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1.0 Introduction

This strategic analysis is based on the structure of The Melbourne Perth’s Boutique Hotel; it outlines a new and clear direction for the Human Resources Department of the company. Current situation of the company has been prepared with a general S.W.O.T analysis and mainly focus on staff issues. That is followed by a strategic plan, which identifies the recruitment, motivation and retaining staff. Last but not least, a plan for the next two years of the Human Resources is prepared in the recommendation.
2.0 Current Situation

The broad view current situation of the hotel has been prepare with a S.W.O.T. analysis (refer to appendix 1). However, the hotel currently faces four main issues; low staffing levels with an unbalanced structure, inadequate staff training, high levels of staff turnover and a disorganised and inefficient recruitment and training procedures (TMPBH 2005).
2.1 Low staffing levels with an unbalanced structure

 Events departments, is one of the profitable departments, however has only employed one full staff member. In the contrast, the Melbourne Bar is one of the minority departments but has employed eight staff member. In addition, most of the staff in the hotel are part-time purpose. In other words, number of part-time staff member is more than the full time staff member. In general, each departments are in low staffing levels, in which compared with other hotel.
Especially, the General Manager, Mr Tony carries too many responsibilities. It is impossible for him to dedicate in the hotel because he doesn’t have enough time to commit to hotel. 

2.2 Inadequate staff training

At present, there is neither on going training nor induction program. The hotel only provides two programs (WIT Program & Hospitality Group Training (HGT)) on staff training. Besides, the HGT is not compulsory imposed to the staff. 
2.3 High levels of staff turnover

The average length of stay for employees is 18.4 months which is higher than the standard in the hospitality industry. Besides, the average age of staff is 30.6 years which is fairly young.
2.4 A disorganised and inefficient recruitment and training procedures

The hotel does not have an official system for recruitment. In addition, the hotel does not have a long term plan for training procedures for both present and new staff.
3.0 Strategy

To solve the current problems that are faced by the hotel, the Management Department of the hotel should develop the following plan to improve the recruitment, motivation and detainment of staff. Out of the three, management should focus on the recruitment aspects most.
3.1.1 Recruitment 
To develop a systematic approach to the recruitment, selection, induction and training of hotel staff, the human resource department should do the following. The hotel will want to hire professional and motivated staff member to fill their positions.  Recruitment shall occur when the need arises for new staff member. 

Sources of recruits can be from inside the company or externally. Internal sources include transfers, current employees, promotions and former applicants. (Futrell, C. 2001) Recruiting internally generally reduce time and costs. However, caution should be taken when recruiting through current employees, especially word of mouth to friends and family. Recruiting within may restrict employment opportunities to certain groups only, cause closely knit groups to form and may undermine the professionalism that the hotel holds. Recruiting within also does not necessarily produce qualified applicants.  

There is a need to recruit from external sources. This approach brings in people with new ideas and innovation, increases the skill-pool and promotes diversity. For example, hiring an already trained employee will be cheaper and easier especially in situations where the organisation needs to fill a position urgently. Sources of external recruitment include;

· Online advertisements

· Employment agencies

· Newspaper advertisements

· Competition

A recommended and useful approach for recruiting junior staff would be online advertisements. Attractive graphics and colours will present a positive brand image for the organization, and will attract the attention of prospective employees. The major advantage of this approach is that, interested applicants can respond quickly and thus vacant positions may be filled almost immediately if needed. 
On the other hand, an efficient approach for recruiting senior staff would be enticement. By using valuable salary, it will attract the attention of competitors’ employees. The major advantage of this approach is that the hotel can save costs and time to instruct the new employees.
3.1.2 Selection

The major steps in the staff selection process for the hotel are as follows:

1. Application

2. Short listing of applicants- unsuccessful applicants will be contacted by mail. Successful applicants will be telephoned.

