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In 2006 the Hyatt Regency Lost Pines Resort & Spa of Austin/Bastrop, Texas, initiated their business journey at the prime spot of Lost Pines Region. During 2004, 31st December the Pritzker family business of hospitality assets, the Hyatt Corporation & Hyatt International Corporation were consolidated by a single entity as Hyatt Hotels Corporation. (Hyatt Regency Lost Pines Resort & Spa, (2022), Activities and Recreation)
Hyatt Regency Lost Pines Resort and Spa, a 491 rooms property was accrued by Hyatt Hotels Corporation by around one-forty-three million dollars. The acquisition stands with Hyatt's investment strategy on major areas like- resorts & group focused hotels. From the initial stage of operation this property proved itself as one of the most valuable & assets in Hyatt’s portfolio. (Hyatt Regency Lost Pines Resort & Spa, (2022), World of Hyatt)
In order to survive the pandemic's sudden challenges, they were compelled to implement an operational cost-cutting strategy, which resulted in a mass layoff of front-line workers and mid-level associate coworkers, and a corresponding reduction in their regular pay scale. This increased work pressure, financial dissatisfaction, and job insecurity caused an unenthusiastic work force that was less dedicated. In practically all areas, this overall situation led to a challenging trained manpower shortage, which in turn adversely affected the quality of the visitor experience and raised the number of unfavourable guest comments and reviews on numerous travel websites. Numerous visitors had complaints about the bad value for the money, the subpar service, and other things. 
To gain the previous brand value & service standard for remaining the prideful entity in Hyatt’s portfolio. In order to obtain a proper consultant report about the internal state of each department, as well as the exterior brand image & HR goodwill, our client Mr. Warner, The General Manager of Hyatt Regency Lost Pines Resort & Spa, consulted us. Our major recommendations to them are restructuring their HR policy regarding pay-scale, appraisal procedures, maintaining fair & supportive work environment, providing sufficient manpower & effective training to each department, following up the guest stay experiences & try to resolve issues during the stay & other problematic facts were identified through guest experience surveys & property inspection reports by the managers that are analyzed with solutions in action plan report below:

	No.
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	External noise problem in most of the rooms
	Identifying the problematic rooms with noise problem & install the noise absorbing panels in those rooms.
40 rooms have the noise problem.
	Improved guest experience. 
	1 month
	June 30, 2023
		$20,000 




	02
	Lack of room-service agents in house-keeping department with proper skills & knowledge.
	Set the needed number of house-keeping agents (minimum 5 agents are needed) & the proper requirements of qualification & experience at other property then submit at the HR department & propose a probationary period for the selected ones (select minimum 10 for the probation) later the best performers will be selected as permanent staff & others can be contractual basis if needed.
	To provide the guests with personalized time efficient services as per their requirements for enhancing their satisfaction.
	4 Months
1 month
for selecting candidates
3 months probationary period 
	September 30, 2023
	$ 10,500



	03
	Poor branding strategy after the business gap of pandemic
	Need rebranding strategies by highlighting the precautionary systems from potential health hazards by digital promotional campaigns, advertisement, magazines & news features etc.
	To attract the targeted & potential markets assuring their health risk.
	3 months 
	August 30, 2023
	$ 15000 


	04.
	Absence of better sales incentives, recognition.
Tendency of holding business or influential power.
	Senior sales officials need to set fair appreciation & recognition policy with monetary or other benefits for always motivating them to keep the performance bar high like providing fixed commission range, as reward resort vacation for families or badges etc.
	To improve the sales volume & gain higher profitability.
	3 months
	August 30, 2023
	$2000-$10,000 


	05
	HR is lagging behind to understand the departmental man-power needs. They are more focused on cost-cutting & trying to get the same benefits of earlier pandemic with less structured pay-scale, job insecurity, lack of appreciation practices & higher work pressure which is impacting all the departments of the property they are facing slow & faulty operations with stressed & dis-satisfied work force.
Lack of training to all the existing & new joining staff from initial to advanced levels.
	The training & development team need to focus on conducting both online & offline training sessions, workshops for all the level of colleagues.

The HR policy needs to be improvised in terms of pay-scale restructure, long term job benefits, short-term incentives, recognition system & others









	To energize the workforce to be dedicated again & enhance their productivity which will eventually impact the guest experience & business profitability.



