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I. [bookmark: _Toc523777644]Introduction 

This report contains an in-depth analysis of the only luxury hotel in the UK, who proudly detains ten stars, five stars for the top range luxury hotel and five stars for the Spa. As follow, its beliefs, values, and culture will be the subject of the discussion, related to its experience in the business market and which are the factors that nominate it for a leadership position. 
Four Seasons Hotels and Resorts will make the subject for this paperwork, precisely how the organization managed to keep people together and to share a common culture in the last decades. The international brand started with a primary and simple idea and the Founder and Chairman, Isadore Sharp, considered that adopting a single and straightforward principle, which can transcend geography and time, culture and religion. He set that as ‘Golden Rule' and is to treat others the way that you would like to be addressed, and they will do the same.
Opening his first hotel in 1961, in Toronto, Canada, Mr. Sharp wanted to offer people the chance to experiment how is to be pampered in a city without spending a fortune. His primary focus was on quality and not quantity, and he selects the appropriate people for the available positions. From the beginning, the most critical asset for the company was its people, how they could offer the best output for the customers by providing excellent service and an unforgivable experience. To complete this report and settle a conclusion, academic literature and appropriate resources were used.

II. [bookmark: _Toc523777645]Beliefs, values, and culture 
According to Lerner (1980), people express the need to believe in something, such as a just world for everyone, individuals have an obligation to behave justly, to prevent future events in a meaningful way and to act consequently, to be fairly treated by others without to be a victim to an unpredictable adversity. People incorporate beliefs in everyday life, to enhance attainment behavior, to reduce stress, to investigate future (Lerner, 1980).
For decades, academics and professionals investigate personality traits and values relationship related with the workplace. For example, in 1998, Herringer discovered that precise values were expressively associated with honesty (conformity, self-direction, maturity, altruism), kindness (accomplishment, selflessness), neuroticism (compliance) and conscientiousness (security, achievement, maturity, altruism) (Herringer, 1998). 
Based on both concepts, personality traits and values, show a common motivational base and a healthy relationship between them (Schwartz, September 1994). For many people, costs are equal with ethics, and they are used as guidance standard to life.
Attitude is a predisposition or a tendency to respond positively or negatively towards a particular idea, object, person, or situation. Position influences an individual's choice of action, and responses to challenges, incentives, and rewards (together called stimuli).
Types of Attitudes:
Affective:
Cognitive 
Evaluative 
Emotions 
Feelings
Positive
Negative
Beliefs
Consciously Opinions  









Source: Author 

Furthermore, Management is a process of dealing with people or controlling certain things within an organization. Moreover, can be simultaneous, an art and a science. Most modern-day workplaces employ multiple management theories to ensure optional employee output.

III. [bookmark: _Toc523777646]The Case Study
[bookmark: _Toc523777647]Four Seasons Hotels and Resorts
In 1961, a beautiful tale was about to happen, when, Isadore Sharp, Founder, and Chairman, opened his first hotel. Four Seasons is dedicated to perfecting the travel experience through continental innovation and highest standards of hospitality. From elegant surroundings of the most exceptional quality to caring, highly personalized 24-hours service, Four Seasons embodies a real home away from home for those who know and appreciate the best.
The deeply instilled Four Seasons culture is personified in its employees – people who share a single focus and are inspired to offer exceptional service. Founded In 1960, Four Seasons has followed a targeted course of expansion, opening hotels and residence in major city centers and desirable resort destinations around the world (FourSeasons, 2018).
[bookmark: _Toc523777648]The First Four Seasons Hotel 
The first hotel opened its doors in 1961, in downtown Toronto, in Canada, after years of knocking on doors to raise capital by a young architect/builder, named Isadore Sharp. He was the son of a hardworking immigrant family, who spent his formative years working alongside his father to build homes. Built around a peaceful inner garden court, this new combination of a drive-in motor lodge and small inn offered superior food and friendly service, a thing that can be found in today's Four Seasons and Resorts, and it was an immediate success.
After two years, Isadore Sharp and his partners opened Four Season Inn on the Park in suburban Toronto. That becomes an instant landmark in the city, offering resort-style flavor and amenities to business and leisure travelers in a large urban center. These two early successes led to the acquisition of several other properties in Canada and Israel, and to the opening of the hotel that wat to mark the turning point in the history of Four Seasons (FourSeasons, 2018).
[bookmark: _Toc523777649]Milestone: Inn on the Park London
Being introduced to a British family with a Hyde Park property and a plan for a hotel, Mr. Sharp had a different opinion rather than creating a no-frills alternative and was implementing his vision: ‘A personal, down-to-earth hotel. Not for dukes and duchesses, but for people who want to be treated that way and are put off by the stuffy formality of traditional grand hotels'. Although competing with famous names like the
Savoy, the new hotel was virtually always full, and in its first year, the hotel was named Europe's Hotel of the Year.
[bookmark: _Toc523777650]Four Decisions that made Four Seasons
1. Quality: Focus on medium-sized hotels of exceptional quality
2. Service: Redefining luxury through service
3. Culture: The Golden Rule 
4. Brand: Management, not ownership

