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ABSTRACT:
The report focuses on the staff management techniques and its important roles within Park Lane intercontinental hotel as a case study that is a well-known luxury hotel in London. This hotel is well known for their quality service delivery and well-trained employees on the front desk as well as in the Concierge Department. Like all the other hotels in the world this hotel also faces certain challenges in managing their staff management practises and their biggest obstacle is the employee turnover, Effective communication breakdowns during peak season and moral issues. The main purpose of this report Is to identify how the hotel is currently managing their practises related to staff management and identifying the main challenges that they are up against as well as ways with the help of which they can improve staff satisfaction and increase teamwork. 
To understand the staff management technique more deeply this report, discuss some motivational theories such as Herzberg two factor theory and Maslow’s hierarchy of needs. On the other hand, there is also a detailed case study where personal experiences have been shared and these theories that are provided will analyse how the staff management practises can be implemented in a proper manner and how they can be related to the leadership style.
Case study of Park Lane Intercontinental Hotel provides an insight into the observation of all the practises that this hotel is implementing related to the staff turnover and increasing effective communication. The observation revealed that there is a need for much better career development opportunities for employees specifically working on the front desk because that is where the turnover of staff happens.
The report concludes some recommendations that can be implemented to address these challenges, and these recommendations include the implementation of semi-annual refresher training for those employees that are working for a long time so that they can increase their professional growth.
This report overall highlights the effective management technique related to staff management system within the hospitality sector because this report discusses not just a narrow approach towards hospitality sector and staff management rather it has a wider context that can be implemented anywhere in the hospitality sector in this world.










INTRODUCTION
The hospitality industry is known for having effective staff management techniques and delivering high quality services that will meet the expectations of guests that are staying at the venue. There are high turnover rates and need for training that is ongoing, and these are the challenges that hotels face all the time. It is also very important to keep the staff motivated because it has a direct impact on the quality of the services that are provided to the guests. In this report, we will identify all the challenges that are associated with staff management because based on these challenges we can conclude at the end on how to overcome these challenges and provide a perfect and real-life example of Park Lane intercontinental hotel.
The main purpose of this report is to identify techniques and practises of hotels on how staff management practises have a direct impact on the employee satisfaction and increase their operational efficiencies. Managing staff efficiently does not only influence the motivational aspect of employees but their overall performance towards guest satisfaction is also increased. It is to identify that either the current practises within the hospitality industry with regards to staff management are up to the standards or not.
In Mayfair London, there is a luxury established hotel known as Park Lane intercontinental hotel that is known for its high standards. Based on the personal experiences, we will identify either this hotel is operating based on the practises provided to the staff management techniques or no.
1.4 AIMS AND OBJECTIVES
There are certain objectives that will also be addressed like, Examining the hotel the staff management practises in the hospitality industry and evaluating its effectiveness. To identify any challenges that may present itself while establishing a successful staff management operation.





LITERATURE REVIEW
INTRODUCTION TO STAFF MANAGEMENT IN HOSPITALITY
The overall main aim of the hospitality industry is to maintain a positive guest experience so that, there will be returning customers. It is very crucial to understand that giving positive experiences to consumers is important because it is dependent upon how employees are trained with regards to this concept (Abbas, 2019). There are different departments within a hotel that includes the front risk housekeeping, restaurant clean etc and they are responsible to play a direct role in satisfying the needs of customers in any way possible (Aksu 2018). Staff management within hospitality industry needs a deeper understanding because manager needs to understand what their employees’ needs are and what motivates them. The one and only system that motivates employees is to get proper training and to have the privilege of earning extra income (Armstrong, 2020). Communication is also a vital source to motivate employees, but their continuous professional development is done when they are motivated with the help of training. If a person knows what he’s going to do, then it is easier for that person to complete the task in the meantime and in their best actions.
2.2 KEY THEORIES AND MODELS
To understand staff management in detail within the hospitality industry or sector there are different theories and models that are applicable widely and these theories have a positive side that is it is implemented on a wider scale and applicable for hospitality industry in any part of this world. It includes the type of leadership styles implemented within the hospitality industry and the motivational theories because they identify on how these theories can be implemented to get the positive results from staff.
2.2.1 MASLOW'S HIERARCHY OF NEEDS AND HERZBERG’S TWO-FACTOR THEORY:
It is evident from the above mentioned two theories that are Maslow’s hierarchy of needs and HERZBERG’S two factor theory. These two theories explain the overall framework of how to motivate the employee in workspace and make them efficient so that they can complete their task and know what they’re doing (Baggio, 2021).