3. Initial group interview led by relevant manager- role plays and scenario activities will be used to source out potential personnel 

4. Second interview-potential applicants to be invited for more in-depth interviewing 
5. Short listing of applicants- unsuccessful applicants will be contacted by mail. Successful applicants will be telephoned.
6. Reference checks  

7. Post-interview Activities-employment to be approved and relevant forms signed

It is recommended that an initial group interview be used when there is a large pool of applicants. This reduces time and allows the interviewer to see how potential employees will work within a team. People with good communication skills may be sourced from activities like this. However, for a group interview to occur there is a need for more than one interviewer and groups should not hold too many applicants. A reasonable number would be 3 to 4 applicants so that the interviewer can spend appropriate lengths of time with each applicant before making a valid decision. If the application pool is small, then the traditional one-on-one interview is more practical.

The second interview should allow a lot of interaction and open-ended questioning to allow the applicant to demonstrate communication skills and discuss career goals. A good interviewer talk ratio would be 50:50. This allows time for the interviewer to discuss the job and requirements and to determine whether the applicant should be invited back for a second interview. (Futrell, C. 2001) Some questions that would be useful in the interview are; 

· Why do you want to work for us?

· When can you start?

· What best qualifies you for this position?

· Give me an example when you used your initiative to solve a problem?

· Do you consider yourself a team player or team leader?

The interviewer must also note that any information collected from the applicant should be related to the job to avoid breaching any legal laws and discrimination. (Refer to Appendix 2 for a list of questions that can and cannot be asked)

3.1.3 Induction 

Employee induction is the process of teaching new employees what they need to know about their new work environment to perform their job. (Dessler, G. et al. 1999, p.347)
Induction training will introduce help new employees to perform better by providing them with the information about the company and practices.  The induction program will occur approximately 1 week before new employees commence. Some areas that will need to be covered are;

· Employee daily routines

· Company organisational structure and operations

· Introduction to supervisor and fellow employees

· Tour of work place including toilets, parking, first aid locations etc.

· Leave conditions

3.1.4 Training


The main reason for undertaking training is for the hotel to ensure that it receives the best possible return on investment from its employees. Specifically, training will be used to;

· Develop individual skills and abilities to improve job performance

· Familarise employees with new systems, procedures and methods of working

· Help employees and new starters to become familarised with requirements of a particular job and of the organisation

The diagram below illustrates the training gap; the shortfall which may prevent an employee from carrying out the responsibilities effectively. Training will be designed to decrease that gap and bring the employee to the ‘desired performance’. 
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(Cushway, B. 1994, p.99)

Before training can occur, organisational and individual needs must be established. These needs can be determined by individual job analysis or performance appraisal and analysing organisation performance and productivity. (Cushway, B. 1994)
Other methods of identifying training needs include;

· Interpersonal skills analysis

· Staff personnel analysis

· Customer analysis

· Interviews

· Questionnaires

· Staff meetings

Once the training needs are established, management must to decide whether sufficient funds are available to carry out the needed training. If management decides to proceed, then they must select training methods, media, materials, the location where training will take place and when training should occur and who should attend. (Futrell, C. 2001) 

Depending on the training needs, training can occur as ‘on-the-job’ training or ‘off-the-job’ training. On-the-job training includes techniques such as demonstration, coaching, job rotation and personal methods of learning. Off-the job training techniques includes lectures, case studies, role-playing, projects and development centres. (Cushway, B. 1994, pp. 106-111)

Management need to understand that training is an ongoing process. Staff training should be evaluated to determine the results of the training and draw any conclusions or recommendations. Some aspects that can be measured are;

· Participants reactions and opinions

· Knowledge learnt by participants

· Employee behaviour after training

· Company data such as revenue figures
3.2 Motivation

Motivational and inspirational experiences improve employees' attitudes, confidence and performance. People are motivated differently thus the manager has to devise has a different plan for each person. Hotel management can use rewards system, surveys and set challenging target as method of motivating staff.
3.2.1 Rewards System
The hotel should develop an organizational reward strategy. A reward system is the formal and informal mechanisms by employee performance is defined, evaluated and rewarded (Davidson, Griffin 2003).They can reward performance through;
· 1. Direct financial rewards such as salary increases, bonuses, commission, insurance and other forms of financial incentives,
· 2. Non-financially such as dinner parties and certificate of achievements.
In financial incentives, the hotel can give double pay to the employees during the public holiday. Also, give the commission or bonuses to the employees at the year ended, when the hotel fulfill certain target, for instance, hotel has 30% net profit then they will allocate 2% of the net profit as bonuses.

