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Executive Summary
Within the realm of the hospitality industry, human resources are recognised as a crucial and valuable resource. This case study has identified some of the traditional and hybrid work environments between Hilton Hotels Worldwide and Rosewood Hotel Group. The study considered the different Human resources strategies implemented by these organisationss, looked at the ways in which internal and external environmental changes impact the Human resources strategies of the chosen organisations, assessed how the HR strategies of these organisations differ by their sector, size, and scope of operation, examined important HR challenges, such employee engagement, and diversity and examine how advancements in technology, mainly AI, affect the organization's Human resources strategies.
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1. Introduction
This report will focus on comparative case study between traditional and hybrid work environments at Hilton Hotels Worldwide and Rosewood Hotel Group. Hilton is a leading worldwide hospitality organisation, that operates in 124 countries with a portfolio of 22 world-class brands, and approximately 7,400 properties (Stories Hilton, 2023), and Rosewood Hotel Group is a popular global lifestyle and hospitality organisation that has private ownership. Its hotel portfolio has a total of 44 properties across 20 countries, with over 30 under development at present (Rosewood Hotel Group, a2023). 
Human resources (HR) are responsible for recruiting, training, and developing personnel in the hospitality industry in order to ensure that they provide exceptional customer service. HR leaders undertake a critical responsibility within the hospitality sector to guarantee employee motivation, productivity, and job satisfaction (Carter 2023). The hotel industry is a labour-intensive sector in which employees deliver services to customers in person in order to understand and fulfil their different needs, while prevention and control necessitate a reduction in group aggregation, which poses a challenge to the hotel industry's traditional service and business model. This affects the hotel's HR management and underlines the significance of HR management strategy and the HR pillar role in hotel change (Hai, 2023). 

2. Literature review
Human resources management (HRM) is an essential function within the hospitality industry, involving the management and supervision of employees and labour relations (Carter, 2023). The achievement of organisational success is based on the competent functioning of its workforce, a goal that can be achieved using the implementation of efficient HRM strategies. For successful outcomes, the main objective of HR managers is to guarantee the effective representation of the brand to its consumers. Managers show a preference for implementing effective strategies that are crucial for achieving optimal advantages in relation to establishing a successful brand reputation through employee branding. Many of these strategies apply to the methodologies that enable organisations to achieve their financial objectives and results (Khdour, 2021). Strategic human resource management (SHRM) is a method for integrating HR strategies with business strategies to help with the achievement of the goals of an organisation. Strategic HRM is conceptual; it outlines how HR and business strategies integrate or ‘fit’, the advantages of taking a longer-term view of HR's goals and how to get there, and how to create and execute consistent and mutually supporting HR strategies.
The Warwick Human Resources Management Model is a comprehensive framework that aims to improve organisational effectiveness through the strategic development and management of human resources. The model takes into account the external environment, political, economic, social, and technological factors that may exert influence on the business. Furthermore, it considers the internal environment of the organisation, its culture, values, and practices. Through awareness of these internal and external factors, the Warwick Model allows organisations to effectively forecast, make plans, and act to change (Hrm handbook, 2023). This model will be used to consider some of the external and internal influence on the chosen organisations.

3. The external environmental changes that impact the HR strategies of Hilton Hotels and Rosewood Hotels

3.1 Covid-19 pandemic
The consequences of the COVID-19 pandemic in the hotel industry included a significant decrease in business volume, a substantial turnover of personnel, disruption to the hotel industry and a general slowdown (Jiang, 2023). According to researchers, modern approaches to HRM are more successful in times of instability than traditional approaches that seem radical and unprecedented. As a result, it is critical to identify which HRM practices will most successfully reduce the negative effects of the COVID-19 pandemic while also allowing for the utilisation of emerging opportunities (Bieńkowska et al. 2022).
Hilton introduced the "Odd Job" mode in September 2022, in several cities, such as Shanghai. By utilising an internal platform created by the hotel, hotel personnel can apply to other pilot hotels in the same geographic area of the group under "Odd Job" mode in order to gain experience in a variety of work environments and positions. This mode is comparable to the shared employee employment model that some businesses implemented in response to the COVID-19 pandemic. Sharing mode assists in making it possible for HR to move between hotels in a flexible and reasonable manner, transferring redundant labour from one hotel to another with a labour shortage (Jiang, 2023). Compared to Hilton, Rosewood Hotel Group has created a comprehensive relief initiative called the Rosewood Raise. This initiative was created to provide assistance to the employees of the group who have been affected by Covid-19. The Rosewood Raise Relief Fund was created with the intention of providing assistance to employees working in corporate offices and managed hotels throughout brands. Employees whose jobs were among the first to be impacted and most affected by the COVID-19 pandemic received assistance from the fund (Simon, 2020).

