
The Impact of COVID19 and Rebuilding the Workforce in Hotel Trinity



Name: Mohammed Mamunur Rashid
ID: 2012546



Module title and module code:
Personnel Resourcing and Development (BMIH5005)



Lecturer’s name:
Emily Williams



The hospitality industry is a thriving one and it has a significant economic contribution to the UK. When the pandemic hit in February 2020, one of the industries that faced the highest threats was the hospitality industry. There was a travel ban across the world and world tourism came to a halt which resulted in the closure of all the hotels across the UK and the entire world (Kaushal, and Srivastava, 2021). This has significantly strained the workforce within the industry and a significant number of employees and professionals lost their jobs and livelihoods. Trinity Hotel is one of those hotels which faced such a dramatic situation to make sure that the company survives despite the financial difficulties. Trinity is a UK based hotel operating in countries like the UK, Ireland, Germany and some other European countries (Trinity Hotel, 2021). The life cycle of the employees had taken a major shift since the pandemic and there were drastic changes in the whole workforce (Davahli, et al., 2020). The overall microenvironments within the industry contributed to making several strategic changes relating to human resource management and operations of Trinity Hotel.
In the UK, the employment situation did not take the worst turn due to the Coronavirus Job Retention Scheme (CJRS) or the furlough scheme. From July to September 2020, there were around 2.38 million jobs within the hospitality industry which represents 6.9% of total UK employment (Liu, et al., 2021). This represents a 6% (147,000) fall in the number of workers in the sector from January-March 2020. This represents the scenario during the lockdowns. As a result of CJRS, hotels did not have to cut down their employees. Despite the scenario, Trinity Hotel had to lay off 2,100 corporate employees during July and August of 2020 across the world (Im, Kim, and Miao, 2021). The hotel chain also reduced the work hours of the employees, cut down the executive payment and put many employees under the furlough scheme (Gupta, and Sahu, 2021).  
During the course of the pandemic, there have been significant changes in the life cycle of the employee of Trinity, not to mention in the entire hotel industry. In general, the employee life cycle of Trinity comprises five stages: Recruit, Onboard, Develop, Retain, and Offboard (Guo, and Ayoun, 2021). These stages went through major shifts during the pandemic and there have been lots of changes after vaccination started across the EU and many other countries around the world (Shin, and Kang, 2020).  
The recruitment approach did not change much for Trinity Hotel. During the pandemic, there were not any recruitment for the hotel. However, the hotel started getting its previous employees back right after lockdown ceased and hotels across the UK were given permission to open their business in limited capacity following health guidelines (Shin, et al., 2021). Trinity Hotel laid off a large number of employees due to redundancies with the promise of getting them back as the world enters a new era after the pandemic cools down. So far, the hotel managed to bring some of its employees back to fill in the previous gaps (King, 2021). 
Onboarding is the second phase of the cycle which involves bringing the recruited employees to the workplace through job orientation. Trinity Hotel uses its identity and access management system for its employees and the identity and records of the new employees are entered in the record (Onwuegbuna, Nchuchuwe, and Ibrahim, 2021). After the onboarding is done the employees are given intranet access. Some of Trinity’s employees still work from a distance or home and in such cases, the onboarding is quite different (Trinityhotels.com, 2021). The intranet access is given with new facilities so that employees can work long-distance while still having access to the required system to work on.  
Employee Development is a crucial part of the life cycle to make sure that all the employees remain up to date with the changing skill requirements within the industry. The hospitality industry requires many soft skills along with hard skills, and these skill requirements are changing on a regular basis (Sivaprasad, and Mathew, 2021). In keeping with that, Trinity trains its employees with those skills. The employees are at first trained with the crucial role-based skills and the existing employees are trained based on the new skill needs. The pandemic has changed a lot of skill requirements within the Trinity operations. For example, the reliance on technology to do regular works, conduct meetings, do remote work and deal with customers require that service employees are well-acquainted with these technical aspects. The social distancing and contactless service in Trinity Hotel made it mandatory that employeeS learn how to satisfy the customers and give them personalized service while maintaining all sorts of health protocols. As a part of that, Trinity has adopted e-learning to train the employees, both new and old, with proper tools (Bove, and Benoit, 2020). Training used to physical prior to a pandemic, but during the pandemic, Trinity’s management changed it to. the online platform.  
Employee Retention is another crucial step in the life cycle. Recruiting and developing the employees is not enough, the company must make sure that its talents do not go to waste. Trinity Hotel has a “talent management software” which holds the records of all the employees detailing the contribution and performance throughout the employment. This provides the company with information regarding who needs more development and who require motivation. It also helps identify the most talented individuals within the Trinity Workforce. The pandemic entirely changed the retention policy of Trinity. Around 2100 corporate employees were laid off during the period under the new policy. As the hotel’s operations were shut down, many of the roles in the hotel became redundant (Pavlatos, Kostakis, and Digkas, 2021). In order to deal with those redundancies and not let the company drown in debt, Trinity had to lay off those employees. The new retention policy identified those redundant positions. However, as the pandemic cooled off Trinity adapted to its previous retention policy with slight changes in some areas. 
The final step in the entire life cycle comes with the Offboard when employees leave the company. During the pandemic, Trinity laid off many employees and provided them with a severance package along with the promise to rehire when the hotel will be fully back in business. The policy to rehire is a new addition in this step of the life cycle. Generally, Trinity takes an exit interview with the terminating employee and discusses their feedback on the hotel about the employment situation. The company also has retirement plans for long-term employees and employees are given their pension from the provident fund after retirement.      