[bookmark: _Toc523777651]Four Season Culture
Hofstede (2001) described culture as "the collective programming of the mind that distinguish the members of one group or category of people from another" (p.9), and individuals are forming groups based on their level of culture from structural to general. A group of people who shares a common culture can be seen as their central assumptions or deeply-held convictions, beliefs, behavior or practices, values, rituals (Schein, 1997). 
The most important thing which made the difference between Four Seasons Hotels and Resorts and competitors was its own culture and its Golden Rule. Mainly focus was to provide the best service that can be provided by the best people, and further, the best people can only offer the best service in the right working environment. The experience gained over the years, shown that employees respond best when they were treated with respect and trust, and given the latitude to perform their jobs to the best of their ability.
The core principle of the company was ‘Do unto others as you would have them do to you,' and all company operate under it, from the front of the house to back, and through the organization (Seasons, 2018). To manage and to maintain the commitment to service and the core rule, wasn't easy, not everyone could adapt it, and many people left their job, and others replaced them and, in the same principle that company operates today.
Four Seasons places attitude and character above skill and experience in its hiring practices. It is no surprise that by the early 1990s, more than 17,000 applicants were interviewed before hiring the 400 staff who opened Four Seasons New York.
Four Seasons management strategy decision was to manage the hotels, not to own them, the central pillar of the company's business platform was about the brand itself. Growing as a management company and building a brand name synonymous with quality. Focusing on offering its greatest strength, to serve the luxury traveler, by the time, the company is one of the most-skilled organization in design, operation, and marketing of luxury hotels in the world. Four Seasons had created a brand name more valuable than real estate. As it moves forward, it continued to refine its capabilities, always driven by the best.

[bookmark: _Toc523777652]Four Seasons Hotels and Resorts Today
Having more than five decades of experience and a substantial commitment to its operating principles, being well-positioned for whatever the future may bring.
[bookmark: _GoBack]Being tested by events around the world such as fluctuating economies, conflict and terrorism, natural disasters and more – all having an enormous impact on both leisure and business travel.
But being loyal to its principles and culture and doing what the company knows best, focusing on guest experience, Four Seasons has survived and thrived, through the best and worst of times.

[bookmark: _Toc523777653]The Licensing Laws
Every company to follow specific laws following its domain of action. Four Seasons Hotels and Resorts, in addition to company policies and procedures, to support some statutory regulations, such as:
· Measures
· Diluting drinks
· Underage drinks
· Licensing hours
· General conduct
· Prices and descriptions
[bookmark: _Toc523777654]Policies
"Policy is a law, regulation, procedure, administrative action, incentive, or deliberate practice of governments and other institutions. Policy decisions are frequently reflected in resource allocations" (Service, 2015). The organizations use procedures and policies to make decisions, to influence and determine the problem-solving situation, to set up boundaries (Johnson, 2018). 
Four Seasons Hotels and Resort are very seriously when are about policies, and all its employees are responsible for exercising reasonable care in the protection and security of guests, fellow employees, buildings, equipment, and supplies.
By working together and being a team, with consideration for one another, the Four Seasons employees can enjoy a safe and healthy working environment.
Also, is essential to prevent accidents to occur, to avoid a potential hazard when handling chemicals, equipment, and machinery, when moving around.
Four Seasons Policies:
· Code of Conduct
· Disciplinary and Grievance
· Drinking and Drugs at Work
· No Solicitation Policy
· Data Protection
· Electronic Systems Policy
· Grooming Policy
· Lost and Found Property
· Health and Safety Policy
· Social Networking Policy

