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[bookmark: _Toc136036571]                                                 Executive summary

This summary has ended; therefore, we have reached far and wide with our findings and researched and understood key takeaways such as Twr y fellin hotel's employment issues, retaining guests, and acquiring new talent and clients
(Kumar, Dhiman and Dahiya, 2015) suggest that the constantly changing nature of SHRM is to develop new and innovate strategically to solve HRM issues. Moreover, HRM is in charge of managing the company's goals and values. 
· Such as multiskilling
· Job branding 
· Flexi work
· Well-being of staff 
· Compensation
· Recruitment 
· Selection process
· On the training and development 
· Internal promotions
· Job evaluations 
· appraisals
However, HRM policies aline the organisation's standards and code of conduct. However, the consultant involved in the Twr y fellin team to work and support manages this helps build better relations and improve employee and guest needs.    
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[bookmark: _Toc136036572]Introduction:
The report critically analysis Twr Y Fellin Hotel, which involves Human resource management to address the organisation's goals and interests, nonetheless focusing on recruiting and nurturing talent and the right people suited to fill the job vacancies (Sen and Bhattacharya, 2019) suggests that employee training and development augment talent actuation, motivate staff, monitoring employee performance, disciplinary while attaining a rewarding system that has great benefits for that employer branding helps to attract and retain employees' perceptions as affected by internal and external issues concerning the hotel's retention levels. Moreover, Human resource management will align its policies.
Reducing turnover intention and labour shortages (Mullally, 2022) argues that a decrease in customer numbers during a lunch session and ROI research on room rates and evaluation. Return on investment, however, the hotel needs to sell the unsold rooms, including when the hotel is out of season and staff wages are high. Moreover, the organisation faces additional challenges, constantly turning guests away while recommending nearby cafés and restaurants for lunches and evening meals. 

However, HRM needs to solve Twr Y Fellin Hotel's issues strategically by applying a SWOT, PESTAL, and TOWS, and the data analysis will all be addressed in this plan; the research proposal and the process of evaluating the hotel's performance (Pedrol, 2021) suggest that the hotel sector continually assessing strengths and weaknesses and comparing and contrasting against the past period data analysis nonetheless benchmarking is important for hoteliers as it gives a snapshot of the health of the hotel, the key importance of understanding the hotel's bottom line, moreover benchmarking can have the advantage to identify the progression of the firm whether it needs to improve in particular department.

[bookmark: _Toc135847575][bookmark: _Toc136036573]This report aims to solve The Hotel's issue by involving HRM:

(a) Innovate new ideas to maximise profits when HRM influences the organisation's performance and aligns the company's interest and goals by implementing employee compatibility (Otoo and Mishra, 2018)  and adapting the businesses culture, ambience, and leisure activities that HRM would attract, motivate,, train, develop employee competency and retains employees, resulting in job satisfaction. Committed employees will display loyalty, uphold the company's reputation, boost productivity, and promote healthier financial outcomes. 

(b) Monitoring trends in the area; however, competition is fierce in the hospitality sector, especially when a guest books a room in a hotel or accommodation in a particular destination (Ulucan, 2020) elaborates that location is important when a guest has the intention of booking and good transport links, the attractiveness of the hotel is paramount and low crime environment.


(c) Furthermore, hotels benefit from a faster means of communicating with clients (Yost et al. 2021) argue that it is vital for hotels to invest in advanced technology, involve HRM to address any complaints and solve issues before they escalate; hotels can offer tailored services, therefore, attract and retain clients, whereas market their products, services, offers, promotions and feedback,    

Scope and analysis:
Where Twr Y Fellin Hotel is situated in the heart of St David's in a Welsh seaside countryside with rolling hills and surrounded by natural beauty (Godinho, Phillips and Moutinho. 2018) suggests that the hotel's location is vital for guests who visit the destination and is seasonal with good transport links and is a popular site for tourists and visitors, the hotel is situated in a convenient location close to local amenities two minute's walk from the art gallery and one mile from the spectacular St David's cathedral. However, hotels pride themselves on providing quality services that attract and retain guests.
The hotel's property features a building dated 1806 (Mawer, 2022) suggesting there once stood an old windmill tower where the hotel is, and was used during the Second world war; they would spy on enemy boats. Furthermore, the property downstairs was used as a temporary hotel until 2000. Nevertheless, the property went through a renovation and developed modern features. Moreover, Twr Y Fellin opened in 2015 as the first art hotel in Wales.
The property features 21 luxury suites, a walk-in shower that separates from a bath, amenities such as an espresso machine, tea-making facilities, slippers and robes, a mini fridge and smart T.V. speakers with surround sound where some of the rooms have a sea view, whereas there are cheaper rooms that face the car park, the bedrooms are big and cosy, and the interior decor is detailed to perfection,  
The property features two well-equipped bars, an elegant modern lounge, a conference hall and a desirable restaurant. The hotel provides free Wi-Fi and parking electric charging points. 