Herzberg theory is further divided into two categories that are hygiene factors and motivators. Hygiene factors there are certain factors that include celery and working condition and in motivators it generally includes the recognition and the personal growth of employees (Bai, 2019). According to this theory, only salary and working conditions for employees can never be enough to motivate them but they are enough to prevent any kind of dissatisfaction towards their workspace (Benson, 2020). On the other hand, the motivators can encourage employees so that they can achieve their highest performance level (Burch, 2022). This is a very simple concept related to these aspects once the organisation or the hospitality sector comes to know about the inner capabilities of their employees and how to control them it will be very beneficial for them to get the required results from their employees in the meantime (Chen, 2019).
Maslow’s hierarchy theory is also providing helpful insight because most of the time employees are driven by their needs and these needs can be physical as well as psychological (Cheng, 2020). Within their physical requirements this includes fare pay self-fulfilment opportunities and to be treated well. On the other hand, according to this theory hospitality industry is a demanding industry and it is very important for the managers to address each aspect either physical or psychological for their employees to be covered at any cost (Chikwe, 2021). There are basic and higher level of needs of employees that needs to be engaged so that employees can be motivated, and this is the overall concept related to staff management system of the hospitality sector (Deloitte, 2022).
2.2.2 LEADERSHIP STYLES: 
Leadership style is of utmost important within hospitality industry because it has proven to be very effective when it comes to providing the best possible leadership aspects towards employees so that they can be motivated and welcomed all the time (Du, 2020). Transformational leaders are the kind of leaders that have the capability to inspire and motivate their overall team and they have the insight on their team on which person can perform well according to his or her capabilities (Eger, 2021). This includes open communication and providing constant constructive feedback so that it will be beneficial for employees to achieve their full potential. To make employees valued and empowered within the hospitality industry or in an hotel it is important to understand the cultural norms and values of those employees. This indicates that every person has their own culture and if that culture is understood, they will feel welcome within that industry (Finkelstein, 2021). This is important because in high pressure rolls within hospitality industry members of the hotel or industry needs to work together and for that they must feel motivated so that they can deliver their services constantly and consistently as well (Foley, 2019). Everything is related to satisfying the demands of customers and in order to do that it is important for the leaders to implement that kind of leadership size that will be welcomed and understood by the employees so that they can implement those practises in front of the consumers (Garcia, 2021).
2.3 CHALLENGES IN STAFF MANAGEMENT
Hospitality sector in this world faces a lot of several challenges when it comes to discussing the effective staff management techniques and practises. First and most important factor is the high turnover rates it disrupts the team dynamic, and it requires recruitment of staff more consistently. It has a very negative impact on the service quality because if an employee is trained and at the same time after 1 month or two months, another recruit has been recruited it will be very difficult for him or her to get acquaintance with the new system of the hotel (Ge, Q 2021). That is why consistency within turnover rates should be monitored closely.
There was another challenge that included for the hotels or hospitality industry post lockdown to rehire most of the staff member because the tourism industry was getting back on its feet, and it demanded a lot of workforces to be recruited (Goh, C, 2020). Now the problem was that a lot of inexperienced people were recruited in this time, and they didn’t know what to do and how to do it because they were not trained. This comes back to our main problem that is with the staff management, and it has something to do with the human resource management as well because they were failed to deliver proper training to these people so that they can do well by delivering utmost services to their consumers (Groening, 2020).







3. METHODS
3.1 CASE STUDY APPROACH
This report focuses on the case study approach towards the staff management practises that were implemented in the park Lane the continental hotel. Every hotel has their own unique practises related to their staff management but the approach that we have provided here will be for each hotel because it will be a wider theme that we will be covering in this report. There are different strategies and unique management policies as well as challenges that every hotel faces, and it includes the hotel that we are going to discuss that is Park Lane intercontinental hotel. This kind of approach is suitable for the overall hospitality industry because every culture aspect within a hotel has its own consumer base and by providing a perfect and detailed experience, it will not be specific rather general and in a wider context.
It Is important to note here that Park Lane intercontinental hotel is an ideal case study because they have very high standards when it comes to staff management system and demanding Clientele. Having an insight on the operational procedures and practises within this hotel will provide an impactful interaction and communication that a hotel should have within their staff members so that they can know what their duties are and what they are required to do.