	6-7 months
	November/December 30, 2023
	$ 25000

	06. 
	Hiring junior associates for accounting & finance department with proper automation system understanding & skills.
	Identifying the number of vacancies (2 accounting & finance associate) then selecting candidates for probationary period (minimum 5 candidates for the probation) then selecting the best one with proper pay-scale.
	To make the finance & accounts team stronger with fresh talent & to reduce the work pressure on senior accounts & finance officials.
	1 month
	June 30, 2023
	$ 22,000
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Introduction

In this report the study is based on Hyatt Regency Lost Pines Resort & Spa located on Texas, USA. Our client Mr. Warner, The General Manager, of this renowned property wanted to understand the overall condition of this property in terms of internally & externally specially the pandemic effects. By internal condition he meant to analyze the departmental conditions & outlining the negative aspects majorly influenced by the pandemic that can hamper their business & need to be addressed immediately besides the impact of brand value of this property on their target & potential market including as an employer brand what is their position among the hospitality graduates as after pandemic there is a huge shift of market trends & specially the job market of hospitality industry is one of the most affected one by Covid -19.
As the study is going to focus on multiple aspects so the analytical methods like- SWOT, PESTEL & TOWS analyzing mechanisms are determined to be used.
SWOT analysis is a strategic mechanism that can be used to analyze the organizational factors both internally & externally. This evaluates both the internal strengths & weaknesses with external opportunities & threats (Narayan, P.K., 2000). It provides the summary of organizational overview to help in making informed decisions. The PESTEL analysis leads to understand the broad macro-environmental elements by a strategic framework & assessing the political, economic, social, technological, environmental & legal factors that can influence the business operations. TOWS analysis will recommend the strategical framework to gain the competitive advantage, risk anticipation & mitigation with capitalizing the opportunities for achieving the corporate goals.
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Location
Hyatt Lost Pines Resort & Spa is located 575 Hyatt Lost Pines Road, Cedar Creek, a perfect spot in a rural area beside a river which enhanced the attraction of this property as a resort & the scenic beauty of this place can be enjoyed from Colorado river & McKinney Roughs Nature Park. Besides there are cultural sparks of Dinosaur Park & Bastrop opera house. This property is snuggled on the four hundred & five acres of land with amazing gateway besides its just twenty minutes away from Austin-Bergstrom International Airport. (Hyatt Regency Lost Pines Resort & Spa, (2022), World of Hyatt)