[bookmark: _Toc135847576][bookmark: _Toc136036574]Guest reviews on the social media platform TripAdvisor and the most recent feedback:
A guest in Twr y Fellin Hotel, Stephen T from Temple Guiting in the U.K., wrote a brilliant review on TripAdvisor and rated the Hotel 5 stars (Sampetua and Vincent, 2022).
Stephen T wrote a review on April 6.
Temple Guiting, United Kingdom31 contributions8 helpful votes
Outstanding Hotel
Only one night, but the room was excellent, the bed and shower of a high standard, the staff super helpful, and the decoration was done to a very high standard. I can't fault the place. Dinner and breakfast in the Blas Restaurant were first class, with imaginative cooking done to a very high standard.
Read less
Date of stay: April 2023Trip type: Travelled as a couple
This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews.
However, a guest in Twr Y Felin wrote a review on TripAdvisor; the guest was from London, UK. Jeff K rated the Hotel 3 stars, a disturbing and unpleasant stay at Twr Y Fellin.
Guest Stephen T experience his stay at Twr Y Fellin.


Jeff K wrote a review April 11
London, United Kingdom5 contributions1 helpful vote
A very pleasant generic Hilton-style hotel. Nothing Welsh about it.
There is absolutely nothing wrong with this hotel. It is clean, bright and well-appointed. BUT... it's also very generic. This place is perfect if you want a nice airport Hilton experience in Wales. But know that the rooms are very pleasant but corporate, many facing a parking lot. We would have liked something with a little more atmosphere and many more windows. The bar has no windows. The restaurant is dark, and while the Food is good, the portions are very small. If you want to experience Wales, this is for someone else.
Read less
Date of stay: April 2023Trip type: Travelled as a couple
Value
Location
Service
This review is the subjective opinion of a TripAdvisor member and not of TripAdvisor LLC. TripAdvisor performs checks on reviews.
Guess Jeff K's experience with the stay at Twr Y Fellin (Pokryshevskaya and Antipov. 2017).

[bookmark: _Toc135847577][bookmark: _Toc136036575]Recent complaints on hotels in social media platforms about the guest experience: 
However, many customers only use social media platforms to air their complaints when waiting for the organisation's response. In addition, they do this because they want other customers to avoid going through the same scenario (McCarthy, 2023) and argue that many businesses face challenges when dealing with customer complaints. Moreover, firms use cost-cutting measures such as digital platforms to communicate and solve client problems, meet consumer expectations without human interaction, build empathy and authentic experience, and engage in customer retention.

The hotel sector benefit from online platforms TripAdvisor, Google, and others by reaching a larger customer base. However, when customers decide to purchase or post-purchase a product or service, travel, and book accommodation or hire a rental car, the consumers always turn to online reviews like TripAdvisor, Google, and others before purchasing honest customer reviews (Filieri et al. 2021) argue that consumers realise that there is a trust issue when it comes to fake or false reviews on TripAdvisor the reason for it is leniency in tackling fake news and reviews online; however, the consumer interest is gradually shifting in the direction of Google over to book a room at a particular hotel and read honest reviews however google is transparent when dealing with their customers for maps directions, location, and videos.  

(Pokryshevskaya and Antipov, 2017) Argues that a guest might become dissatisfied with the level of service they receive. However, businesses and customers can benefit from guest reviews and feedback; nevertheless, guest-read reviews about a hotel they want to stay at before booking. Hotels benefit from social media platforms for guest reservations and marketing their products and services, advertising, promotions, and guest reviews and feedback. Nonetheless, guest feedback is extremely important as it helps hotel managers rectify any problem or issues, even before they occur, because the firm needs to uphold its reputation. 