3.2 DATA COLLECTION METHODS
There were two main methods used in a data collection, one was the observation, and the second one was the secondary data.
3.2.1 OBSERVATION:
There was a direct approach done towards the various departments That included the front office, Concierge, sales and marketing, food and beverages add event management. While concentrating on the staff interaction and behaviour. By focusing on these aspects, it was notes that the concierge staff was experienced, and they had worked as a team for many years, and they had a very strong bond amongst them or familiarity (Hall, 2020). On the other hand, the front office was a bit different because it was facing a lot of challenging, and they were fighting to maintain a consistent service.
3.2.2 SECONDARY DATA:
Including more details to the observation data the policy documents, employee feedback and training manuals were thoroughly reviewed and concluded that the training manuals had highlighted how this hotel focuses on different areas like customer service and cultural awareness. These are the two aspects that must be acknowledged as soon as possible if a hotel wants their staff members to come on the same platform and work together to increase their efficiency.
3.3 METHODOLOGICAL LIMITATIONS
While discussing only one hotel it was necessary to keep in mind that whatever problem that is being discussed in this report is generalised and can be implemented on other hotels as well but these practises are sometimes proven to be limited. On the other hand, access was not granted to some departments that included the housekeeping human resource department and finance department. That’s why there was limited information related to recruitment section of the hotel employee benefit reviews and payrolls.










4. CASE STUDY DISCUSSION: (park lane intercontinental hotel)
4.1 HOTEL OVERVIEW
Park Lane Intercontinental Hotel is in Mayfair, and it is one of the most prestigious areas in London. Because of this location it could attract a lot of guests from around the world because London is one of the most crowded tourist spots. Now if it is crowded, then it is obvious that guests will be expecting a high level of service from the hotel staff. Those customers that are returning and that are permanent consumers of this hotel will expect their services to be elevated again and again. For that purpose, the staff needs to be oriented daily so that they can increase their efficiency and most importantly they must be able to face any kind of unique challenge with respect to customers (Hall, D, 2019). There is a level of professionalism that must be integrated within the system of this hotel because that professionalism is related to the norms and values of the hotel. That is why effective staff management will always be beneficial to keep very high standards of hotel so that there will be no more complaints.
This hotel is responsible not just to accommodate guests for their tourism but also multimillionaires that have their meetings in this hotel and for that reason they demand a dignitary place where they can perform their meetings (Harter, 2022). Park Lane Intercontinental Hotel have a high-quality service that they provide to their guests, and they have maintained their reputation throughout so that they can make their guests feel welcome as well as well care for. There is a dark side to this as well because a lot of constant pressure on the employees will require them to perform consistently to the best of their abilities so that they can face unique challenges with respect to staff management system within the hotel (Harvey, 2022).
4.2 ORGANIZATIONAL STRUCTURE
The organisational structure of this hotel is hierarchical which means that it has a clear chain of commands so that there will be smooth communication, and that communication will also be open so that decision making power will be everyone and everyone will be part of the decision making because these decisions will impact the overall performance of the staff members. Every department has their leader, and that leader is responsible for the overall team and their day-to-day routine (Hendricks, 2021). There are larger statistical goals that needs to be achieved, and the leader reports directly to the higher management. So that is how there is a streamlined communication between employees towards team leader and these team leaders gave their reports to the higher and upper managements (Herzberg, 2019). This procedure is repeated on daily basis and updates are provided. There is not a single small thing that is neglected in this hotel, and everything is kept on record (Horner, 2019). 
Hierarchical structure is effective because it is important to maintain the control of the standards that are being prepared from the last few decades. If this control is lost, then there will be consequences to the overall structure of the hotel. Apart from this, losing control means there will be a distance between the frontline staff and upper management and there will be a lot of mismanagement during services provided to guests (Horowitz 2022). This leads to another psychological thinking from employees that their efforts are not recognised by the upper authorities or higher levels (Hu, 2021). That is why the structure of hierarchy allows from the very bottom of the structure or the system to the upper management and there is a constant flow of information from 1 point to another point and nothing gets neglected.