The recruiting process for a new workforce needs some changes due to the changing business environment. The sources of new recruitment will be both internal and external (Lai, and Wong, 2020). Internal employees will be placed in new positions as a promotion (Hao, Xiao, and Chon, 2020). Internal recruitment will be part of the hotel’s succession planning as the pandemic ends. The higher-level positions will be filled with these employees. The remaining vacancies will be fulfilled using external sources. It means recruiting from third party sources or through public vacancy announcements. The workforce of new people will include- 20 employees for the front desk department, 30 employees for cleaning, and 20 employees for customer service. The selection process will be based on a preliminary selection based on experience and educational background. There will be two different interviews after that based on which employees will be given an offer letter. The first phase will be based on a group interview. This process will determine the candidates’ ability to work in teams and groups. Those passing the first phase of the interview will proceed to the final phase of the interview where the interview will be done individually. This phase will try to determine the strengths and weaknesses of each employee individually. Based on the final interview, good performing and suitable candidates will be offered positions in the applied post.   
The hospitality industry is going through a major transition since the start of the pandemic. The external environment has changed a lot and hotels made strategic changes as well to survive the crash (Bas, and Sivaprasad, 2021). Back in 2019, the contribution of the hospitality sector was £59.3 billion in Gross Value Added in the UK economy and it diminished significantly as the whole industry came to a standstill. GDP from these sectors decreased by around 40% during the year 2020. However, 2021 has seen some prospects in the industry after vaccines came into the picture (Wong, et al., 2021). PESTLE is discussed critically: 
Political factors: Stability in the political arena is extremely important for hotels like Trinity. In the UK, a major change has taken place as the UK left the European Union. It has significant implications for the hospitality industry and Trinity not to mention. The number of visitors from the other EU member countries will significantly reduce due to this fact. This will have a direct impact on Trinity’s revenue (Edwards, 2021).
The recent AUKUS pact and Quad formed through the leadership of the USA has also contributed to significant political tension in the Indo-pacific regions and resulted in a cold war. France is frustrated with the AUKUS pact and taking retaliatory measures again the UK, US, and Australia. These political rafts have a direct impact on the hotel business. Such political events change the future of the personnel working for Trinity. An unstable situation will force Trinity to get rid of many of its employees in the process and thereby creating chaos within the entire workforce.     
Economic Factors: The GDP growth rate has gone down significantly for the UK and the economy went into recession at the end of December 2020 (Sucheran, 2021). Interest rates went down significantly which made bank loans affordable but these inexpensive loans are worthless because businesses were completely shut down.
Disposable income across the UK decreased as more people started to hoard money because of the uncertainties posed by the pandemic (Chawla, 2020). People stopped buying luxury products or services and Luxury hotels like Trinity suffered the most. As a whole, the economic condition worsened as lockdowns were imposed throughout the year  2020 and during the first few months of 2021. However, the situation is getting better with vaccine rollout on the acceleration in the EU region.
Social factors: Travelling nowadays has become less frequent as people are highly concerned about health and safety. Social gatherings are discouraged which is a negative issue for hotels. Customers book hotels for their social gatherings on several occasions, and since, social gatherings are now discouraged, and hotels are losing customers by a large number (Chawla, 2020). 
Trinity previously used to have many social events from various elite societies, but now there is hardly any such events and the halls of Trinity remain vacant most of the time. Employees in Trinity are no longer directly interacting with the customer due to contactless service requirements, and therefore, personnel management in Trinity has changed.  
Technological factors: There are many new technologies in the industry that are bringing more efficiency to the operations. Technology is also making many employees redundant (Fonseca, and Azevedo, 2020). For example, the use of the mobile app for check-in and check-out at Trinity hotel made many of its customer service employees redundant because customers no longer require hotel personnel to escort them to their room or help them checkout from the hotel.
Legal factors: Hotel must comply with new laws particularly related to health and hygiene. The employees of Trinity are being trained with these new rules so that they can familiarize themselves with the new ways of customer service. The situation is also increasing the cost of operation for Trinity.
Environmental factors: Environmental concerns are blooming in the hotel industry since hotels contribute to a large extent of environmental damages. Trinity has taken steps such as reducing plastic use and shifting to green energy by 2030 as a response to its environmental sustainability concerns. The hotel is training and developing its workforce who will be working forward to fulfil this target and build a green hotel for Trinity.

In conclusion, Trinity has made major changes to its operation, marketing, management, and not to mention its human resource management. The whole employee life cycle went through a dramatic shift due to the pandemic. Even though the situation is coming to a better place, it is imperative to say that hotels like Trinity are making a strategic move regarding their personnel management concerning the changing dynamics in the entire hospitality industry. The external environment is also changing in the current time and those employees of Trinity will have to develop a new skill-set to familiarize themselves with the new service spectrum. 
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