 < guest waiting too long to check in service could be faster. 
< Food is served cold and bland. 
< Shortages of staff on shift. No one on the front desk
< The interior of the hotel is dark and needs refurbishing. 
< Overpriced menu and  servings are small portions











	
Strengths:
·  Hotels with attractive locations allow guests to experience better facilities (Zhu, Cheng and Li, 2021).
· Developed infrastructure with good transport links (Canhui, Li and Guo, 2022).
· Luxury boutique hotel rated four stars (Sampetua and Vincent, 2022). 
· Quality food and beverage with Welsh cuisine locally sourced, three Michelin awards (Cetin, Demirciftci and Bilgihan, 2016).   
	
Weaknesses:
· Hospitality is known for paying a low wadge, staff shortages and struggle to retain staff. (Lobel, 2018).

· In the Hospitality sector, workers are poorly paid (Happier workers, at a minimum, 2018).

· The hotel's interior decor looks tired; therefore, constantly maintaining the property will need finances (Bakhter and Alshibani 2018).



	
  Opportunities:

· Talented Chef and 3 Michelin awards (Sheehan, Grant and Garavan, 2018).
· Hotels benefit from growth by strategically targeting tourists with higher disposable income (SAMHI Group, 2018)
· The hospitality sector selects talented management to empower employee engagement, motive, and retention ( Schatz, (2022).  
	
 Threats:

· Internal and external issues impact the hospitality industry; ROI and room pricing is a major concerns for revenue management (Cetin, Demirciftci and Bilgihan, 2016)
· Hotel is experiencing labour shortages, burnout and turnover intention  (Wen, 2020).




[bookmark: _Toc135847578][bookmark: _Toc136036576]SWOT Analysis:
[bookmark: _Toc135847579][bookmark: _Toc136036577]There is a need to conduct a SWOT analysis of Twr Y Fellin Hotel as its strengths, weaknesses, opportunities, and threats (Wen, 2020).

Hotels are vital for the tourism industry, especially when it generates 52% of room bookings revenue. However, when a guest decides to travel to a particular destination, their main leisure or business (Canhui, Li and Guo,2022) argue that tourism drives economic prospects that generate profitability for the hospitality sector, creating employment opportunities in various segments of the hotels and develops sustainable infrastructure and good transport links nevertheless adds value to local businesses moreover tourist can engage in activities, local attractions, events, festivals.
 
Although guests recommend the hotels and other accommodations when a hotel is located in an attractive tourist attraction, this can be seen as a strength (Zhu, Cheng and Li, 2021) argue that guests satisfaction levels are important to any organisation; nevertheless,  location is a key factor when a guest perception of booking a hotel stay, such as free Wi-Fi car parks and others. In contrast, the visits between host and guest will result in guest loyalty and retention. 

The organisation must adopt H.R. skills for recruitment training, development, and nurturing Talent (Sheehan, Grant and Garavan, 2018), suggesting that Brexit has not only had an impact on labour shortages but has weakened the British pound; however, the Polish and E.U. migrant workforce has decided to take up employment in Germany. Therefore, 
it is a struggle for the hospitality sector in the U.K. to recruit and retain workers.        

In the hospitality sector, staff retention and turnover intentions are 30%. However, the hospitality industry is the third largest employer in the U.K. Employees made to work long hours and are unsociable (Lobel, 2018) argue that hospitality workers are poorly paid, moreover, staff recognition and compensation. Nevertheless, talented workers have either left the industry or moved on to other sectors where they can achieve work-life balance.

In the hospitality sector, employers are challenged with managing employee pay increases (Happier Workers, at a Minimum', 2018) argue that wages and the high inflation cost of living result in organisations operating with a reduced workforce. Moreover, onboarding and retaining employees are major business concerns, which are a financial cost to the organisation and the time spent training recruits; therefore, costs are affected if a hotel hires new talent to reduce costs. 

The factors affecting hotel facilities' operation, and property maintenance, are property disrepute noise, pollution, labour, materials, and finances (Bakhter and Alshibani 2018). Suggest that there are benefits to upgrading the property, such as attracting new clients and retaining loyal clients, upholding the organisation's reputation, and operating to a high standard. 