4.3 DEPARTMENTAL ANALYSIS
4.3.1 FRONT OFFICE
The most crucial department in a hotel or hospitality industry is the front desk because that is the face of the hotel and that is where the guest is welcomed. First point of contact for the guest is important because this is the overall image of the hotel and based on this image, everything is calculated in the mind of guest (Hussain, 2022). These staff members that are on the front desk are responsible for managing the cheque in and out of the hotel’s guests and handling different enquiries, resolving any issue immediately so that it does not again. There is a significant stress for this department because during peak hours there are a lot of guests, and these employees have the most important responsibility of managing these people accordingly. Front desk is also responsible to handling VIP guests because these VIP guests require special attention that must be detailed (Hwang, 2021). 
If there is a frequent turnover of employees in this department, it will present very extreme challenges because to maintain service consistency there should be no turnover for at least three to four years. New employees required training and time to accommodate their mindset according to the level or standards of the hotel. This indicates that guests will experience variation in their services from time to time. There is a common concept in hospitality industry known as burnout (IHG, 2022). For example, some employees do not like high pressure because of the changing demands of guests everyday simultaneously. So, this is a very challenging aspect for employees that are working on the front desk and same is the case if they keep on working, they will increase their potential to face unique challenges and there will be no more burnouts (Jackson, 2021). 
4.3.2 FOOD AND BEVERAGE
The hotel dining experiences are related to the Food and beverages department from breakfast to dinner. Unique Challenges are faced because of fluctuating volume of guests every day. During tourist season or peak tourist season there is a large crowd, and it is very difficult to maintain the consistency of providing the best food possible from breakfast till dinner. This department is also responsible to managing the power and room service of the hotels (Jafari, 2020). 
4.3.3 CONCIERGE
Guest experiences are enhanced with the help of concierge team because they provide a personalised assistance and recommendations on how to handle guests because they have a lot of experience with the hotel, and they know how to handle certain guests because there are some guests that are impossible or difficult to handle (Johnson, 2020). This team is responsible to go beyond their limits to meet the guest expectations and rearranging any demands at the last minute. This is a highly motivated team but certain staff members within this hotel have shared their emotional stories about how they arranged surprises for their guests such as anniversaries and this brings us back to the same concept about acknowledging the cultural norms and values of guests (Kizilaslan, 2020). If the guest acknowledges the fact that they are being appreciated by the hotel and the hotel keeps track of their emotional side, then it will be very beneficial for the hotel because they got their self a permanent consumer. This will not just end here rather the customer, or the guest will talk to other people, and they will also come to the same hotel for their stay KPMG (2021). But this team is underestimated because whenever they try to make the last-minute call for their guests and go beyond their limits it goes unnoticed by the upper authorities, and they never know how hard this team is working for the wellbeing of this hotel.
4.3.4 SALES AND MARKETING
The marketing and sales Department of this hotel or any other hotel is responsible to promote the brand name of the hotel and making sure that the service is provided to guests and their experiences are aligned together in a consistent manner. These include managing the marketing campaigns and specifically managing the social media so that they can build a strong image within the mindset of their guests. It also increases the relationship aspect between the hotel and the consumers. It opens an effective communication channel between their employees and guests that are staying there.
4.4 KEY ANALYTICAL TOOLS
4.4.1 SWOT ANALYSIS
STRENGTHS:
The location of this hotel is of very important, and it attracts a lot of customers because of it. On the other hand, the experience concise team that is in the hotel are very experienced and they have high moral to go beyond their limits and meet the expectations of guest. Other hand this team also have a deep knowledge of what their guests needs and how to fulfil their needs in the meantime (Kumar, A. 2020). At the same time the strong brand recognition of this hotel is responsible for their effective sales and their marketing efforts or also on the next level of success. They have kept their high standards of luxury and reputation so that they can provide their exceptional services for their guests (Latham, 2019).
WEAKNESSES:
The high turnover within the front office as well as within the beverages department is a weakness within the hotel. These burnout issues amongst the front offices increases the pressure on the remaining staff and because of that they have to recruit the new staff that do not know what to do and in order for them to train and understand the system it requires time and money (Lee, K. 2020). There is a communication gap between the departments that provides inconsistencies in delivering the services that are expected of the employees from the customers. The upper authorities of the hotel do not appreciate or recognise the efforts that are put within this hotel to meet the needs of guests because they go unnoticed most of the time. This increases the demotivation within the mindset of staff members, and they lose interest doing their job.
OPPORTUNITIES:
There is a high opportunity in implementing advanced training programmes so that they can address any kind of burnouts to reduce the turnovers. They can also enhance the communication system between the departments so that they can work together as a team and increase their cohesion (Lee, T.,2020). Expanding the recognition of the hotel and boosting the Moral so that they can retain their experiences staff is also important, and this can be done by expanding recognition and introducing the reward system.