Features & Amenities
This property is decorated of riverfront location, picnic area, pool umbrellas, and a terrace with outdoor activities of a water park & seven in-site dining options, golfing, hiking, horse-back riding, free use of bicycles with complimentary Wi-Fi, as well.
Room Amenities:
Bedroom features include bedsheets, blackout drapes, down comforter, hypo-allergenic bedding, and a pillowtop mattress.
The bathroom is equipped with bathrobes, a deep soaking bathtub, free toiletries, a hair dryer, and a separate bathtub and shower.
Entertainment options include a 65-inch flat-screen TV with cable channels, pay movies, and streaming services. Free wired internet available in all rooms.
Other amenities in the room include a coffee/tea maker, complimentary bottled water, limited room service, microwave on request, refrigerator, access via exterior corridors, air conditioning (climate-controlled), connecting rooms (subject to availability), desk, iron/ironing board, laptop-compatible safe, phone, and soundproofed rooms.
Parking and Transportation:
On-site electric vehicle charging is provided by the hotel.
On-site self-parking is offered for USD 18 per day, with in-and-out rights.
In-and-out privileges are included in the USD 42 per night price for on-site valet parking.
There are also parking spaces for vans and wheelchairs.
Food and Drink:
For a charge, a daily cooked-to-order breakfast is offered from 7:00 AM to 11:00 AM. Prices for adults range from $5 to $30 and from $5 to $25 for kids.
Two bars/lounges, four restaurants, a coffee shop/café, a poolside bar and a snack bar/deli are all available at the hotel.
Fire wheel Cafe, Major Neighbours Grill, Old Bucks Poolside Grill, Shellers Barrelhouse, and Stories Fine Dining are among the on-site eateries.
Things to Do:
The hotel offers 18 holes of golf, two outdoor pools, a 24-hour gym, an arcade/game room, basketball, billiards/pool table, a children's club, a children's pool, fishing, free bicycle rentals, a free water park, a full-service spa, golf carts, a golf clubhouse, golf clubs/equipment, a golf driving range, hiking/biking trails, horseback riding/rentals, a lazy river, a library, optional golf privileges, an outdoor tennis court, a piano, a playground, pro golf lessons, a pro golf shop, a sauna, shopping, a spa tub, a steam room, tennis lessons, a TV in common areas, volleyball, and a waterslide.
Family-Friendly Amenities:
The hotel offers two outdoor pools, an arcade/game room, a children's club (surcharge), children's games, a children's pool, free cribs, in-room refrigerator, laundry facilities, a lazy river, microwave on request, a playground, a snack bar/deli, soundproofed rooms, supervised activities for children (surcharge), and a waterslide.
Conveniences:
The hotel provides a 24-hour front desk, ATM, free newspapers in the lobby, a gift shop/newsstand, a hair salon, laundry facilities, luggage storage, and a safe at the front desk.
Guest Services:
Guest services include concierge services, daily housekeeping, dry cleaning/laundry service, multilingual staff, porter/bellhop, and wedding services.
Business Services:
Business amenities include a 24-hour business center, computer station, conference center with 60,000 square feet of space, and meeting rooms.
Full-Service Spa:
The spa offers 18 treatment rooms, aromatherapy, body scrubs, body wraps, couples treatment rooms, detox wraps, facials, hydrotherapy, manicure /pedicure
The Guests opinion about their stay 
According to booking.com & tripadvisor.com reviews the overall rating of this property is 4.5 out of 5 which is excellent but in terms of comments there are few negative observations as well & most of these are about having poor value of the money. Multiple guests think the price is higher than the quality of services provided besides the service quality has dropped a lot after the pandemic. The guests stated multiple problems among those the noise problem, late room services, poor restaurant services are the major ones. 
Though there are lots of positive reviews as well which state that specially couples admire this property & rated 9.2 out of 10 for the trips of two persons also this property is highly appreciated for the family vacations.
To understand the current & future business scenario of this property the SWOT analysis is essential because it helps to gain insights about the property’s internal strengths & weaknesses & external opportunities & threats. (Narayan, P.K., 2000)

	Strengths
· The property is a part of Hyatt Hotel Corporation which is a multinational brand & operates a portfolio of luxury hotels & resorts worldwide.
· This property is renowned for its scenic natural beauty, rich neighbourhood with multiple parks & entertainment zones, internal dining zones as well.
· The resort offers a high range of guest amenities, internal recreational activities like pool, spa etc. & luxurious room amenities with natural views.
The resort has convenient location from Austin-Bergstrom International Airport. With numerous nearby attractions and restaurants.
· The resort is famous for honeymoon or romantic trips including the family vacations as well.
· From the starting of Covid pandemic the resort applied & monitored the health instructions strictly.
(Hyatt Regency Lost Pines Resort & Spa, (2022), World of Hyatt)


	Weaknesses
· The resort is considered as weak in terms of value of money. The service standards need to be upgraded to meet the guest expectations of service value.
· Multiple guest complaints have been received regarding the noise system of the rooms, the problematic room service, slow dining services, lack of efficiency & knowledge among the service staff.
· Competitively this property is still behind the service standard according to its pricing that’s why guests feel the resort is over-priced. So, either the pricing strategy or the service quality need to be modified. (booking.com, 2022)
· The internal corporate bond & organizational culture is not positive. Most of the departments are facing lack of man-power & job insecurity specially from the time of pandemic. Even after that crucial & risky phase of pandemic the hospitality industry is still facing the impacts so is this property. Employees are mentally stressed & demotivated.


	Opportunities
· The resort went into an operational renovation to attract new guests & to start a fresh after pandemic.
· The resort is focusing to design some loyal guest delighting strategies with personalized services.
· The resort is preparing itself to market as the best place to have romantic or honeymoon vacations, destination weddings & family vacations as well.
· The resort can have long-term plan to use the nostalgia marketing to have the loyal guests on board even after years.
	Threats
· The market trends have changed after pandemic so the target market shares have been reduced due to lower disposable income. 

· The competition level has increased by multiple accommodation substitutes.

· Tough immigration laws created lack of manpower in this industry.
· The instability of market prices for all the daily commodities & raw materials made the overall service more expensive & tough to sustain in the competitive market due to lower profitability.
· International political instability is also hampering the travel market via various 
travel restrictions, geo-political tensions, disrupted business travels, reduced international tourism then lack of the investor’s confidence in this industry.