The hospitality industry is very competitive; however, hotels target domestic and international tourists with a higher disposable income (SAMHI Group, 2018) and suggest changing customer trends and spending habits; hotels seize the opportunity to capitalise and innovate strategically, improving service standards. In contrast, guests have high expectations, and upselling products to meet guest satisfaction will result in growth and profitability.

However, revenue management faces competitive challenges from internal and external sources. Therefore setting effective ROI room rates to acquire knowledge skills and capabilities (Cetin, Demirciftci and Bilgihan, 2016) suggested that a structure should be designed to communicate strategies when setting pricing ROI room rates,  to solve the problem and combine effective effort from RM HR, and organisation behaviour, Marketing and Sales departments to make informed decisions to avoid disastrous outcomes such as bad decisions that would result in missed opportunities not being able to tap into potential sources.         

Strategic HRM recruiting the right talent management will empower innovative training to develop and engage the workforce; Gallup's recent survey  (Schatz, 2022) suggested that engaged employees are key to productivity in achieving the organisation's goals and profitability, upholding brand reputation mission and values.  

Guests will be more satisfied with a fine dining experience. An excellent selection of beverages is enough to chant a memorable experience  (Cetin, Demirciftci and Bilgihan,  2016) suggesting that the guest would have a perception and the intention to return.

The hotel employees face challenges working in a busy environment, experiencing labour shortages, burnout, and turnover intention (Wen, 2020) However, the chair of the board member and stakeholders have addressed the employee problem and invested additional revenue in hiring a consultant to surveys the hotel workforce (Luxury Hospitality Experts, 2023) suggested that to involved HRM, supervisors, and managers to solve staffing issues and to achieve a work-life balance whereas adapting selection process strategically to recruiting the right candidates for the right job.

	Political factors
	
· Politics risks can impact the tourism industry (Manaliyo, 2021) argues that crime, natural disasters, curfews and religious conflicts can lead to unemployment.
· Politics influence hospitality development, taxation policies and travel restrictions during the pandemic (Hoarau, 2022).

	Economic factors
	· Economic challenges and opportunities that impact the hospitality industry. Due to the pandemic, inflation is on the rise (Teixeira and Lisboa, 2021).
· Travellers normally cutback expenditure and choose budget hotels on account of the currency losing its value 
(Kaleem, 2022).




	Socio-cultural factors
	
· People's spending habits, Millennials and Gen Z travel trends shape the hospitality future. 
· Millennials prefer upgrades and personalised guest experiences. 
· Millennials are sensitive to pricing, 
· Hotels allow guests to experience the local culture, Food and festivals (Hyejo and Jeong, 2022).


	Technological factors
	
· Hotels use technology to reach a large customer base 
· Guest booking and payment are made easier online platform.
· Online customer reviews, positive or negative, influence guests' decisions and keep hotels competitive. 
· Guests also search for packages and promotions.
· When booking a hotel, customers look for safety, CCTV and burglar alarms, and good amenities (Hu and Yang. 2020).


	Environmental factors
	
· Reducing water usage and motion sensor to reduce electric usage
· Hotels adopting Solar panels and motion sensors that can reduce electric bills can and positive impact on the environment
· Hotels eliminating single-use plastics and reducing food waste, toiletries, and water consumption can have an impact on the environment
· Tourism, travel industries and consumers know the long-term benefits of adopting sustainable environmental practices (Fuchs, Promsivapallop and Jing 2022).

	Legal factors






	· Location is key when guests book a hotel.
· The guest intends to choose low-crime areas when deciding to travel.
· Many countries monitor hotels to prevent data from leaking out; data breaches.
· Changes in law and  taxation can impact hotels (Zakharin, Yining, and Smirnov 2019) 


[bookmark: _Toc135847580][bookmark: _Toc136036578]PESTEL Analysis on Twr Y Fellin Hotel (Kaleem, 2022).

Although the performance of the English currency has been worse in recent years with Brexit, COVID-19, cost of living, and inflation addition, Britain is paying higher for energy (Kaleem, 2022) moreover, many hotels have seen a decrease in consumer spending; nevertheless, most hotels struggle to stay open, financial crises travellers, cutback on luxury products and service moreover, settle for budget accommodation.