THREATS:
There is a rising labour cause that can have a negative impact or can prove to be a threat for the overall budget of the hotel. There is an increasing competition from other luxury hotels as well in London because London is known to be the hub for tourism around the world. If there is a high volume of guests within the hotel then there can be a dissatisfaction or inconsistencies within the services of this hotel (Lin, Y.,2021).
4.4.2 PEST ANALYSIS
POLITICAL:
There are different regulatory changes within the hospitality industry that includes the health and safety standards but at the same time it impacts the overall operational procedures of stop management including other operations as well within the hotel. There are different policies on immigration as well as the work permits that impacts the staffing of employees and other recruitment options as well (Liu, X.,2019). These options become limited with the help of Oregon we can say that this is a very negative impact of immigration and work permit on recruitment. There is a government initiative for tourism that can be positive for the tourism industry and if the tourism industry increases it will increase the profitability of the hotel or hospitality sector within UK or all around the world as well (Lucas, R.,2022). If the UK government is willing to go beyond their limits and do something for the tourism, then it will be good.
ECONOMICAL:
There is a rising cost of labour and inflation is increasing that increases the operational expenses as well, so the overall profitability of the hotel is negatively affecting. Recession is on peak and there is an economic downturn so there will be no more luxury accommodations for some time until things go back to normal (MacDonald, S.2021). Because of this recession and economic downturn there is a competitive pricing strategy from other hotels as well so it will require the intercontinental hotel to invest their profits in a wise manner within their service differentiation department (MacDonald, S.2022).
SOCIAL:
There is an increasing demand by the consumers or guests to provide them with a unique experience and this increases or puts a lot of pressure on the staff members to do or fulfil these demands. There is a sustainability, and ecofriendly practises involved nowadays in hospitality industry that is attracting a lot of customers with respect to social factors (Martin, D., 2022).
TECHNOLOGICAL:
Guest expectations are rising with the rise in technological advancement, and they warn digital solutions like online bookings and cheque insurance that are done with the help of mobile phones nowadays. Since digital technology is increasing every day so it must be implemented within the communication tools of Inter departmental coordination system of the hotel so that there will be faster response (Maslow, A. H. 2021). Last but not the least the artificial intelligence is taking over the world and it can help the analytics to be understood by the staff members more efficiently and based on this they can make their decision and increase their efficiencies.










5. THEME EXPLORATION: IN-DEPTH ANALYSIS OF STAFF MANAGEMENT
In this section there will be a detail exploration of all those key elements that are responsible or have an influence on the staff management within Park Lane intercontinental hotel but at the same time this will be applicable for every other hotel in the hospitality sector in this world. Highlighting the current practises and suggesting high performances improvements with the help of addressing different challenges will benefit the hotel one way or another.
5.1 MOTIVATION AND ENGAGEMENT STRATEGIES
5.1.1 CURRENT PRACTICES
Engagement and motivation is strategical approaches are considered as a corner store for effective staff management techniques. Specifically in hospitality industry where customers and employees are constantly engaging with each other and customers are constantly trying to get a brand reputation to the highest level as much as possible. At the Park Lane Intercontinental Hotel there are monthly performance-based rewards provided to employees so that employees may be motivated and work best (McDonald, T.,2020). This is the perfect strategy because with the help of this, upper authorities will be able to acknowledge the fact that there are some potential or high performers within their employees that they were neglecting, or they did not get a chance to get to know them (Moore, J., 2022). At the same time the front-line staff are the most important aspect for the whole sector because they go beyond their efforts to assist guests, and these are the efforts that must be rewarded for their efforts.
There is an immediate accomplishment while practising these strategies because they provide certain changes but when it comes to long-term planning these strategies fail. If someone is playing to reward their employees for a very long term, then this will have a negative impact on the overall performance of employees because the employees will not know what they want to achieve and they will only concentrate on their rewards and incentives (Morgan, D. 2021). Employees start to strive without any clear understanding of what their role is. There were live examples of employees that have shared their stories of how they were valued based on incentives that they were provided and how hard they used to work but they didn’t know what role they were working as and, ended at lack of their growth of their personality and performance (Morrison, 2020). On the other hand, they also shared their stories on how their employers value them for a very short term when they were needed. This is a very huge gap in the motivation since incentives a person can never be motivated rather, he will lose interest in any kind of future growth of their mental health (Mullen, 2022).