IV. [bookmark: _Toc523777655] Management Theories 
Management is a sum of tasks and activities involved in directing an organization to achieve its goals and visions. Managers need to plan, to organize, direct, and to control human resources, materials and the budget with the focus on productivity. Matrix Skills are required to highlight people skills for future development recruitment and for knowing with kind of people are you working inside of the organization.
[bookmark: _Toc523777656] Organizational management culture
Organizational culture is a widely used term but one that seems to give rise to a degree of ambiguity. In 2006, Watson emphasized that the notion of culture was initially resulting from a metaphor of the organization as ‘something cultivated.' Among time, most researchers and practitioners conducted studies about organizations, and they revealed that the notion of culture is the climate and practices that organizations develop around their handling of people, or to the promoted values and statement of beliefs of an organization (Schein, 2004). Schein (2004) highlights that ‘the only thing of real importance that leaders do is to create and manage culture; that the unique talent of leaders is their ability to understand and work with culture; and that it is an ultimate act of leadership to destroy culture when it is viewed as dysfunctional' (p.11).
[image: ]

Source: Rousseau (1990)
[bookmark: _Toc523777657]Types of Organizational Culture
In every institution or organization exist different people with specific culture and background, which for various reasons have to stick together and to form or adapt to a new culture, which is the organization culture. In essence are four major culture types:
[image: ]
(Pearltrees, 2018).
At my workplace it's a mix of culture between the hierarchical one and the market one, that because from one side the organization is focused on customer satisfaction and from the other hand, the company to keep a stable orientation of his hierarchical culture. It's about hierarchy when discussing the structure of the organization, like the owner, associates, president, vice-president, directors, managers, assistants manager, HR, supervisors, employees.
The Market culture result from organization values competition and achievement from the last decades, from customer-driven attention, for instance, if a Four Seasons customer eats in the Maldives a tomatoes soup and him like its taste, and he is coming in London at Four Seasons Inn on the Park, and he wants to eat tomatoes soup, his soup will have the same taste as in the Maldives. Furthermore, if he is coming after twenty years and he wants the same soup in any Four Seasons worldwide, the tomatoes soup will have the same taste. That's why many people choose Four Season, even for leisure, business or family time, as the favorite hotel to stay.

[image: ] (Melo.in-tandem.co, 2018)

[bookmark: _Toc523777658]Organizational Policies and Practices
Corporate performance depends on an alignment of workforce capacity, financial, industrial capacity who can contribute to creating unique value for an organization in its market.
· Organizational Financial Capacity – is used to provide a comprehensive understanding for organizations in investment decisions and how to optimize operating costs and to create value for its customers (Alagaraja, 2015). Four Seasons Hotel and Resorts is using its financial capacity for future development and growth. For example, if in 1961, the first Four Seasons opened its doors, today are 105 hotels and resorts, and the Company aims to rich 198 to 2025 (Seasons, 2018).
· Organizational Industrial Capacity – include natural resources, policies, best practices, infrastructure, that the organization use to create a unique culture to achieve their objectives (Mintzberg, 1979; Schein, 2010; Uhl-Bien, Marion, & McKelvery, 2007). According with this statement made by Mr. Sharp "there was no vision, there was no grand dream – but there has always been a consistent thread, and it propels us forward today, as we continue to grow globally, and that's service", can say that focusing on quality and not quantity, made Four Seasons a multinational company recognized and appreciated worldwide.
· Organizational workforce capacity – can be recognized in organization development practices, through its design, and different human resources development practices, for example, training and performance appraisal (Swanson & Holton,2009). Four Season is critical that every employee knows about its culture and the company put a big accent on that. Furthermore, they invest a significant amount of resources in recruiting the right and best people and training them to achieve positive results.
[bookmark: _Toc523777659]Organizational behavior
[bookmark: _Hlk523736905]OB can be defined as the study of individuals and their behavior at work. It is an interdisciplinary and multilevel research area that draws from applied psychology, cultural anthropology, communication, and sociology (Scandura, 2016). The Hawthorne studies (conducted between 1927and 1932) revealed that organizational behavior is primordially focused on human behavior within the organization.
[image: ]

Adapted from: Ashford et all. (2003)

[bookmark: _Toc523777660]Outcome variables in Organizational Behavior
The independent variable can be described as workers appreciation for their leader. While organizational behavior is considered as applied science, the resulting points studied are typically variables that leaders are interested in improving, such as:
· Performance – one of the primary focus of organizational behavior
· Work-related attitude – a significant feature of organizational behavior, always measured together with job satisfaction. One example is dating from 1935, the Hoppock Job Satisfaction Blank (Scandura, 2016).
· Motivation – extrinsic and intrinsic; extrinsic motivation – rewards from the company's system (bonuses, pay, vouchers); intrinsic motivation – the value of work itself.
· Employee withdrawal – costs organizations money and time with recruiting, training, hiring other replacement.
Organizational behavior helps to raise employee performance
Four Seasons use its corporate culture in a positive manner which increases the commitment of its employee to their work and performance. Offering proper training and the chance to express themselves, results in a positive conscientiousness in individuals performance. Moreover, a high-quality relationship between Mr. Sharp and his employees, based on company culture, reveals a positive and confident organizational culture and a high level of employee performance. He uses his leadership ability to enhance through knowledge of the theory, and he applied them in his own corporate culture.

