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[bookmark: _Toc137767753]Introduction

The aim of this report is to have an analysis of the external environments of the hospitality industry as it affects the internal operations of the Accra Marriott Hotel, Ghana.    It will seek to understand how these external factors have an impact on local recruitment, and retention at the hotel; and which in turn are having an effect on the overall business performance of the hotel within the wider Marriott International brands in general and the hotel vis a vis its competition in the “green zone” area of Accra that it serves.  
[bookmark: _Toc137767754]Background and Area of Study

In 2018 a local consortium African Hospitality Ltd, debuted Marriott International’s first west African hotel, Accra Marriott Hotel (Marriott International 2018.) Although not the first international brand to open in Accra (Marriott International was preceded by Accor, Golden Tulip and Ramada), its premier location in the emerging Airport City enclave of Accra was a sign of growing international business confidence in Ghana. Located literally walking distance from the Accra airport and featuring a total of 208 rooms, extensive dining, leisure facilities, the hotel also has over 800 square metres of meeting space with the latest audio-visual equipment.
As one of the major international brands to be completed in the area it now competes with other international brands such as Holiday Inn, Protea, Ibis Styles; while Sheraton, Mercure and Hilton are under various stages of construction. All these hotels are within an 8 minute walk of the Accra Marriott Hotel.  Other international brands within a 15 minute drive include Kempinski, Movenpick and Swiss Spirit.
This report will be looking at the external factors that is affecting the performance of the Accra Marriott since its grand opening in 2018, less than 18 months before the global COVID 19 pandemic. Arif and Hossin (2016) have surmised that it is essential that hotels have a clear understanding of the external forces that come to bear on the internal processes of that hotel in order to be profitable in such a highly competitive industry.  The idea for studying the external forces that fashion the internal strategies have been studied by scholars such as Chrisman, Hofer and Boulton (1988) all of whom have reiterated that the success of the company was clearly determined by a study of the internal operations of the company and the external forces it faced.  Barney (1991) determined that businesses gained sustained competitive advantages if they implemented strategies that “exploit their internal strengths, through responding to environmental opportunities, while neutralising external threats and avoiding internal weaknesses.” Fernandez, Cala and Domecq (2011) echoing Porter have also acknowledged that companies will need to have an understanding of their external environment together with their own internal processes to help create strategies to identify and produce create competitive advantage.      

[bookmark: _Toc137767755]PESTLE and SWOT Analysis 

This report will be using Francis Aguilar’s PESTLE analysis to understand the external factors that affect the Accra Marriott Hotel and then use a SWOT analysis historically credited to Albert Humphrey in the 1960’s to determine the best internal strategies to help develop strategies to overcome the challenges of recruitment and retention at the hotel. 
Tourism and the hotel and lodging industry in Ghana has grown significantly since 1985 when there was a total of 85,332 arrivals to 586,612 in 2007, the year before the first hotel in the Accra Airport enclave was completed (Acheampong 2009) 
Fig. 1 
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Just eight years later the receipts had grown to $2.7bn in 2017 (Danso et al, 2020)
The Accra Marriott Hotel operates within the highly competitive accommodation market, especially within Accra and the new Airport City developments.     Notable chains include Accor (Ibis Styles, Movenpick), Best Western (Atlantic Hotel, Best Western Premier Accra Airport, Accra Beach Hotel), Kempinksi (Gold Coast Accra City), International Hotel Group (Holiday Inn Accra Airport), and Marriott International (Marriott Accra Airport, Protea Accra Airport). 