Even before the guest decides to book hotel accommodation, their perception of the preferred destination and a developed infrastructure with a good transport link. However, the growth of travel has shifted from the baby boomers to targeting younger demographics; moreover, half of the luxury travellers are millennials and Gen Z. However, they are price sensitive, and these demographics prefer upgrades and personalised Guest experiences, leisure facilities, swimming pools, fitness centres, spas treatment therapies, and indulge in the local culture, Food and festivals (Hyejo and Jeong, 2022), suggesting that the aim is to attract new guests and retain regular customers by introducing advanced technology to create memorable experiences and services for an example allowing guest to use their mobile devices for a seamless check-in and out open doors and other functions, therefore leading to customer satisfaction and brand loyalty.
Technology is vital for smooth operations in many hotels, from guest booking and payment to customer reviews online platform TripAdvisor that keeps hotels competitive  (Hu and Yang. 2020). moreover, hotels use technology to their advantage to reach a larger network of people to promote their packages and promotions; however, customers use TripAdvisor reviews when deciding to book accommodation in a hotel.

Tourism and development's relationship with environmental sustainability practices (Fuchs, Promsivapallop and Jing, 2022) argue that hotels and travellers are more aware of sustainable environmental practices; nevertheless, adopting sustainable practices can benefit stakeholders and consumers by reducing single-use plastics, water consumption, food waste, toiletries, hotel's need to invest in renewable energy such as solar panels and the benefit's of using motion sensors to reduce electricity consumption by eliminating the possibility that the lights will accidentally be left on nevertheless paying a reduced bill.

Many countries monitor hotels to prevent data leakage and data breaches. The hotel must comply with the laws of the country. Nevertheless, a change of government and taxation can impact the hotel economically. However, guests, when deciding to travel, carefully choose a low-crime area (Zakharin, Yining, and Smirnov 2019) moreover, the hotel's location is key when guest book accommodation, whereas guests intend to stay in a low-crime area. 

TOWS analysis
 In the hospitality sector, competition is fierce because Air B&B and Small hotels offer lower rates for their accommodation. However, the opportunities and threats are grouped. Therefore strengths and weaknesses create strategic decisions to achieve Twr y fellin hotel success. The internal and external challenges faced daily and the long-term performance (Rustandi, 2020) suggest these strategic objectives are listed, and the TOWS analysis conducted an action plan. In addition, a matrix strategy was applied to analyse Twr y fellin Hotel by applying the SWOT and TOWS to identify the organisation's strengths and weaknesses using the SWOT analysis. Whereas applying the TOWS differ from the SWOT analysis.  

























	
External factors





Internal factors
	
Strengths  (S)
· The hotel is attractively situated in an idyllic location.
·  Managers are experienced and talented chefs.
· Excellent hotel amenities and operating hotel services at a higher level
· A good reputation of the hotel 
	
Weakness  (W)
· Short on labour, lack of training.
· Hotel off-season low room occupancy.
· Fail to capitalise on lunch trade. 
· Lealent with customer complaints 

	
Opportunities
· Use social media aggressively 
· To increase room occupancy 
· Revenue management bottom-up and top-down approach that can study the growth of the hotel

	
(SO)
· Improving market shares and opportunity to expand into other countries and generate long-term growth  (Bhushan, 2016)
· Using social media to the Hotel's Advantage
· H.R. trains employees to develop skills that lead to productivity (Faten, Ibrahim and Haitham. 2022)
	
(W.O.)
· Promoting healthier meals to attract locals and tourist
· Targeting tourist hub special promotions on ROI rooms and additional perks
·  Reschedule tourism promotions and package deals throughout the year.  
· Social media Online platform increases brand awareness (Cheraghalizadeh, and Dedkova. 2022).

	Threats
· Cost of technology
· can impact changes in government policy  
· Fierce competition with other countries
· Terrorist threats('Safety for tourists paramount', 2015).  

	
(S.T.)
· Increase revenue by delivering a tailor-made service 
· Developing a healthy food menu to attract tourists and  locals
Increase revenue through other social media by offering an upmarket experience by targeting Gen Z and Millennials and people with disposable income (Brown and Kennedy, 2018).   
 