V. [bookmark: _Toc523777661] Managing across culture – importance, and meaning 
In the last decade, academics and researchers conducted studies to critically analyze and interpret the concept called ‘managing across cultures.' They bring into attention that are two main factors/events, ‘triggers' (reasons which raise the alarm) and ‘drivers' (resulted from triggers) who contribute to a better understanding of the importance of managing across cultures (Branine, 2011).
In this case, Four Seasons is a driver, because is a multinational company which operates worldwide and has international competitors, having as well regional economic integration specific to every country where exist and run at least one hotel or resort under the brand name, culture, and beliefs.
[bookmark: _Toc523777662]Four Seasons Operating Principles
1.to provide excellent and outstanding customer service regarding quality and satisfaction;
2. to understand the customer and his/her needs;
3. to train and stimulate fellow employees and yourself, having as the primary result a service performed with courtesy and an ever-increasing degree of intelligence, care, and pride, without waste or extravagance;
4.to deal with others as we would have them deal with as (FourSeasons, 2018).       
The course of history reviews that people tend to adapt or adopt other cultures, just because of their work environment.
Work, as a process, can be considered a ‘sign-mediated activity' which can be outlined through organizational culture.  For instance, being a cultural transforming phenomenon, whit the primary objective of establishing a religion by bringing people and things together to achieve common goals. For Four Seasons is a crucial element to manage to group people together and to adapt them successfully to the company culture. For this reason, the organization is investing considerable amounts of time and financial resources to recruit, to hire and to train its future employees (Bendassolli, 2013). 
Furthermore, Four Seasons is using the power of Knowledges Management to increase its competitive advantages, for example, it is observing the competitive market, luxury hotels like Ritz, Shangri-La or Intercontinental. The Company gathers information and analyses data and act accordingly what the results by adopting new managerial strategies for future development and growth (Joshi, 2016).
Also, they invest in critical factors to improve organizational knowledge management, not only by collecting data about business competitors, but collecting data from costumes and employee, as well. Knowing how to manage people across different cultures and to have a successful output from it, requires very talented and qualified people, and Four Seasons Hotels and Resorts is the perfect type of organization where you can find it.
VI. [bookmark: _Toc523777663]  Four Seasons SWOT Analysis
Strengths:
· Vast experience in the hospitality business
· Well-earned prestige as a top high-class brand worldwide
· Four Seasons Inn on the Park, London is the only five stars hotel in London which detain ten stars, five stars for hotel and five stars for Spa
· The host who organizes an event at the hotel is fulfilled with the brand's luxury and prestige
· Four Seasons is about its people
· Offering the best service available attract travelers for a business or personal trips
· Four Seasons integrates and adapt its concept and design to the local culture
· The brand name means exclusivity, luxury, pampering
· Offering as loyalty bonus to its employees, three nights on a Four Seasons Hotel or Resort, depending on passing the minimum of six months working contract with the company, and this can increase based on how long you work for them
Opportunities:
· The brand could attract more clients will be more advertised
· Top scale clients could choose it if the travel agencies are more knowledgeable about the brand and its locations
· Despite its reputation, many people don't know about it, and here is an excellent opportunity to expand the marketing
· A broad offer of unique experiences to choose from
· Amenities adapted to a different culture
· Four Seasons presence on the media with its latest information and openings
· Outstanding locations worldwide
· A brand presence on social media channels 
Weaknesses:
· Losing valuable employees because of poor management strategy in some place, for example, in London
· Overestimated prices rather than the reality show
· Overdemanding clients and critics
Threats:
· Competitivity
· Social media channels, where people can share different opinions and criticize the brand without boundaries
· In London, once with Brexit new strategies, Four Seasons will lose or will be more challenging to recruit people
· Economic inflation (Thompson, 2013).

