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[bookmark: _Toc160487242]The Four Seasons Hotel and Resorts – Introduction and Background 

The Four Seasons Hotel and Resorts brand is a high-end hotel chain known for its great service, stylish rooms, and overall chic vibe. Isadore Sharp came up with the name in 1960, and it has since become linked to wealth and style. There are high standards for luxury and comfort at all Four Seasons properties, and each one is carefully built to fit its setting. Four Seasons properties, from urban retreats to tropical resorts, offer a seamless mix of personalised service, high-end amenities, and adventures that guests will never forget. This is the main reason why smart travellers all over the world choose them first (Four Seasons, 2024).
When people work in the hospitality industry, their surroundings are always changing because they deal with customers all the time. Customers expect great service and the ability to handle new situations. There are more and more hybrid, office, and flexible work arrangements in many fields (Culot, 2023). It is important to find out if they are possible in the hotel business and what effects they might have. This plan's goal is to find out how different types of work can be used by the Four Seasons hotels and how social and economic factors impact how workers are handled and how well they do their jobs. According to Legrand, Chen and Laeis, the goal is to offer flexibility and accessibility even when it comes to training hotel’s staff (Legrand, Chen and Laeis, 2023, p. 365).
This research aims to evaluate if the Four Seasons Hotel brand can offer choices for hybrid, office and flexi work; find out how different ways of working affect how well and how much people get done at work; evaluate how things like income, education level, and cultural background affect how management can handle and watch over their employees; find ways for Four Seasons Hotels and Resorts to handle employee success in a variety of work settings.
To achieve this, this research will look at reviewing what has already been written about how people work, how to manage employee success, and how the economy affects the hospitality business; look at case studies of hotel companies, like Four Seasons, that have used different ways of working to find the best ways to do things and the problems that might arise; and use statistical analysis to find out how work styles, socio-economic factors, and employee success within the Four Seasons brand are related.
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In their article intitled ‘COVID-19’s impact on the hospitality workforce – new crisis or amplification of the norm?’ Baum, Mooney, Robinson and Solnet discuss how the COVID-19 outbreak changed the hotel business all over the world significantly. The main points brought by them are the impact had on the amount of available jobs for those working in the hospitality sector, with more than 75.8 million jobs being at risk worldwide.  They also emphasise the changes that have been brough on by the pandemic, such as the ability for guests to pay without cash, "click and collect" services, more space between customers and workers, better cleaning habits, and, most importantly, letting people choose to take more sick days (Baum, Mooney, Robinson and Solne, 2020). 
To tackle the Covid-19 challenge, Four Seasons hotel has implemented a dedicated advisory board which looked at implementing the following: further training provided to employees, more protocols implemented in regards to food handling, improved ventilation systems, development of applications that allow guests to have a personalised interaction with staff without the need for face-to-face contact (Balachandran, 2020). 
Goh and Okumus discuss in their 2020 article ‘Avoiding the hospitality workforce bubble: Strategies to attract and retain generation Z talent in the hospitality workforce’ about how the hospitality sector needs to look at ways of attracting younger workforce, to ensure continuity in the employment market availability (Goh and Okumus, 2020). They emphasise the fact that Generation Z workers want to feel confident at work, enjoy working as a team, need to be happy at work, and be sure of their future jobs. They also want to be free from being micromanaged. They also recommend the following strategies for human resource managers in order to attract younger workforce: focus on traits that help employees do their job, show a clear path to a job, offer flexibility on travel preferences, give training based in hotel preferences and technology advancements, become more open when it comes to welcoming potential employees (such as open days), have transparency on the payroll structure, ensure everyone has the same opportunities and are treated fairly, connect with their families.
Mullins and Dossor point out in their book, ‘Hospitality management and organisational behaviour’ that about 1 quarter of the entire staff working in hospitality in the United Kingdom is foreign (Mullins and Dossor, 2013, p.91). This was based on research from 2013, current trends involving migration from eastern European countries, such as Romania can lead to the conclusion that in 2024 the percentage is higher. To help managing an increasingly diverse workforce, it is recommended by the two authors to look at embracing the differences between members of staff and encourage them within the group, to sustain cultural awareness. 
Considering cultural diversity, The Four Seasons hotels have a unique programme, called ‘Diversity, Inclusion and Belonging’ which makes sure the organisation emphasises listening, communication, education, systems and policies, brand and partnerships, and evaluation (Four Seasons, 2024).
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Economic conditions, such as GDP growth rates, inflation, and unemployment levels, can influence employee monitoring and management practices at Four Seasons hotels. Economic downturns may result in cost-cutting measures, restructuring, or downsizing, affecting employee morale and performance monitoring (Kapiki, 2011).
According to Statista website, in 2023 United Kingdom’s economy grew by 0.1%. Even though the economy of the United Kingdom expanded for the entirety of 2023, the country started 2024 in a state of recession due to the fact that it had seen two consecutive quarters of negative growth at the conclusion of the year. The projections that were presented in the Autumn Budget in November 2023 indicate that the economy of the United Kingdom is anticipated to expand by 0.7 percent in the year 2024, and then by 1.4 percent in the year 2025 (Statista, 2024). This indicates an increased potential for a bigger employment market and creation of new jobs within the hospitality industry, a market still recovering after the sever impact caused by Covid-19. 
Income inequality and differences in wealth distribution can affect employees' socio-economic backgrounds, influencing their access to resources, opportunities, and support networks (Global Training Solutions, 2024). From this perspective, Four Season hotels are dedicated to providing career opportunities to those less privileged as well as helping their current employees when they struggle financially (Four Seasons, 2021). 