Figure 01- SWOT analysis of Hyatt Regency Lost Pines Resort & Spa
Above figure-01 outlines all the major internal strong factors of the concerned property like location, brand image, attractive neighborhood attractions then weaknesses are inefficient & lack of manpower with dissatisfaction regarding pay-scale, incentive, biased corporate culture etc. Then identifies the external facts can be hopeful opportunities like- branding the operational renovation, health precaution hygiene systems, tapping potential markets like attracting more romantic & family tourists besides there are threats as well like changing market trends, increased competition, reduced target market share & uncertain risk factors like political issues, natural disasters etc.








PESTEL 
PESTEL analysis is a strategic mechanism for outlining & examining external factors or macro-elements which can influence the business. The Political, Economic, Sociocultural, Technological, Environmental, and Legal factors initiated this term PESTEL (Gregoric, M., 2014). Each of these elements stand various sectors of the external environment that can impact a property in various way. PESTEL analysis incorporates the examination of each factor for understanding their impact on business operations & goals achievement.

	PESTEL Analysis
	Factors

	Political
	· The resort is the subject to various government regulations like- zoning law, labour & employment law, health & safety regulations. (Gregoric, M., 2014)
· National political stability is needed to improve the international & domestic tourism. Recently USA is facing political polarization, lack of trust on the government, financial lobbying influence in politics, voter suppression, misinformation etc are really hampering the hospitality & tourism business of USA.

	Economic



	· The USA GDP growth, disposable income & consumer spending levels are highly hampered due to pandemic effects so the overall negative impacts are also influencing this property (Ozdemir, et al, 2021)
· The exchange rate fluctuations can also hamper the resorts revenue from international guests.
· The international & luxurious tourism market has been reduced by negative economic effects. 
· USA is facing higher inflation rate & recession as well 
· Higher unemployment & layoff rate due to pandemic.
· Disruption in the education system of USA caused huge number of dropouts.
· Lack of jobs & disposable income with higher demand of budget tourism with limited amenities & cheap accommodation substitutes 

	Social
	· Tourism market trends have been changed by pandemic & other factors.
· The tourist markets are becoming more price sensitive. (Chapman, et al., 2021)
· Multiple new tourist segments are emerging with limited budget & with the demand of limited amenities.
· Political instability, higher crime rates, increasing inflation are demotivating the tourists.
· The risk of getting contaminated with various diseases or viruses.

	Technological
	· Digital marketing options advanced SEO systems are getting used.
· Enterprise Resource Software is getting implemented efficiently.
· Automated check-in & check-out systems are launched (Khan, et al, 2021)
· Mobile applications are used to analyse guest satisfaction level & to provide guest loyalty services.

	Environmental
	· Green tourism policies need to be implemented.
· Recycling & controlled waste generation strategies are being implemented.
· Focusing on provide the guests with peaceful eco-tourism services. (Davahli, et al, 2020)

	Legal
	· The VISA procedure has become more complicated for international tourists 
· The international employment & immigration procedure have been modified.
· The tough immigration permission has created a lack of skilled manpower resources for hospitality industry. (Barth, et al, 2017)


Figure 02- PESTEL analysis of Hyatt Regency Lost Pines Resort & Spa
The above figure pointed out major macro-environmental facts like, politically USA is facing challenges which can demotivate the international tourists for having vacations then economically USA is facing recession, lower GDP growth, job loss due to after pandemic effects that can decrease the disposable income level of the citizens with can impact the domestic tourism as well. Socially tourist trends & preferences got changed due to limited income level, risk of health hazards that caused negative growth of tourism market. In technological aspects online made the indirect substitute businesses of the resort vacation more convenient to compete in the same tourist market by enabling online existence with huge lower operational cost. Environmentally this property is focusing on being sustainable by recycling, minimized waste generation & applying green tourism mechanisms which is also impacting the operational cost & procedures then legally the tough VISA procedures, travel restrictions due to the sudden risk of Covid or other diseases outbreak is also alarmingly challenging for the business. Hyatt Regency Lost Pines Resort & Spa needs to have preventive & adaptive strategies by analyzing these factors.
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After analyzing the internal & external organizational factors there are some issues outlined in this part on Hyatt regency lost pines resort & spa.