5.1.2 SUGGESTED IMPROVEMENTS
The first and most important aspect is to create such a workforce that will be more engaged in their self-improvement and focus on their establishment of careers. This will only be possible if they were provided with the opportunity for their personal and professional growth at the same time (Mullins, 2019). Now there are certain mentorship programmes that provides a clear guideline for the new recruits on how they can perform their duties and what role they are in. If they are working together as a team and they have provided the proper guidelines, they will work as a community in helping other staff members as well. Each department within a hotel are connected to each other and there should be a clear communication system that will aid with every employee and colleague (Nisar, 2019). At the same time there should be years of service award provided to those who have worked hard for the success of the hotel and at the same time increase their personal and professional growth as well. The integration of personalised development plans related to career for each, and every employee will prove to be a support for the hotel in a long-term motivation for them. For that reason, they should be provided a tangible sense within their company so that they feel motivated and emotionally connected (Oliver, 2020). If the employees are thinking about their career path not successful ahead and they will not get opportunities, then their greatest motivation should be emotional fulfilment done by the higher authorities of the hotel by providing them different step stones towards success.
5.2 COMMUNICATION AND TEAMWORK
5.2.1 INTER-DEPARTMENTAL COMMUNICATION
As stated earlier interdepartmental communication is very important because hospitality sector is a high demand environment in which employees are working, and they are more likely to seek help from each other and there should be an open communication system between the departments (Perkins, 2020). Park Lane Intercontinental Hotel holds meetings so that they can discuss interdepartmental tasks and what the guests’ requirements are. But this is not it because even though there are several meetings done for enhancing interdepartmental communication there is still a disrupt service delivery during peak times. For example, during busy time front desk staff department is not aware of any kind of special arrangement that are requested by Concert, and this often leads to confusion and unnecessary delays (Pizam, 2021). These kind of communication gaps impact the reputation of the hotel as well as its service quality. This will also impact negatively on the moral of employees and they will feel stressed and demotivated. 
5.2.2 POTENTIAL ENHANCEMENTS
It is very easy to handle the communication challenges because there is a structured communication channel within each and every hotel and they are active during peak times but there is some loopholes that are disrupting the overall service quality. A regular cross departmental meetings are important so that they must know what they are expecting each day and how much occupancy events are they expecting (Pratt, 2021). Technological advancement is high so messaging groups must be implemented so that there will be an easy flow of interdepartmental communication that is also open to all. If there is a real time communication system provided to every department within the hotel, it will be very simple for the clarity of every employee to follow what their roles are and duties and what is going to happen in the hotel. It is very important to anticipate each need of guests (Ryan, 2019). Team building exercises and strengthening up relationship between staff member is important and that can be done with the help of technological solutions. When employees and colleagues feel connected together, they are more likely to perform well under pressure and support each other.
5.3 TRAINING AND DEVELOPMENT PROGRAMS
5.3.1 CURRENT TRAINING
In hospitality sector around the world, there are few aspects that must be acknowledged as soon as possible because they are responsible for the success of hotel. One of them is cultural sensitivity and the second one is customer service. Based on these two, new recruits are recruited and trained but the question is how they are trained enough so that they can recognise their roles and responsibilities as soon as possible (Shah, 2020). Now, this is the responsibility of higher authorities on how they recognise the importance of these skills within the mindset of employees. For that reason, they equip the new employees with the knowledge that will help them to greet and meet guests in the hotel and fulfil their expectations effectively. These programmes are oriented towards the newcomers (Shani, 2021). For example, old employees or the experienced employees and their skills feel disconnected from the ones that are already recruited new. There is a difference between the training that was provided to the experience employees when they were recruited and those employees that are recruited presently. That is why there will be a difference between the knowledge of these two employees and based on this, they can have conflicts (Sharif, 2021).
5.3.2 REFRESHER COURSE NEEDS
It is important to make all the staff member feel equipped with empowerment because it will be beneficial for refreshers course to be included for employees that have been with the hotel from the last three to five years. That is how they will feel connected, and they will know what the changes have happened. Tailored programmes or modules based on every department and their needs must be provided because they can prove to become challenging for these departments (Sheppard, 2021). The front desk department should be trained in such a way that they will be able to handle VIP guests and at the same time food and beverages department can be trained because of handling the allergy management of guests and dietary plans.