It is undeniable that money is important, but management should not underestimate the value of other rewards. For example, the hotel should hold a “Staff of the month” certificate to recognise commitment and dedication. Employee may have an extra day-off or free meal coupon. At the end of the year, there is election by all the staff to select one employee of out that 12 staff, with the winner enjoying a free stay at the hotel.

3.2.2 Surveys

Staff surveys are usually very helpful in establishing whether staff in the hotel are motivated and performing to their best effect. Aside from the information that questionnaires reveal, the process of involving and consulting with staff is hugely beneficial and motivational in its own right (Alan Chapman 2004).There are tips to conduct a survey.( Refer to appendix 2.)
3.2.3 Challenging target

Each department managers of the hotel should motivate by setting their staff challenging targets. It believes that raising the bar higher and higher is what motivates. For instance, in the Melbourne restaurant, management should expect and make compulsory that all meals are to be serve within 15 mins of customers ordering (Alan Chapman 2004).
3.3 Retaining Staff

As the hotel facing high level of staff turnover and the average age of the staff is fairly young. The human resource department can use a numbers of methods to improve the retaining staff ie. Work audits, focus groups and questionnaires (TEECU 2004).
3.3.1 Work audit
Work place audits usually involved talking with managers. The key question to ask is what can be provided to ensure effective support for employees. Work place audits can cause suspicions and are best conducted using questionnaires.

For example: once a month management team conduct a survey used as a tool for gaining information from staff on certain issues like what they think or what their needs and wants are to keep them motivated.

3.3.2 Focus Groups
Focus groups provide an opportunity to hold structured discussions with staff to gather new ideas. The group will need a clear remit and an experienced independent facilitator is advised. Focus Groups will give the staff ownership of new policies and practice developed. For Focus Groups to work relevant managers need to be representative of all staff and also provide ways for junior staff to express their views without feeling intimidated by the senior staff present.

3.3.3 Questionnaires/surveys
These are a good tool for the management for finding out staff needs. It is an opportunity for staff to make their views known and raise difficulties that they may be having. Questionnaires need to be distributed to all staff at all levels. Example of questions:
1. Do you enjoy working at the holiday?

2. What is your main reason for working in the hotel?

3. What motivate you?

4. Do you prefer financial over non-financial rewards?

5. Do you feel that your management team is aware of your needs and wants?
3.3.4 Others Methods
There are other policies that the hotel may apply to retain staff which including:
· Flexible working hours enabling personal circumstances to be accommodated ,
· Pay systems which provide scope whilst maintaining a realistic approach (Charlotte Williams 2002).
· Provide a well-rounded welfare benefit to the staff, such as medical insurance and transportation subsides. 
· An environment where training is encouraged and valued.
4.0 Conclusion
According to the analyses and evaluates the current situation and makes recommendations for the Melbourne Hotel Human resources. Then the strategy plan is provided to HR of Melbourne Hotel which includes recruitment, motivation and retaining staff.

In recruitment, selection, induction and training are the main procedures in recruiting the fresh staff. The Sources of external recruitment include online advertisements, Employment agencies Newspaper advertisements and Competition. A recommended and useful approach would be online advertisements. The selection process is passing by application, short listing of applicants, initial group interview, second interview, short-listing of applicants, reference checks and Post-interview Activities. Then induction training introduces assist new employees to perform better by providing them with the information about the company and practices.

In Motivation, the hotel should build up a Rewards system, Surveys and Challenging target. Furthermore, the Rewards system divides into financial rewards and non-financially rewards. Besides work audit and focus group are the ease of retaining staff.
All these approaches, recruitment, motivation and retaining staff, are an inter-related and going-on procedures. The strategy plan will be failure, if missing any one of them.
5.0 Recommendations
After analysising the current situation, it is recommended that the human resources in Melbourne hotel should have a wide-ranging and genuinely innovation on staff issues. The HR should mainly consider the recruitment, motivation and retaining staff. 
First of all, it is suggested that the HR should develop a comprehensive and a systematic recruitment policies. Recruitment is on the subject of hiring new employees.. They are selection, induction and training of hotel staffs. There are four different ways to hire new employees that are online advertisements, employment agencies, newspaper advertisement and competition. Online advertisement is suggested because of those reasons that have been mentioned in the area such as people are easier to be aware of. However, Enticement is also suggested when recruiting the senior staff.