HR Department
This is the department which deals with organizational talent. In this property HR department has a vital role as this has a huge workforce of 501-1000 employees & it offers huge internal & outdoor amenities. This workforce includes the frontline employees to executive members so there is variety of skilled people who need to be well monitored & managed so that the business can have best output from them. 
In Hyatt Regency Lost Pines Resort & Spa the organizational culture was very co-operative & smooth. Major complaints about unethical or unfair behavior were not spotted but after the pandemic the scenario started to change. The sudden lay-off starting from frontline employees to associate managerial levels. The trauma from this sudden crisis & the disorganization of the skilled & experienced employees cannot be overcome till now. Though the HR team is trying hard to get back the harmony of mind among employees with mental well-being sessions, consultancy sessions still the improvements are not highly visible. All the departments are constantly complaining about not having sufficient skilled workforce which is impacting the guest service sections & guest experiences. Among all these issues the HR is always prompt in taking actions against sexual & mental abuse of employees no matter who the accused person is if it proves to be true then legal & corporate actions will be taken. The salary & bonus procedure of all the employees is on time without any discrepancy.
Problem- The lack of manpower in almost all the prominent department. Not sufficient training conducted physically. The training procedure is based upon online portals & sessions which according to maximum employees is not effective as physical training sessions or workshops. The short term or long-term motivation procedure is not effective in this property so most of the employees are dealing with demotivation, lack of appreciation & direction for their career development. 
Solution- all the department heads & department trainers need to be consulted with proper appreciation & motivation planning for the employees so that their mental stress & job insecurity can be mitigated with proper mental health management strategy. The department heads & trainers need to be trained properly to show the team members with proper career path & development. Physical training sessions according to each departmental needs, should be well designed & conducted.



Sales Department 
The sales team is well equipped with renowned & skilled sales managers & sales team who are enthusiastic to bring new businesses but there are some internal politics in this department which is indirectly hampering the business. This team has five sales managers & almost each month all of them can meet their target & sometimes they exceed their sales target as well but there is no motivation for their outstanding performance which usually demotivates them to seek the higher targets. Besides, there are some ethical accusations against the Director of sales like- being unfair in promotions, showing humiliating behavior etc. That’s why the ultimate corporate bonding is missing most of the managers are seeking another job desperately just to have their mental peace at work. Despite of this, they are satisfied with their pay scale & other benefits. 
Problem- the senior sales managers are not willing to share their business accounts to the junior managers even when they are in huge business pressure & can’t give proper attention to them. As a result, all the high business accounts can’t get proper monitoring & assistance for organizational problem. The junior managers & the renowned managers are suffering from lack of motivation, appreciation & career guidance after pandemic the situation has got worse now.
Solution- the unfair behavior of higher management people needs to be investigated & taken necessary corporate steps to prevent the biasedness.  The senior sales managers & associates need to be trained to make the team mates more capable & guiding them to chase the excellence without being competitive with them. There should be short-term incentives or bonus or other benefits for the performers who exceed their target.

Marketing Department 
The marketing team of Hyatt Regency Lost Pines Resort & Spa is well renowned for being creative & there are multiple signature campaigns that they run each year like- Christmas event, Valentine’s Day campaign etc. Still there are certain issues that are matter of concerns, the marketing team often fails to meet the deadline of projects. Most of the property events & promotions that need to run prior 7-8 days of the event disappointingly starts 1-2 days before the event that’s why proper reach is not achieved by the marketing team.
Problem- the marketing team is facing the lack of manpower specially the multitalented people who can deal with multiple tasks. Specially, during pandemic multiple marketing designers & associate marketing executives were laid off who were experienced in both field & digital marketing. Now, the new joiners are not up to the mark, so the completion of a single task is taking extended time.
Solution- The hiring of new marketing executives who are experienced & skilled with multiple marketing functions in both printing & digital marketing is essential in recent times. 


Accounting & Finance department 
The accounting & finance departments have well efficient & experienced managers, but they also have lack of young minds & young professionals that’s why the work pressure on senior managers are too high & they have to deal with petty issues with non-automated accounting & financial records systems. The young associates who could deal with automated financial record keeping systems are mostly laid-off during Covid pandemic. That’s why monthly accounting & financial reports getting submitted late & with minor mistakes which is hampering their cost control & inventory management processes as well. Overall, they are failing to meet regulatory compliances in time like- tax & financial report submission.
Problem- The lack of training about new financial recording systems to the senior managers also lack young associates or admins to deal with daily reporting systems.
Solutions- hiring young associates to reduce the work pressure on senior managers & let them focus on more complicated reports also making the record keeping systems more time efficient by introducing updated automated systems to the accounting & finance teams by department heads or IT specialists.