5.4 PERFORMANCE EVALUATION AND FEEDBACK MECHANISMS
5.4.1 APPRAISAL PROCESS
The primary mechanism of Park Lane intercontinental hotel is their annual appraisal process because they do their evaluation of employees based on the performance that they are doing, and they provide their annual appraisal each year. This will give feedback as well as an opportunity to employ so that they can grow their capabilities and have an opportunity for their career goals as well. But at the same time during the appraisal (Smith, 2020). Employees do not get any feedback, and they keep on working on their current capabilities and not get any better. That is why there is uncertainty in their performances throughout the year. That is the reason employees feel disconnected from their roles and there is an infrequency as well because they are unsure if their efforts that they are putting in the hotel are worthy or not (Sofield, 2021).
5.4.2 INFORMAL FEEDBACK SESSIONS
To address the appraisal process challenges, there should be an informal feedback session that will give an insight towards the employee’s efforts and their capabilities. This must be done on monthly basis because this can be an overview of each employee working in the hotel. This includes quick cheque in and cheque out, address any challenges or immediate concerns and discussing any upcoming goals (Stone, 2020). This kind of constant feedback will keep the employees valued and motivated and they will provide a clear direction for themselves as well to increase their capabilities.
5.5 CHALLENGES IN STAFF MANAGEMENT
5.5.1 TURNOVER AND TEAM COHESION
Challenges in staff management and specifically staff turnover always provide a persistent challenge in the hospitality industry, and this is particularly high in Park Intercontinental Hotel. This disrupts the cohesion of the team and that is only because new recruits require time to adjust to their roles that they were provided and perform their duties. The Hotel Management is responsible to recruit and Train new employees, but the consistent turnover of employees or staff member also stress out the hotel management (Sturges, 2019). Existing employees tells their story about how they repeatedly train new employees, and this always leads to burnout. High turnover within the hotel will disrupt the emotional and operational dynamics of the hotel as well as within the team because it provides an environment where existing employees that are working for a very long time will feel overburdened (Torres, 2021). There should be retention strategies that must be implemented so that they should be able to retain their staff and there can be a more stable culture and emotional balance between staff members and the hotel management.
5.5.2 RESOURCE ALLOCATION AND SCHEDULING
The resource allocation and the scheduling have some additional challenges during peak seasons because there is a high demand for staff members that increases significantly and must be met as soon as possible. When there is a high peak season there are minimal breaks for employees because they are overwhelmed with the work provided to them and this proves to become a high-pressure zone for employees (Tsuji, 2021). There are missed family events or skipped meals and other stories from employees on how they sacrificed all these things just to work in the hotel. It is important to create a more balanced environment that is also supportive as well because rest (White, 2022). Must be provided to incorporate employees and retain them cross training employees within different roles will allow them for great flexibilities and this will reduce their pressure and stress during high demand. Because they will know what their roles are and what is expected of them so that they can perform well and meet the expectations of guests (Worsfold, 2020).
6. CONCLUSIONS AND RECOMMENDATIONS
6.1 CONCLUSION
Park Lane Intercontinental Hotel has exceptional customer service which can be noted from there each department’s commitment towards providing high quality guest experience. But at the same time the analysis provides several challenges That the hotel is facing right now that includes the staff retention, moral and motivation, and communication challenges. There is a high employed turnover within parkland intercontinental hotel and not just in this hotel, but this is the common problem in every hotel around the world. In each department within this hotel there is a staff turnover issue specifically in the front office. The staff turnover is also within food and beverages department but not that much as that of the front office. This results in the disrupt team cohesion and this will require the higher authorities to train more employees, and it will be an overburden for the existing or experienced employees. There is no doubt that the hotel is providing incentives for their employee’s good performance but there is a limited support for the employee long term career progression, and this results in burnouts and frustration. Effective communication is somehow good but between the department it is not that good. In today’s time it is important to identify the type of technological advancement that can be used to minimise any lack of communication but still due to staff turnover and lack of motivation this will increase the chances of lack of communication as well or we can say that all these issues are because of lack of communication.
6.2 RECOMMENDATIONS
· There is a yearly appraisal programme within parkland intercontinental hotel, but this is not a good strategy rather there should be a regular training programme each month that will increase or sharpen the skills and reinforce the commitment of the organisation towards their guests. 
· There is also a semi-annual refresher training session for all those employees that are working for a very long time for this hotel means experienced. These kinds of sessions increase the practises of industry and update the service protocol that aligns perfectly with the future goals of employees.