Next is selection, getting appropriate employees by going through the selection procedures. Then is induction, which provides an opportunity to the new employees to get to know clearly about their job duties, nature and skill before start to work. Finally, on-going training is suggested as well. The junior staff, especially the new employees might not able to overcome the work task independently. One of the common tasks is , handle with customers complain. Therefore, an induction is not sufficient for the staff work efficiently and effectively. As a result, a continue training has been provided to recover their inadequate working abilities.
Motivation consists of rewarding, survey and challenging targets. Two different methods are provided for rewarding which are financial rewards and non-financial rewards. Those are the tactics that could increase the enthusiasm of the staffs. Survey is a feedback from the staffs that could give them an opportunity to express their feeling about working. Next is challenging target that is basically a set a target for the staff to achieve. It primarily could increase their teamwork Thus, it has been decreased the individualism from their work. 
Moreover, the hotel should follow the strategy as mentioned above for retaining staff. Those methods are the hotel should offer well-round welfare benefit to the staff, for instance medical insurance and transportation subsides, and have double payment system during the public holiday.

Last but no least, a module of 2 years action plan (refer to Appendix 4) is suggested for the HR to implement the above suggestions.
6.0 Appendix 
6.1 Appendix 1- SWOT Analysis
Internal Environment
	Organisation
	Strengths
	Weaknesses

	Management
	· The hotel is independently owned and operated (TMPBH 2005)
· The hotel has a unique edge over its competitors (TMPBH 2005).

	· There are restrictions upon the scale of proposed renovations and development (TMPBH 2005).

	Production
	· The hotel provides variety of services, such as first class restaurant, cocktail evenings and weddings (TMPBH 2005).
· The hotel provides a catering service for businesses in the vicinity area of the hotel (TMPBH 2005).

· It contains a 24-hour basis room service (TMPBH 2005).

· Weddings functions has increased by 333% over the 2 year period (TMPBH 2005).


	· Does not contain well facilities for customers, by comparison to other hotels, such as swimming pool and gym facilities (TMPBH 2005). 
· Unbalanced structure of staff in each department (TMPBH 2005).

· Under- staffed (TMPBH 2005).



	Finance
	· The forecast operating performance of the hotel in 2004 is positive (TMPBH 2005).
· The actual revenue exceeded the budget forecasts by 8.48% for the financial year of 2003 (TMPBH 2005).


	

	Location

	· Located in the heart of Perth’s central business district (TMPBH 2005).
	


	Organisation
	Strengths
	Weaknesses

	Human resources
	· Has implemented the “Whatever It Takes” (WIT) training program (TMPBH 2005).
	· Only one full time staff member employed in events departments (TMPBH 2005).
· Staff has not taken up the Hospitality Group Training (TMPBH 2005).

· The General Manager, Mr Tony Pallotta CPA, has too many responsibilities, therefore not enough time to commit to the hotel (TMPBH 2005).

· High level of staff turnover by comparison to the standard in the hospitality industry (TMPBH 2005).

· The Marketing department does not have dedicated staff and has not employed an outside party to conduct market research (TMPBH 2005)

	Company Image & Marketing strengths
	· The hotel has a boutique style of service (TMPBH 2005).
· The hotel is an ideal base for visiting business professionals (TMPBH 2005).

· Has a 4.5 star rating (TMPBH 2005).

· The hotel is a party to the Choice International Hotels Chain which confers the benefits of priority bookings with ravel agents and global advertising (TMPBH 2005).

· The hotel awards number of achievements, such as Choice Hotels Winner of the Major Hotel Upgrade award and Australian Hotels association Awards –Youth Employee of the Year (TMPBH 2005).
	


External Environment
	Organisation
	Opportunities
	Threats

	Economy
	· Golden economy in most of the countries. People have increased their standard of living and willingness on entertainment.
· Australia is facing economic recession during these few decades therefore increase the citizens to travel both inter and intra states.