Front-Office department
The front office department of Hyatt Regency Lost Pines Resort & Spa always gets the best reviews for guest service they also have attractive & prominent guest service agents who are effective in communication & prompt guest services like check but after the Covid pandemic this department is facing the scarcity of skilled bell men, doormen for concierge services due to their pandemic lay-off & the remaining ones are not motivated & dedicated like before to their service. Besides, it’s also observed that relatively new reservation & front office agents are not efficient in upgrade sales & interdepartmental co-ordination. 
Problem- The new joiners have lack of training about property knowledge, communication skills & sales techniques that should have provided to them immediately after joining. The front of the house employees are included in creating first impression of the property if they are less enthusiastic or ill-behaved then it will impact the whole experience of the guests.
Solution- Systematic trainings, short-term appreciations & incentives should be provided to them so that they can be more dedicated to their jobs besides it seems most of their demotivation is related to their job insecurity so proper mental well-being sessions with long-term job benefits should be designed for them as per their performance & job life.

House-keeping department
The house-keeping department also achieves their monthly cleanliness target of 85% & sometimes exceeds the target also they have good record in room services as well. Recently, several guests are complaining about late services which is apparently due to lack of skilled & experienced manpower also there are some spoilage reports from laundry service specially the guest belongings.
Problem- Major problem here is shortage of experienced laundry manager & poor knowledgeable employees are creating the wrong chemical mixture which is causing the dresses or clothes spoilage. 
Solution- the new joiners need to be trained properly before letting them handle the guest belongings & launching proper on-job training sessions for them with tough monitoring.

Brand image & HR goodwill
As this property is a part of renowned Hyatt Hotel Corporation & the operation of this property is running from 2006 so it already has a tough grip in their target market share but after Covid pandemic the market trends & guest preferences fluctuated a lot including their previous operational structure that’s why the negative reviews on various websites or guest complaints regarding not being the same as previous are increasing. Besides during pandemic, the sudden lay-off created a bad impression on the group of tourism & hospitality fresh graduates that’s why lots of graduates attempted to change their academic sector even the job holders decided to shift their career into different sectors. 
Problem- competitively the rebranding of this property after pandemic was not done tactfully & the HR branding activities are also very weakly done by the HR team.
Solution- the educational & industrial attachment programs need to be more vibrant & engaging by the HR team besides the rebranding of property amenities, services, health & safety measures need to be promoted effectively to the target groups specially the segmentation of target guest groups or potential groups need to be analyzed so that best promotional approaches can be taken in a cost-effective strategy. 
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This section outlines all the internal & external facts about the Hyatt Regency Lost Pines Resort & Spa that need to be taken care of by the management procedures for that the renowned mechanism TOWS analysis is being used. Similar to the SWOT mechanism, the TOWS analysis critically analyzes the corporate strength, weakness, opportunities & threats factors but in a strategical way that leads to strategical business recommendations for informative decision making. TOWS analysis basically connects the external opportunities & threats to the internal strengths & weaknesses for developing strategic framework to attain the corporate objectives (Weihrich, H., 1982).
[image: ]Figure 03- TOWS analysis of Hyatt Regency Lost Pines Resort & Spa
The above TOWS analysis shows all the strength, weakness, opportunity & threat factors & their associated S/O strategy leads to the optimization of both strength & opportunity factors so investing in developing unique luxurious services with efficient manpower is needed to obtain competitive advantage then S/T strategy utilizes the strong factors to elevate the threat factors so tricky & intense promotional strategies with tourist risk mitigating service booking facilities are essential. Further the W/O strategy focuses on utilizing opportunity factors like the option to initiate the customized training sessions for ripping the best benefit from the corporate talents & rebuilding the guest relations with more attractive loyalty programs to overcome the weakness conditions can be beneficial for the business. At last, the W/T strategy concentrates on minimizing both weakness & threat factors so focusing on building strong HR relations with the job market for talent acquisition can assist to provide the best service quality & modifying the service options adapting with changing market trends can be profitable for the property as well. Aligned with the factors the current facts & findings of this property are:

The HR Department
	Facts
	Findings

	Don’t have well-planned long term job benefits or job security system in the employment agreement.
	Competitively the pay scale of this property is lower than market standard since pandemic due to cost cutting strategy including the overtime got decreased than previous. The whole salary & benefits policy of this property needs to be revised immediately to gain the employee satisfaction & dedication to service.