	
(W.T.)
· Use social media to advantage to gain publicity. 
· Carry-out internal audits and train employees to achieve their goals, making them productive.
· Conduct an effective market reach and intergrade tourism HUB around the hotel.
· Customers complain that food service is painfully slow  (Haddon, 2019).  


[bookmark: _Toc135847581][bookmark: _Toc136036579]The TOWS matrix on Twr y fellin Hotel will clarify the results when applied to the analysis (Faten, Ibrahim and Haitham. 2022).


Customer complaints can be solved through strategic management by addressing any issue with customers and feedback (Haddon, 2019) and reducing menu size training, and developing employees to deliver service excellence.

Main body:
Human Resources management practices empower employees and align the organisation's policies and interests, strategically solving customer complaints and improving employee performance in the company's internal and external issues by allowing managers to choose effective management and leadership styles and offering managers the opportunity and sufficient time to manage their team. However, managing people can be challenging (Domínguez, Martín and  Petra, 2016)  suggested creating an ambience between the customers and staff. Nevertheless, the importance of having a well-trained, motivated, skilful team results in the organisation's productivity.
                
                 Employee recognition and competition lead to employee retention 
· The tourism and hotel industry is known for turnover and burnt-out culture; however, it is important to address crisis management as it can affect the organisation's employees, customers, suppliers and stakeholders in some circumstances can impact the whole business (Abo-Murad, and AL-Khrabsheh, 2019) Argues that without recognition and compensation, staff will be inclined to demotivated and fail to perform their daily task, therefore, can impact the organisation in achieving quality and quantity of tangible and intangible products and services the companies goals and values and tarnish the organisation reputation.

Management setting effective problem-solving strategies to turn challenges into opportunities   
· Employee retention is key to an organisation's success. In addition, employees are evaluated by work performance-related rewards such as employee well-being and flexible working practices, company perks free car parking for staff (Rombaut and Marie-Anne, 2020) have address individuals, groups, and teams to retain competent and talented workers by encouraging work-related groups that can facilitate internal job promotions by developing, motivating, mentoring and coaching talented worker from reframe from the organisation and therefore, results in staff loyalty.      

· Organisations implementing the importance of improving the performance of skilled employees by training managers and coaching them can change organisational culture, develop the employees, and promote staff internally. Furthermore, employees gain a perception of trust and skill (Temte, 2021) suggests that a manager's effective strategy is to encourage, motivate, and coach individuals and teams to engage and share innovative ideas. Therefore, this results in positive growth and progression for the organisation. 

· The hospitality sector is known as being a challenging industry to work in and has a tarnished reputation, recognised as a worker having to work long hours with no breaks (Manning, 2021) argues that hospitality employers perceive workers do not only serve Food and drink, explains there is more to operating hotel's facilities by obtaining developing training different job roles and departments; nevertheless, the specialised hospitality training provider has recognised the importance of apprenticeships and the next generation of the hospitality workforce to have a constant supply of talented workforce. 

· Recruiting the right person for the right job saves the organisation time, revenue, and resources (Keenan, 2019) argues however, counting the cost of a bad hire could account for the time spent hiring training, decrease in sales and production moreover, has an impact on staff morale and customer retention therefore when recruiting new people manage the right FIT method of recruiting developing skills training and teambuilding for better performance nevertheless support managers and allow managers time and resources to analyse their behavioural preferences and understand the job role capability to assess the right applicant for the right competency skills experience and with a clean record. 

· The hospitality sector mainly focuses on training and development, and communication is key to customer and employee relations (Petty, 2023) elaborates; that effective communication to solve customer complaints and staff issues increases productivity, sales, and employee engagement, leading to creating a good ambience and team building therefore, reducing staff turnover intention.

Employee performance and evaluation:

· Employees who fail to perform will start constructive coaching that will align and develop them. Managers will monitor their improvements and performance (Phillips, 2023), suggesting effective performance coaching methods and introducing an outside source for coaching individuals in the 360-degree approach that can retain employees. Moreover, hiring the right candidate for onboarding training development is expensive and time-consuming for the organisation.

[bookmark: _Toc136036580]Young talent management:

· Tourism and hospitality are sessional, and the demand for skills shortages (Gray and Farrell. 2021) argues that training the younger generation of apprentices could benefit not only the hospitality sector, therefore, solve labour shortages while apprentices learn practically and visionary when experiencing different skills working along with the professional chef.