	

	Competition
	· Tourists prefer to stay with a traditional hotel.
	· Has a large pool of  competitors in the same area  

· Tourists may prefer to choose a 5 star hotel like Hyatt hotel than the Melbourne Hotel.

· Tourists may prefer a modern and fashionable hotel.

· There are many prestigious hotels in Perth as well.Eg, Sharenton, Burswood.

· Burswood hotel has an casino that attract tourist to accommodated it.

	Social/Cultural
	· Australia is a muti-cultural country, Australian welcome foreign tourist. 

	· The Aboriginal people discriminate against the foreign people.

	Demographic
	· About 60% of the visitor in Perth is for business trip, as the hotel mainly targeted for businessmen (TMPBH).  


	


	Organisation
	Opportunities
	Threats

	Political/Legal
	· The hotel must first obtain permission from the Heritage Council if it wishes to renovate the building structure or make changes
· Government encourages the foreign investors to make investment in Australia. 
	· There are GST for most of the goods imposed by government 

	Technology


	· The advancement of technology assists the guest to online booking accommodation through internet.
	

	Natural
	· Australia has unique natural environment that attract tourist, such as Pinnacle, Perth Zoo, Kings Park etc.
	


6.2 Appendix 2

Tips on structure, format and style of employee questionnaires
Use the questionnaire guidelines when creating content and subject matter for your employee motivation and satisfaction questionnaires and surveys. Here are some tips about questionnaires and surveys structure, format and style:

1. Create a clear, readable 'inviting' structure. Use 'white-out' boxes for answers, scores, and for check-boxes, which clearly show the parts which need completing. Use a clear 11 or 12 point (font) typeface. 10 point is difficult to read for some people. Avoid italics and fancy graphics - they just make the document more difficult and more time-consuming to read. Apply the same principles if your survey questionnaire form is online.                  

2. Where possible try to use specific questions with multiple-choice answers, rather than general 'open-ended' questions. Specific questions improve clarity and consistency of understanding among respondents, and a multiple-choice format enables the answers to be converted into scores which can be loaded into a spreadsheet and very easily analysed. General or vague questions on the other hand tend to lead to varying interpretation (or confusion) among respondents; also, by inviting an open-ended answer you will generate lots of narrative-based and subjective opinions, which might be very interesting, but will be very time-consuming to read, and even more time-consuming to analyse, especially if you are surveying a large group of employees.

3. Use four options in multiple-choice questions rather than three or five. Three and five options typically offer a middle 'don't know' or 'average' selection. Using four, with no middle cop-out will ensure that everybody decides one way or the other: satisfactory or not, which is what you need to know. Mid-way 'average' non-committal answers are not helpful, so avoid giving respondents that option. If you go to the trouble of creating, managing and analysing a huge staff survey surely it's a good idea to produce as much meaningful data as possible. 
4. Check with a sample of respondents that they understand the draft questions in the way you intend, before you print and issue the questionnaire to all staff. Designing questionnaires and communications in isolation can produce strange results - not just politicians get out of touch - so check you are actually on the same planet, in terms of your aims, language and meaning, as the people whose views you seek.

5. Make sure you explain to all staff beforehand that you'll be publishing the survey findings, and then afterwards ensure you do so.Allow people to complete the survey questionnaires anonymously. If helpful to you and you have a purpose for doing so, you can ask people to identify which department/region/office they belong to, assuming such information is genuinely useful to you and you can handle the analysis.

6. Keep the survey to a sensible length - probably 20 minutes to complete it is a sensible limit of most people's tolerance. You can always follow up later in the year with another survey, especially if people enjoy completing it, and they see that the feedback and analysis process is helpful to them as well as the employer.
7. By all means at the end of the questionnaire invite and allow space for 'any other comments', or better still try to guide respondents towards a particular question.

