Department to ensure the visibility of the hotel. It is also necessary to draw up an organizational chart for each department and regulation for the organising and operating of the hotel thus, each employee to know clearly his or her activity, decisional limits and which are his or her responsibilities. “Based on Gallup’s work with companies worldwide, only about half of the employees strongly agree that they know what is expected from them at work”. (Nink, 2015)
Setting objectives that will allow managers and employees to create, track and accomplish both short-term and long-erm goals. 
Specific
Measurable
Achievable
Realistic
Time
In the recent years occupational health and safety regulations has become increasingly complex. Employers do not often have time and resources to understand and follow legislative issues related to this sector. Enforcing occupational health and safety laws in companies seems to be difficult in Romania. At European level, worker’s rights are covered by the Framework Directive 89/391/EEC, which provides general obligations for employers to asses risks and ensure health and safety for all employers at work but there are few policies formulated specifically for the hospitality industry. (2008)
All these changes can create a more visible and powerful brand and have the potential to increase sales.
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