The latest technologies and  consumer trends innervate the social platform:
· The hotel industry is competitive; therefore, outsourcing and upscaling the latest technology (Shevchuk, 2023) suggest that advanced technological trends and innovations improve guest expectations; however, the benefit of technology for hotels is communication to tap into a larger customer database and easy access to the latest market trends moreover promoting the hotel's services, products nevertheless teaming up with B2B package deals airline and hotel. In contrast, the technologic goes beyond the importance of hotels and guests using it for bookings, customer reviews, and feedback to make payments online. Therefore technology has many functions that guests use to check in and out, open doors, and order Food and beverages. Some hotels use robots as concierges and A.I. tourist information guides.

Guest service with an emotional connection and evaluation

· Tourism is vital to the hotel industry; however, guests would evaluate the hotel (Godfrey, 2017) and suggest that the standards must be maintained during the hotel's operation to meet the guests' needs giving the guest an authentic experience. Nevertheless, they will feel the intangible experience and tell friends and family about their experience. Therefore hotels emotionally tailored services and room is secondary. 

                      Tourists choose a safe and welcoming place to visit:

· Tourism receives bad press from the locals; however, tourists will not visit a high-crime area (Davis,  2023) argues that tourism generates economic benefits for the environment, helps local businesses and communities build infrastructure, and creates employment.

The local culture and cuisine:

· Hospitality tourists travel to a new location and generally experience the culture of local cuisine (Malek, 2020) argues that tourism has benefits and downsides. Moreover, when a community experiences overcrowding, therefore impacts environmental pollution (Chen, 2023) elaborates that hotels can benefit in the long run from sustainable practices. 
 Recently Twr y fellin have been getting many guest's complaints about the interior of the hotel being dark:

· The hotel was experiencing a downward trend. The hotel needed a rebound; therefore, it was a huge cost (Reindl, 2016) arguing that ROI and revenue room rate has decreased in bookings. However, reconstructing the property can add value to the hotel and give modern features. 

[bookmark: _Toc136036581]    analysing data on Human resources on Twr y fellin hotel's recruitment and the    company's financials
· Human resources management plays a crucial role in Twr y fellin hotel (Picardi, 2020) suggests that recruitment strategies for internal and external job openings outlining company policies, interests, and expectations in hiring recruits. However, the hospitality industry has a diverse pool of workers with seasonal workers, apprenticeships and internships; therefore, HRM's goal for effective recruiting strategies is to be transparent when recruiting potential candidates to find a method of effective balance and ethical practices.   
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Source: Census (2021). Office for National Statistics – Vacancy Survey on hospitality industry; H.M. Revenue and Customs – Pay As You Earn Real Time
· The hospitality industry faces challenges in recruiting and data analysis (Source: Census 2021) 3 in 10 businesses are finding it hard to fill the job vacancy; however, the difficulty lies where the E.U. was contributing to the recruitment problem and government restrictions and changes in politics and many issues that can affect the labour market.

Twr y fellin hotel's performance 
 [image: ]
The performance of the fellin hote
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2019 due to COVID
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Return on profitability Twr y fellin and invested in 20 suites (Twr y fellin 2023).

                                                            Twr y fellin visitors
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[bookmark: _Toc136036582]Findings and Results
· The hotel industry in generally growing at a slowpace however according to (telegraphy, 2020) elaborates that U.K. economic factors effecting labour markets moverover  the uncertainty with post Covid and lockdowns and restrictions businesses having toreoping and then shut suddenly as a result many businesses went into liquidation   whereas Brexit cause disrupted to supplies of goods and services.

· Unfortunately, shortages have become a major issue for the hospitality industry because there are not enough people to fill the job vacancies (McConnell, 2023) elaborates that immigration is much needed; however, the pay is not great. Nonetheless, the hotel is seasonal; moreover, COVID with its restrictions and Brexit saw more hospitality workers from the E.U. not return to the U.K. Most perhaps moved on to better work-life balance and the cost of living with energy prices at their highest nevertheless, hotels have struggled to keep their doors open. 