3.2 Brexit
As with many other industries, the hospitality sector in the United Kingdom has been impacted by the departure of foreign labourers who are returning home because of Brexit (Pegden, 2022). Many hotel and hospitality businesses have found it difficult to remain open to the public due to a severe staff shortage that they relate to Brexit. A third of employees in 2019 originated from European Union; nevertheless, some businesses are no longer receiving candidates from such areas (Zakir-Hussain, 2022). To navigate post-Brexit recruitment challenges in the hospitality industry, employers should consider implementing key changes to their staffing policies and allocating additional resources towards employee retention (Grenside, n.d). For instance, Hilton Hotels developed a new apprenticeship global programme (Jobs Hilton, 2023) which helps to fill positions, for example last year they have taken 350 apprentices (Pegden, 2022).
There was a small increase of departures after the announcement of Brexit's two-year transition phase, especially in the housekeeping department of the Rosewood Hotel London. In order to attract talent, the hotel was considering a variety of markets, for example, it may consider attracting talent from other countries, like South Africa and Australia, who are recognised for their warm hospitality and ability to attract talented people to the United Kingdom (Mullen, 2018).

4. The Internal environmental changes that impact the HR strategies of Hilton Hotels and Rosewood Hotels
HR planning is influenced by internal factors. Because organisations grow larger, it is expected that they will hire more employees, even though there may be a replacement of labour due to the rise of automation. Rising or declining profitability will have an impact on terms and conditions as well as the amount of employees needed (Guide Fariaedu, 2023). Because of the nature of the industry, the hotel sector necessitates a big number of workforce. On the other hand, too large personnel could be a risk to the organisation. As a hotel chain, Hilton necessitates a big number of workforce. Nowadays, Hilton has a workforce of 152,000 people. With the cost of salaries for so many employees, Hilton's operational expenses would rise, resulting in a decline in profit margins (Momin, 2022).

Historically, the principal motivations for cross-training were productivity gains and decreased labour expenses. Staff can be cross-trained to provide service during very low demand periods and to decrease operational losses as businesses try to maintain company viability as they work to return to profitability (Unifocus, 2020). However cross-training may impact service quality, and can be cost and time consuming (Nguyen, n d). Hilton Hotels has made large investments in training and development in various ways for example cross-training (WeSchool, 2023).  Hilton Hotels also provides its employees with the option of flexible working hours. Additionally, they offer flexible scheduling and the opportunity to work remotely (Jobz Mall, 2023).  In contrast to Hilton, Rosewood Hotels Group career page, does not appear to offer its employees flexible scheduling and the opportunity to work remotely according to the hotel’s career page (Careers Rosewood Hotel Group, 2023). Before the beginning of the pandemic, the luxury business had failed to recognise the vital importance of not just recruiting, but more significantly, encouraging, inspiring, and keeping talent. Over time, the luxury hotel sector has gained a reputation for being financially unrewarding. Luxury hospitality is characterised by a focus on hard work and longer working hours, rather than allowing flexible schedules or remote work options. Due to the pandemic, a considerable number of workers employed in the hospitality sector have decided to pursue other career paths in different industrial sectors. They have seen immediate satisfaction in terms of improved pay and more flexibility in their working arrangements. As a result, many people who have left the luxury hospitality sector have not returned (Cpp luxury, 2022).




5. Hilton Hotels and Rosewood Hotels HR approach depending on their size, reach, and sector within the hospitality industry.
One of the biggest challenges faced by a large hotel chain is the task of ensuring a consistent implementation of human resources practices across all global areas (Boardman and Barbato, 2008). While employee well-being is an essential priority for the majority of HR departments, the specific strategies they implement can differ based on the size of the organisation. Thus, compared to a large organisation, a small business might perceive human resources and its function in an entirely different way.
Creating an employee benefits package has the potential to attract talented workers. For example, Hilton Holtel promotes employee's performance and well-being through industry-leading rewards, recognition, and assistance in pursuing their goals and needs. Compared with Hilton, Rosewood Hotel Group as smaller global organisation, offers its employee’s much less rewards (Rosewood Hotel Group, 2023), this could be due to limited funding and/or lack of beneficial HR strategies (Dudjarejia, 2023).