	Lack of short-term & long-term incentive & motivation packages.
	Most of the employees don’t get performance evaluation feedback properly that’s why they suffer from monotony that needs to be addressed by proper appreciation & incentive strategies.

	Lack of HR branding
	The Hyatt Regency Lost Pines Resort & Spa is not acknowledged enough among the young talent so while circulating new job positions, they fail to attract the fresh talented applicants.

	Not focusing the lack of manpower in major departments
	They need to maintain the sufficient balance of employees in each department according to the business & department needs. It seems to minimize the cost the employee ratio for each department is not maintained accurately.

	Lack of effective physical training sessions according to each department needs.
	Need to design training sessions & workshops by specific departmental needs time to time.



The Sales Department
	Facts
	Findings

	Lack of co-operative organizational culture
	The unfair appraisal or biased culture needs to be addressed & the accused corporate needs to be controlled immediately.

	Lack of higher performance incentives for the sales.
	Better or exceeding target performers need to be recognized & appreciated officially either monetary benefit or others.

	Highers management needs to follow decentralization & avoid the culture of holding power.
	Proper trainings need to be given so that department heads & senior managers can understand the importance of collaborative team work by giving the chance to grow for the juniors.



The Marketing Department
	Facts
	Findings

	Lack of multi-functional experienced executives
	Proper hiring of marketing executives with diverse skills & experience needs to be done.

	Lack of property rebranding after pandemic with changed market trends.
	Creative rebranding & promotional strategies need to be taken with new market segmentation experiments to penetrate into potential markets also focusing on rebranding the loyalty program benefits to hold the loyal guests firmly.





The Accounts & Finance Department
	Facts
	Findings

	Lack of young associates to help the senior accountant & finance officers
	Hiring the fresh & talented associates who can learn & assist the departmental daily activities.

	Updated training sessions about new technologies to make the departmental activities more automated & accurate.
	The training development & IT team need to design specific training sessions & take follow ups about the operational ability of the information systems & enterprise resource software.



The Front-Office Department
	Facts
	Findings

	Lack of skilled & enthusiastic man-power in the front-line service.
	Firm & knowledgeable concierge associates needs to be hired with proper incentives & on-job training system.

	Lack of communication & co-ordination skills among new joiners.
	As the front desk agents work with major guest information upon which the overall service depends so they must be well trained about the property & communication strategies by launching new joiners & induction training system before assigning them with real time jobs.



The House-keeping Department
	Facts
	Findings

	No laundry manager appointed to monitor the over-all departmental activities.
	Need to hire an experienced laundry manager in the earliest time.

	Lack of leadership from laundry in-charge & poor focus of housekeeping manager in this part due to his over-work pressure.
	The associates of managers are the departmental in-charges so they need to be firm & independent in decision making so that they can meet the emergency departmental needs. To do this proper leadership training & assistance from the senior managers are needed.

	Unprofessional room service agents providing slow service
	Lack of professional & experienced room service agents so proper on-job training & disciplinary actions for guest complaints if needed
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The action plan is structured with estimated cost to deal with the findings of this property-

	No.
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	External noise problem in most of the rooms
	Identifying the problematic rooms with noise problem & install the noise absorbing panels in those rooms.
40 rooms have the noise problem.
	Improved guest experience. 
	1 month
	June 30, 2023
		$20,000 




	02
	Lack of room-service agents in house-keeping department with proper skills & knowledge.
	Set the needed number of house-keeping agents (minimum 5 agents are needed) & the proper requirements of qualification & experience at other property then submit at the HR department & propose a probationary period for the selected ones (select minimum 10 for the probation) later the best performers will be selected as permanent staff & others can be contractual basis if needed.
	To provide the guests with personalized time efficient services as per their requirements for enhancing their satisfaction.
	4 Months
1 month
for selecting candidates
3 months probationary period 
	September 30, 2023
	$ 10,500