The travel and hospitality industry took a really big hit in terms of revenue during the recent COVID-19 outbreak.  Behsudi (2020) of the International Monetary Fund (IMF) reported in 2020 that there was more than a 65% drop in tourism receipts, with near total halt in April 2020.  As the pandemic receded and governments reopened borders and lifted travel restrictions the industry has shown resilience and has bounced back.  The UNWTO (2023) noted that in the Africa region has regained 88% of the 2019 pre-pandemic levels.
                             Fig 1
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· Ghana has been described the poster child of political stability in West Africa (Campbell 2013) due to the successful transfer of power five times in the Fourth Republic (1992 to date).  It is based on this stability that many international hotel chains have opened hotels in Ghana.  
· Ghana is now gearing up for the 2024 Presidential and Parliamentary elections but as previous elections have shown this is unlikely to be a cause of undue tensions. The US State Department (2023) ranks Ghana as a level 2 advisory, on the same level as the United Kingdom. 
· Government through the Ghana investment Promotion Council offers lucrative tax incentives for companies like the Marriott if they recruit a minimum number of local people. 
[bookmark: _Toc137767757]Economic
· The biggest global economic challenge of the last 3 years has of course been the COVID-19 pandemic. In Ghana, occupancy among the 3-5 star hotel category of which the Accra Marriott is part, occupancies dropped to as low as 5%  (Danso et al, 2020b.) The biggest effect on the Accra Marriott hotel was whether to lay off recently hired staff and lose their expertise, or to retain them without any government support
· The current economic outlook for Ghana as determined by Fitch (April 2023) has been downgraded further to RD, effectively limiting the country’s ability for credit. 
· This has caused a sharp devaluation in the local currency, and affected the purchasing power of both hotel staff and patrons.   
[bookmark: _Toc137767758] Social
· With a growing “middle class” young professional Ghanaians and a moneyed elite and political class with a propensity to spend (Lentz 2016) the Marriott by paying higher wages has been at once both a contributor to this and a benefactor from it.  
· Located in the affluent Airport City, residential area and environs and close to the modern malls and shopping centres.
· Many patrons are expatriates and second generation Ghanaians living and working abroad. The Marriott brand is an international staple and often a welcome retreat for these people, and aspirational for many local residents.    
[bookmark: _Toc137767759]Technological
· Fully integrated booking management software, and the popularity of Online Travel Agencies like Expedia and Booking.com has changed the way potential guests interact with hotel reservation departments.  At the Accra Marriot, in line with all Marriott International properties reservations are now 100% online or by phone. 
· Automated email responses confirming reservations saving front desk staff time 
· Smart keys, QR codes for menus and other non-contact has made the use of “hard” keys and menus obsolete. 
[bookmark: _Toc137767760]Legal
· The relaxation of COVID era legislation has made international travel so much easier for the core clientele of the Accra Marriott Hotel. 
· The Accra Marriott Hotel would ensure that it is compliant with the recently rewritten Companies Law 2019 (Act 992) and the Ghana Labour Act 2003 (Act 651)
[bookmark: _Toc137767761]Environmental
· The issue of illegal mining is a major topic of discussion within the Ghana body politic and its effects on the degradation of the water bodies and farms is an area of concern.  
· As clients question Ghana’s commitment to environmental protection, the Accra Marriott Hotel puts its green credentials front and centre of its advertising and informational literature. 
[bookmark: _Toc137767762]SWOT Analysis

With an understanding of the PESTLE factors affecting the hospitality industry in Ghana in general and the Accra Marriott in particular, a SWOT analysis for the hotel would be best to help determine how to respond the PESTLE factors 
Benzaghta el al (2021) using definitions described by numerous scholars has outlined a strengths, weaknesses, opportunities, and threats (SWOT) analysis as an essential strategic tool to evaluate a company’s relevance and market position vis a vis external forces and competition.  
	         Figure 2: Definition of SWOT (Source: Arif and Hossin 2016a)   				[image: ]

In reference to the recruitment and retention of staff at the Accra Marriot the 
· Strengths are brand recognition, and the reputation of being one of the US Fortune top 10 companies to work for (Fortune.com 2022) and able to attract  and retain quality candidates.  
· Weaknesses – an over reliance on foreign guests and international conferences for income, made all the more challenging when COVID-19 caused a near shut down of international travel throughout 2020 and 2021.  The Accra Marriott during this time was unable to recruit or retain staff during this time
· Opportunities – The Accra Marriott encouraged staycations during the COVID restrictions. It also had the opportunity to develop training and while similar properties in Accra were laying off staff, the Marriott retained theirs.
· Threats – As mentioned elsewhere, there are numerous international brand hotels within a ten minute walk and there has been several anecdotes of staff, once trained by one international brand are quick to move around to gain the best financial advantage.   
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Selected Tourism Indices and Components (1985-2007)

Ttem/Component | 1985 1990 1995 2000 2005 2007
Amivals 85332 145,780 | 286,000 | 399,000 | 428533 | 586612
Receipts (USSm) 19.5 80.83 233.20 386.00 836.09 L1720
Contribution to 14 26 35 39 57 63
GDP

Accommodation 420 350 580 992 1344 1432
Car rentals’ 145% i6 27 33 53 59
Restaurants/Fast na na 9 231 372 381
foods

Travel 30 a5 142 77 349 350
Intermediaries

*Consisted of individual, owner-chauffeured cars not rental firms.
Source: Ghana Tourist Board
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