6. Key HR concerns- employee engagement and diversity
Organisations may find it difficult to keep remote employees engaged and connected with the rest of the team given the growing popularity of remote and hybrid work arrangements. Given that Hilton Hotels offer a hybrid working environment it might be challenging for the organisation to maintain employee engagement among them. 
A particular defining problem is diversity and inclusion. While significant progress has been achieved towards equality across race, sexual, and gender orientation, one important aspect of diversity and inclusion—disability—is often dismissed (Casey, 2022). The business case for hiring employees with learning disabilities is compelling. According to studies, there is no statistically significant difference between the productivity of employees with and without disabilities; in fact, organisations that take the initiative to promote disability inclusion consistently beat their competitors in terms of revenue. By recruiting candidates with learning disabilities, Hilton has established itself as an international leader in equal-opportunity recruitment. However, employment remains a significant obstacle for the majority of employees with learning disabilities in the United Kingdom. Hilton is determined to bridge the huge gap that exists. 89% of adults with learning disabilities have experienced challenges in securing employment, according to research conducted by Hilton. Therefore, Hilton has formed alliances with two organisations based in the United Kingdom. Employee engagement and business performance have both improved as a result of Hilton's strategy of hiring people with learning disabilities (HRD Connect, 2023). 
According to Indeed Job website, the reviews from some employees indicated that employee engagement is low in the Rosewood Hotels as they are not feeling motivated because of the long hours, the non-recognised hard work and not getting flexibility from the hotel’s management (Indeed, a2023). However, Hilton Hotels also have some reviews that indicate low employee engagement, but compared to Rosewood Hotel Group, Hilton’s overall employee rating is higher (Indeed, b2023). Employee reviews provide prospective employees with insights into the level of support and resources available to employees within the organisation they are considering (Ishchenko,  2023).

7. The role and impact of technological advancements
Digitalization presents the opportunity to understand the ways in which digital technology or information can be utilised to change the operations of an organisation at present. Labour market dynamics are also being impacted by the rapid development of digital technology. With the growing popularity of the "digital" phenomenon, organisations have a responsibility to improve their business models to take advantage of new possibilities. For organisations to achieve growth through digitalization and maximise performance, they must be open to knowledge sharing and collaboration. This necessitates a rethinking of work and HRM procedures. The development of new technology has many implications, including more hybrid skill sets, a reduction in repetitive operations, and a decrease in risks at work. These effects significantly influence employment practices and the management of HR within an organisation (LI, et al., 2023). For instance, Hilton is an example of a hotel organisation that has adopted artificial intelligence (AI) technology. Hilton Hotels is utilising HireVue's video interviewing technology, which analysis candidates' responses to questions, as well as the detection of micro expressions or fast facial expressions occurring within fraction of a second. The implementation of hiring algorithms has resulted in a 23% decrease in the necessity for recruiters to manage call centre recruitment processes. The organisation reassigned the recruiters to different tasks. Hilton operates a chatbot from AllyO, a provider of AI recruiting tools, for the purpose of conducting an initial evaluation of candidates. The chatbot will ask about the candidate's availability for work hours and their access to high-speed internet, given that the call centre positions require working remotely. The utilisation of technology by Hilton does not eliminate the involvement of HR in the hiring process; actually, it employs hiring algorithms to provide recommendations and prioritise a pool of applicants who demonstrate the highest suitability for the job. According to Sarah Smart, vice president, they have observed outcomes, notably in terms of decreased employee turnover. Josh Bersin, an independent analyst, called AI a "core component of HR." However, the technology raises ethical and bias concerns (Thibodeau, 2019).
Hilton Hotels integrated of AI-driven virtual assistant Connie, within both the hotel's reception area and guest rooms. The organisation uses the robot in some of its properties to eliminate customer issues such as standing in a queue to ask an employee a question, improve hotel efficiency, and surprise and delight guests. In contrast to Hilton, Rosewood Hotel has only human personnel as concierges (Rosewood Hotels, 2023). However, according to the results of a research study, even if customers had positive sentiments towards robot concierges, they preferred human personnel over robot concierges because of the true and authentic interactions they had (Shin and Jeong, 2020). Additionally, some employees are concerned that in the future, robots could replace humans (Etemad-Sajadi, n d).
Rosewood Hotels also has implemented Clear Review, a software start-up utilised HR technology to make a culture free of unnecessary paperwork and to reorganise its processes. (Hardman, n.d.).

8. Conclusion
With this report, it is important to acknowledge the presence of certain limitations within this case study. The author had limited access to information about Rosewood Hotel Group, however, some key HR points still have been made. In terms of recommendation, HR managers at Rosewood Hotels have the opportunity to offer its employees more flexibility as (CIPD, 2023) people who work flexible hours are more engaged, more committed to the job, and more likely to put in extra effort than people who are not working flexible hours.  Furthermore, Rosewood Hotels can offer employees extra time off as additional days off are among the most valuable rewards that can be provided to employees (Jones, 2022). In terms of technological advancements at Rosewood Hotels, the lack of information assume that the hotel can introduce wider range of technology to improve the HR operations.   
Hilton Hotels provides a hybrid work environment, so it might be challenging for the company to keep employees engaged. To overcome this challenge, it is essential HR to maintain efficient communication, foster a feeling of inclusion, and give assistance to employees working remotely (Yetton, 2023). As Hilton is a hotel that uses AI, it gives rise to ethical and bias concerns. To address these concerns and prevent AI hiring bias, it is critical to have a team of real humans to monitor the process and identify any potential problems (Roller 2023).
Rosewood Hotels have been found to have more traditional working environments compared with Hilton Hotels because of the lack of flexibility in terms of hybrid, remote and flexible scheduling working environments as well as the limited technology used in the organisation. 
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