· In addition, people got used to working from home. In contrast, most hotels are going through insolvencies (McGrath, 2021) argues that the impact of Brexit has disrupted U.K.'s supplier chains and reduced food production. Moreover, the demand for labour has shifted in favor of the employee. Small and medium businesses face challenges in increasing wages to retain employees, whereas young people and migrants from the E.U. make up most of the hospitality workforce. Furthermore, the U.K.'s economy is weakened by inflation, and paying higher for goods, services and energy prices is a major concern for the hotel sector. 

· However, analysing the problems (Twr Y Fellin, 2022) considering current issues that when easing the pandemic, the organisation sector was impacted by labour shortages (McConnell, 2023) suggested that the hospitality sector was faced with continuous challenges, with pay being the main factor, labour intensive. In addition, the hotel is operating on 24 hours bases unsociable work, especially when many organisations need help recruiting and retaining their workforce.

· Although Wages have risen to the highest level (Alder, 2023), many businesses need help to pay employees, and organisations need help attracting and retaining their staff. Nevertheless, the hospitality sector is very competitive; many organisations are forced to offer increased wages to retain and attract workers.

· Brand knowledge reflects an employee's substantial experiential knowledge of delivering brand promise (Xiong and King, 2018) however, to encourage employee voice, managers need to facilitate employee brand learning and training and encourage employees to develop skills that can result in employee retention.

· Working in the hospitality industry can have challenges, with low pay being the main factor and long working hours (Tüzünkan and Altıntaş, 2018) Whereas customers are demanding, and needs and wants are constantly changing; however, in some cases, hospitality worker's experience burnout; therefore, HRM is focusing on staff issues and problems by prompting a work-life balance.





[bookmark: _Toc136036583]Action plan: 
The hospitality industry needs to act on retaining customers and employees (LaHood, 2020) suggested that government realise that the hospitality industry is the third largest sector and employs one-third of the U.K.'s population; therefore, the government has put some measures in place tax relive for S.M. businesses, back to work incentives and plans to help businesses.
	

	
 Number
	Problem
	Solution
	Desired
outcome
	Time
scale
	Compl
etion
date

	
 1
	Property needs renovation
Absenteeism is quiet 
Frequent
Behavioral problems 
Short of labor
Customers complain

	When receiving the report, guest and staff retention. Consultant 
Solving the problem (Hu and Yang. 2020).

	
	
	May 1
2023

	
2
	Attitude and 
Behavioral problem
	As part of 
consultancy
	After 
Receiving
report
	4 
months
	May 1
2023

	


	Planing
budget

	£1800

(single 
Site)

	
£7000

















	


	Not courteous toward  guests
	The employee with the problem will communicate with the consultant and solve any problems and issues. Furthermore, solve the guest's complaint. 
	Improvements made by the consultant intervening  and monitoring staff
	
	
	

	









	
	
	
	
	
	



Action plan for the consult for Twr y fellin hotel (Hu and Yang. 2020).











[bookmark: _Toc136036584]Recommendation:
· Hotels should be sustainable; however, hotels use vast amounts of energy while hosting guests (Han et al.  2019) therefore suggest that every effect should be made to reduce waste recycling, 
· save energy usage, water consumption using safe products for the environment, and reduce single-use plastics such as water bottles. Have energy saving device.
· The Twr y fellin hotel will use sustainable products and expand properly to 20 rooms due to the additional demand during the seasonal period, where the hotel can profit ROI. The finance will balance during the off-season.
· HRM to solve staffing issues and company engagement motivation trained employee is more productive; therefore, employee satisfaction is key to organisation
· Improve guest retantion 
· Engage staff in internal promotions that can reduce the cost of recruiting new candidates. 






















[bookmark: _Toc136036585]Conclusion:
Here we conclude the report with our research findings that Twr y fellin will benefit from the involvement of HRM, which is a low cost (Sharma, 2019) industry experts intend to hire industry graduates and apprenticeships to train and develop future generations to succeed in the present climate. Therefore the major recruiters would acquire a 
· positive attitude 
·  work ethic 
· Communication skills 
· Culinary skills 
·  Managerial competency
· Talent management
However, these are some qualities the recruiters are accessing in new recruitment. Therefore, HRM is involved in the company's policies, and many other internal and external functions deal with ongoing problems. Nevertheless, when accruing culinary skills, staff can internally be in the line of promotion.   
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