	03
	Poor branding strategy after the business gap of pandemic
	Need rebranding strategies by highlighting the precautionary systems from potential health hazards by digital promotional campaigns, advertisement, magazines & news features etc.
	To attract the targeted & potential markets assuring their health risk.
	3 months 
	August 30, 2023
	$ 15000 


	04.
	Absence of better sales incentives, recognition.
Tendency of holding business or influential power.
	Senior sales officials need to set fair appreciation & recognition policy with monetary or other benefits for always motivating them to keep the performance bar high like providing fixed commission range, as reward resort vacation for families or badges etc.
	To improve the sales volume & gain higher profitability.
	3 months
	August 30, 2023
	$2000-$10,000 


	05
	HR is lagging behind to understand the departmental man-power needs. They are more focused on cost-cutting & trying to get the same benefits of earlier pandemic with less structured pay-scale, job insecurity, lack of appreciation practices & higher work pressure which is impacting all the departments of the property they are facing slow & faulty operations with stressed & dis-satisfied work force.
Lack of training to all the existing & new joining staff from initial to advanced levels.
	The training & development team need to focus on conducting both online & offline training sessions, workshops for all the level of colleagues.

The HR policy needs to be improvised in terms of pay-scale restructure, long term job benefits, short-term incentives, recognition system & others









	To energize the workforce to be dedicated again & enhance their productivity which will eventually impact the guest experience & business profitability.



	6-7 months
	November/December 30, 2023
	$ 25000

	06. 
	Hiring junior associates for accounting & finance department with proper automation system understanding & skills.
	Identifying the number of vacancies (2 accounting & finance associate) then selecting candidates for probationary period (minimum 5 candidates for the probation) then selecting the best one with proper pay-scale.
	To make the finance & accounts team stronger with fresh talent & to reduce the work pressure on senior accounts & finance officials.
	1 month
	June 30, 2023
	$ 22,000






[bookmark: _Toc135783244]Recommendation

The Hyatt Regency Lost Pines Resort & Spa is a multidimensional property which offers the best standard & maximum sort of hospitality services starting from luxury accommodation to recreational amenities in the best possible naturally blessed location with most interesting neighborhood to enjoy outsides restaurants, parks & shopping zones. A blissful property like this faced huge turndowns during pandemic & still struggling enough to go back to the earlier best operational stage to shining brand image. To overcome their lost service standard flawlessly they need to focus in their internal organizational condition mostly their talented manpower who are suffering from over work pressure, demotivation, job-insecurity, tough cost cutting strategies, lack of experienced & skilled manpower, lower pay-scale than previous & changing market trends with increasing competition. To survive these challenges, they need major modification in Human Resource (HR) policy reformation regarding lower pay-scale, long term job benefits, short term incentives, recognitions & appraisal mechanisms to make the workforce energized again also the departments struggling with lack of man-power need to be sufficiently staffed in cost effective way by hiring the most skilled one examined by probationary period & structured interviews. The creative rebranding, motivating the beyond target performance, promoting up-sales need to be done immediately with preventing the negative use of power & biasedness by senior management. The efficient automation of record keeping system with efficient physical & online training & workshop sessions are needed to be designed & implemented without any delay so that the lost businesses & brand value can be achieved again in a better state.


[bookmark: _Toc135783245]Conclusion

Hyatt Regency Lost Pines Resort & Spa is scenically beautiful place & a part of well renowned hospitality brand in world, the Hyatt Hotel Corporation which has a history of operating successful hospitality businesses for over sixty years. This property was running profusely with shining brand name & top-notch service standards but from the beginning of Covid pandemic in 2020 the speed of its prideful journey got interrupted with lockdowns & travel restrictions. Like all other properties & business the resort also endured a significant loss in profits with business growth that’s why after the lockdown the higher management decided to adapt the toughest cost cutting strategies which led to the sudden lay off announcement in almost all the departments & maximum levels. Later this decision impacted the mental satisfaction & job security among the remained employees who faced higher work pressure with limited resources ultimately the whole impact was visible through deteriorated guest services & negative guest comments with lost businesses. The overall organizational working culture, fairness of management decisions, employee satisfaction & motivation level got hampered. So, the study outlined some major issues of this property including noise problem to major lack of professional manpower, lack of effective trainings, problematic pay-scale & others that need to work on immediately following the action plan & proposed budget so that guests can get back their earlier best place to have romantic & family vacations.
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