Every organization has it up and downsides, the fact that can be seen in Four Seasons as well. The brand uses a dominant culture as guidelines and adapts it to different cultures when they open a new hotel, to assure brand continuity and a local touch for that specific location. For example, in Dubai, the core rules are the same as in another Four Seasons around the globe but are added specific vital points to reinforce the culture. As well, the policies are mostly the same, slightly modified and completed based on countries law.
VII. [bookmark: _Toc523777664]Four Seasons Inn on the Park, London – PESTLE Analysis
This report analyses factors that can influence Four Seasons future enterprise development using as tool PESTLE analysis. A PESTLE analysis is a tool used at the macro environmental level to identify different aspects, such as politic, economic, social, technologic, legal and environmental. 
Politic 
The Brexit will have a significant impact on Four Seasons recruiting process because in Four Seasons London are employed people from more than 42 countries. Once with Brexit and with that specific regimentations, will be more difficult for people to work in the UK, because they have to have lots of documents and work permits. Only in London works more 400 people for the Company, and they are afraid that the labor-management involves termination, and for many of them, this is a dead end because they have families to sustain and support.
Furthermore, the organization has to allow its employees to adjust their work time during the busiest periods. As well, Four Seasons cannot just fire people arbitrarily; they have to adapt and give flexibility to employees.
Economic
If the recruiting process will suffer from lack of workforce, this means that the company will have more significant costs and low revenue, because they have to invest a substantial amount of time and money for recruiting and training purposes. The brand requires an active management strategy and diversity to be able to survive in the market. Another aspect is that London main asset is based on offering excellent quality services. That's the way people with high income choose UK that could be an opportunity for Four Seasons. The hotel is offering luxury services and excellent customer service, so can be quickly an option for them, even if they travel for business reasons, family trips or leisure. 
Social
Four Seasons organizational culture is based on a reliable and vast experience, for more than 50 years in the hospitality industry, which can be an advantage, because for them are working people from different countries with different backgrounds, and they need just to adopt the company culture and policies, and the company will do the same, keeping the boundaries, and integrate everyone. The company has to put an accent on the importance of communication with its people and to eliminate the abuse of privilege that is committed inside of the closed doors. For example, they have to assure every employee a safe and proper workplace environment.  
For instance, dealing with grievances and complains, came from their employees about a specific situation, such as sometimes the personnel, especially women’s, have been attached by hotel's clients verbally abused. From my experience, as a Four Seasons employee, I saw on my own that sometimes clients forget where they are and threat Four Seasons employees like their slaves. Despite many compliances from employees, the organizational management has done nothing to change it. They only give verbal statements that this will not be going to happen again.
Technology
Four Seasons Inn on the Park, London beneficiate the latest technology in the domain when is about security and safety of its clients and employees. Also, the online platform offers plenty of benefits for clients and employees, for example for clients, they can book a room any time, order food priority to arrive or book a private jet just using a device with internet connection. Moreover, clients can customize their requirements before their arriving date. For an employee, technology brings the opportunity to stay informed with new data about company new release regarding changes and policies, and new locations. Also, they can check online using the hotel app, their timetable, pay slips or book a holiday.
Law 
Four Seasons adapted its policies according to UK law. This means that the company needs to follow specific rules when is about a different area, such as housekeeping, they have to implement a set of policies, such as health and safety policies, data protection policies. Also, the company must offer flexibility to its employees, when is about the working hours, holidays and unexpected circumstances. 
Environmental 
 Four Seasons is aware of the climate changing and the damage that comes with all those changes across nature, and as a multinational organization tries to adopt a sustainable development regarding reducing the footprint, energy loos, and water consumption. Doing so by using, for example, economic bulbs, encouraging its clients to reuse their amenities for the next day, instead of having them changed daily; and to use dry cleaning as much as possible when is about housekeeping management strategies. 
VIII. [bookmark: _Toc523777665]Conclusions
Four Seasons Hotels and Resorts meet in the last decade, a quick growth in international activity, which means that many acquisitions and takeovers took place. With an experience of more than 50 years on the hospitality business market, the brand is keeping its own culture, even is an international company. The sum of values, beliefs, and customs at Four Seasons are vital assets not only for the company as a multinational organization, but it’s important for its people, which are the employees. 
Four Seasons cannot be Four Seasons, without having dedicated people who love their job, no matter if is one of the Presidents of Company, a Security Officer, a Room Attendant of one of the Associates; everyone shares the same goal and culture among the Company. Being part of such a fantastic team, makes everyone to feel appreciated, and recognized for his/her work and made from the hotel a beautiful place to work.
Also, by opening a new hotel in some locations, such as in undeveloped countries, can bring for Four Seasons criticizes, because some individuals consider that the company is using the people from those countries as a tool for modern slavery. This fact is disapproved by the Company and is seen as an opportunity for those people to have access to information and progress, by offering them a job and the possibility of professional development. However, Four Seasons is maintaining the lead, having luxury hotels and resorts placed worldwide in outstanding locations, offers excellent service and unique experience for everyone who wants to be treated royally. 
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