(Alan Chapman 2004)
6.3 Appendix 3
Questions that can and cannot be asked
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(Futrell, C. 2001, p. 178)
6.4 Appendix 4-Action Plan
	Date
	 Detail
	Recruitment
	Motivation
	Retaining Staff

	May 23,05
	For Junior staff applicants  
	Online advertisements
	
	

	May 23,05
	For Senior staff
	Enticement
	
	

	May 23,05
	Different target for each department
	
	Challenging target
	

	May 30,05
	Staff feedback(1)
	
	Surveys (Questionnaire

Every 3 month)
	

	May 25,05
	Assess the current performance
	
	
	Work Audit

	May 30,05
	Staff of the month
	
	Reward system
	

	May 30,05

-June 5,05
	For Junior staff applicants
	Selection
	
	

	June 6,05-

June 20,05
	For Junior staff applicants
	Induction training
	
	

	June15, 05
	Focus on the Surveys(1)
	
	
	Focus Groups

	June25, 05
	Assess the performance after the survey (1)
	
	
	Work Audit

	June30, 05
	Staff of the month
	
	Reward system
	

	July30, 05
	Staff of the month
	
	Reward system
	

	July30, 05
	Bonus issues if target profit attained
	
	Reward system
	

	Aug 30,05
	Staff feedback(2) 
	
	Surveys
	Surveys

	Aug 30,05
	Staff of the month
	
	Reward system
	

	Sept 15,05
	Focus on the Surveys(2)
	
	
	Focus Groups

	Sept25, 05
	Assess the performance after the survey (2)
	
	
	Work Audit

	Sept30, 05
	Staff of the month
	
	Reward system
	

	Oct10, 05
	
	
	Annual Dinner
	

	Oct30, 05
	Staff of the month
	
	Reward system
	

	Nov30, 05
	Staff of the month
	
	Reward system
	

	Dec21-30

,05
	Double pay system during Christmas
	
	Reward system
	


	Date
	 Detail
	Recruitment
	Motivation
	Retaining Staff

	Dec 30,05
	Staff feedback (3)
	
	Surveys
	

	Dec 30,05
	Staff of the month
	
	Reward system
	

	Jan 15, 06
	Focus on the Surveys(3)
	
	
	Focus Groups

	Jan 30,06
	Staff of the month
	
	Reward system
	

	Feb 01, 06
	Assess the performance after the survey (3)
	
	
	Work Audit

	Feb 28,06
	Staff of the month
	
	Reward system
	

	Mar 30,06
	Staff feedback(1) 
	
	Surveys
	Surveys

	Mar 30,06
	Staff of the month
	
	Reward system
	

	Apr 15,06
	Focus on the Surveys(1)
	
	
	Focus Groups

	Apr 30,06
	Staff of the month
	
	Reward system
	

	May 01,06
	Assess the performance after the survey (1)
	
	
	Work Audit

	May 23,06
	For Junior staff applicants  
	Online advertisements
	
	

	May 23,06
	For Senior staff
	Enticement
	
	

	May 23,06
	Internal Staff for applying Senior posts
	Internal Notice
	Internal Promotion
	

	May 23,06
	Different target for each department
	
	Challenging target(reviewed)
	

	May 30,06
	Staff of the month
	
	Reward system
	

	May 30,06

-June 5,06
	For Junior staff applicants
	Selection
	
	

	June 6,06-

June 20,06
	For Junior staff applicants
	Induction training
	
	

	June 30,06
	Staff of the month
	
	Reward system
	

	June 30,06 
	Staff feedback(2)
	
	Surveys
	

	July 15,06
	Focus on the Surveys(2)
	
	
	Focus Groups

	July30, 06
	Staff of the month
	
	Reward system
	

	July30, 06
	Bonus issues if target profit attained


	
	Reward system
	


	Date
	 Detail
	Recruitment
	Motivation
	Retaining Staff

	Aug 01,06
	Assess the performance after the survey (2)
	
	
	Work Audit

	Aug30, 06
	Staff of the month
	
	Reward system
	

	Sept30, 06
	Staff of the month
	
	Reward system
	

	Oct 12, 06
	
	
	Annual Dinner
	

	Oct 30, 06
	Staff of the month
	
	Reward system
	

	Nov30, 06
	Staff of the month


	
	Reward system
	

	Dec21-30

,05
	Double pay system during Christmas
	
	Reward system
	

	Dec 30,06
	Staff feedback (3)
	
	Surveys
	

	Dec 30,06
	Staff of the month
	
	Reward system
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