Social and cultural norms, values, and attitudes impact how employees are supervised and overseen in relation to work-life balance, diversity, and inclusion (Lacalle, 2021). Cultural variances can influence communication methods, feedback procedures, and performance assessment criteria in different work environments. These cultural differences can also impact tourists, as more and more international tourist visit hotels and resorts. According to Tuzunkan and Altintas, in 2017 369 million tourist arrived at different destinationa across the globe and this figure continues to grow each year (Tuzunkan and Altintas, 2019, p.213). This indicates a higher need for focus on developing employee’s multilingualism and communication skills. 
Demographic issues such as population ageing, urbanisation, and migration can impact the composition of the workforce and employees' preference for flexible work arrangements (Webster and Ivanov, 2020). 
Adaptability in scheduling is crucial in the hospitality sector, particularly during peak seasons and varying demand in hotels. This flexibility enhances employee satisfaction, especially among female employees who can efficiently manage household responsibilities with job commitments (Jain, 2022). Several benefits emerge:
· Employees can create a harmonious balance between work and personal life by choosing convenient time slots for their home and work duties.
· Recruitment Appeal: Top-tier personnel are increasingly valuing flexible work arrangements. 
· Enhanced productivity is attained by flexible schedules that acknowledge individual peak performance periods, rather than adhering strictly to conventional office hours.
· Boosting employee engagement and overall morale can be accomplished by granting personnel flexible scheduling, fostering a culture of dedication and esteem.
· Improved physical and mental health in employees is achieved by flexible schedules, reducing stress levels and the likelihood of burnout compared to rigid schedules. 
· Flexibility in working hours improves employees' personal lives and boosts organisational performance 
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Challenge:
The hotel sector frequently faces the difficulty of handling varying demand for services, resulting in situations of over and understaffing and rigid labour expenses. The case study done by Fourth Enterprises LLC in 2024 highlighted the issues encountered by the Four Seasons hotel London at Park Lane (Fourth, 2024).
1. The hotel used a traditional labour strategy, employing 95% of its workers on standard 40-hour contracts. The inflexible framework led to inefficiencies, including overstaffing during slow periods and understaffing during peak seasons.
2. The hotel had standardised labour requirements for all positions and departments, which made it challenging to modify employment numbers to meet fluctuating demand. The hotel's lack of flexibility impeded its capacity to optimise workforce deployment effectively.
3. The manual labour scheduling procedure was inefficient and time-consuming, as it relied on manual spreadsheets that hindered timely rota adjustments and effective communication with staff. This manual method impeded flexibility and ability to respond to evolving requirements.
Solutions:
The hotel tackled these difficulties by implementing the following solutions:
1. Forecasting Model: A model was created to accurately predict future labour requirements. The programme determined the ideal number of hours needed for each job role by comparing labour standards with the actual service demand, enabling more accurate staffing modifications.
2. A dynamic scheduling mechanism was implemented to efficiently generate schedules and instantly distribute them to employees. The digital technology optimised the scheduling process, allowing managers to make prompt revisions when necessary.
3. Labour Performance Key Performance Indicators (KPIs) are monitored through daily and weekly reports. The reports provide insights to finance and department managers, aiding in their comprehension of how labour expenses affect profitability and enabling them to make well-informed decisions.
Result:
The adoption of these changes led to significant improvements in labour management and performance.
1. The hotel used a strategic hiring strategy by including alternative, secure, and flexible contracts when possible. 
2. The hotel utilised a forecasting model and dynamic scheduling technology to adapt its labour model in real-time based on actual changes in demand.
3. As a result of these initiatives, 75% of operational labour rules were adjusted to be flexible
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In the United Kingdom, about thirty percent of hospitality employees leave within the first 90 days of starting their job because their expectations are not met. Businesses who retain an employee beyond their initial 90 days see a 50% greater likelihood of that employee remaining with the company in the long term (Ashworth, 2023).
The hospitality industry experiences an annual turnover rate of 73.8%, with more than 6% of employees resigning each month (HR Cloud, 2023).
Technology plays an ever growing role in hospitality, from attracting tourists and enhancing their experience to ensuring younger generations are drawn and interested in taking a role within the industry. From VR technologies being used in employee management, to robotics replacing some of the tasks originally performed by employees (Waluyo and Tan, 2021). 
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The literature study discusses the issues and solutions encountered by the hotel business, especially in light of the COVID-19 epidemic. It emphasises the necessity of adjusting labour management strategies to align with evolving requirements, attracting younger skilled individuals, and effectively handling cultural diversity. It highlights the significance of socio-economic issues, industrial developments, and technological advancements in influencing worker dynamics.
Utilising forecasting models and dynamic scheduling technologies, like the Four Seasons hotel, can optimise labour deployment and address problems of excess and understaffing.
Human resource managers should prioritise characteristics like autonomy, teamwork, and career advancement chances to attract Generation Z talent. Highlighting adaptable work schedules and clear hiring procedures might help in attracting and maintaining younger employees.
Implementing strategies to embrace cultural diversity and promote cultural understanding among staff members, as suggested by Mullins and Dossor, can improve unity and cooperation across heterogeneous teams. Initiatives such as Four Seasons' 'Diversity, Inclusion, and Belonging' programme can enhance inclusivity in the workplace.
To tackle socio-economic impacts, organisations such as Four Seasons can focus on delivering job possibilities to disadvantaged individuals and providing assistance to employees facing difficulties. It is essential to adjust to changing economic situations and ensure equitable treatment for all employees.
Businesses should prioritise enhancing employee retention rates by satisfying employee expectations and offering support throughout the first 90 days of employment, as recommended by Ashworth. Moreover, utilising technologies like VR and robotics helps optimise personnel management procedures and boost the entire guest experience.

Implementing these strategies can assist Four Seasons and other hospitality enterprises in adjusting to changing industry trends, attracting and retaining skilled employees, and improving operational effectiveness in the period following the epidemic.
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