· Career development opportunities are important to be in bed within the mindset of employees and introduced within the organisation so that they can have their job satisfaction and work for the betterment of the hotel, and this will also help the hotel to retain their employees and there will be no more turnovers.
· Recognising and rewarding employees based on their performance is significantly important because it will provide a positive workforce culture within the hotel. Regularly acknowledging any increase in the skill set of employees and providing them with reward programmes and recognition will gain their commitment towards the hotel and motivates them.

















7. REFLECTIVE ACCOUNT
The reflective account will provide an insight on personal perspective and the growth experience that I had during the observation and analysis of staff management while I was working at Park Lane Intercontinental Hotel. The insight that I gained from my experience by interacting with a diverse team and observing the overall organisational structure of the hotel have contributed positively towards my professional development within the hospitality sector. The most important thing that I learned was to understand the effective management of hotels and those hotels that are luxury in nature and have a lot of VIP guests.
7.1 PROFESSIONAL INSIGHTS
While focusing on different departments and observation throughout, I noticed that each employee or a team that is operating within the hotel are faced against some challenges and dynamics that gives rise to an important concept of adoptable management approaches. These adoptable management approaches are important to acknowledge because every time there is a new problem that these employees have to face, or departments and they have to improvise their efforts to meet the needs of guests. It is important to maintain the high-quality service standards while handling a large volume of customers every day. The time constraint is very tight and it is the responsibility of the staff management to be able to focus on everything possible on the other hand, the Concierge team somehow developed a closed knit With the help of their longstanding experience and supportive culture because they have been working for a very long time and they have made a strong bond amongst themselves which provide them with a sense of stability and if there is any turnover they can handle it. Each department has a unique demand that is necessary for an effective management. There is a concept known as one size fits all that is not applicable while working in a hotel in a complex environment. Each team member working under a team is different and each team is different while they’re working interdependently. The leadership that is implemented within the hotel should be focused on more flexible terms so that it will provide an H for the employees to work well and understand the individual personalities of their employees and collective culture. These differences when recognised within the workforce, All the needs of employees can be met and understood.
7.2 SKILL DEVELOPMENT
I was provided with an opportunity to engage with different teams and departments that is responsible for my developed skills within the hospitality sector with the help of which if there are any other goals that needs to be done will be done by me without any hesitation.
7.2.1 COMMUNICATION SKILLS
While interacting with different teams that were also diverse in nature enhance the communication skills because these skills are very important for an employer to embed within their personality while they are working in a hospitality sector. If there are unique challenges that presents themselves, open communication channels are the only way that these challenges can be overcome. These include verbal and nonverbal communication system because while dealing with different guests, It was important to maintain a smooth operation and ensuring that colleagues and employees understand their roles. The skill of communication it also got to my attention that active listening skill is also part of communication because if active listening is adopted it will be easier to communicate and follow the commands and instructions.
7.2.2 ADAPTABILITY SKILLS
High level of adaptability is very important because it will build a high rapport with other employees as well to understand their team culture and style. This is from experience because while working in the front office and switching towards the other department had differences. Front office is very different from the concierge department. With the help of observation skill that I already had I was able to identify the various management styles within each department and had an insight on importance of how I can adjust in each department while maintaining my personality. It is important to adopt to any change with growing skills
These kinds of skills are very important for my career because I will be able to adopt to any challenges or changes within my career and effective communication will increase my acquaintance with my colleagues and employees that I will be working in future.
7.3 IMPACT ON FUTURE CAREER
The experience provided me with an inside on the various departments within hotel lane intercontinental and having to adopt different roles within the hotel has made me a multitasking person. This is providing a positive working environment and cohesive fostering within my mindset so that I can work better in future within any hotel. The Park Lane Intercontinental had their own staff management practises that has shown me how to maintain or balance high standards of any service of the hotel. On the other hand, there were different strategic employee engagement techniques within the hotel that were implemented in an efficient way because there was a problem with turnover staff member within this hotel and they are still trying to figure out how to retain their employees.
In conclusion, my experience at Park Lane Intercontinental Hotel has provided me with enough experience so that I can manage to adopt to any kind of changes within a hotel management system and work in any kind of hotel in this world. There are very important concepts within hospitality and most important one of them are understanding the cultural background of guests and making them feel comfortable and mating their needs so that they can become the permanent customers of that hotel. This will increase the ability of a person to work effectively because human psychology can differ from one another but understanding or trying to understand the human psychology will be beneficial for the whole hospitality sector.
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