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GROUP PROJECT DESCRIPTION

1. Overview

The Group Project (GP)[footnoteRef:1] involves students making operational and strategic decisions.  Students will act as a team of top managers when making these decisions. The strategy project is an integral part of a strategic management course that is offered in Summer Term to the postgraduate students as part of their studies.    [1:  A Capstone Project is an assignment designed specifically to apply and showcase the skills you learned in the course. 
] 


This project has proved to be one of the best experiential learning experiences for the COBA students, where they should develop strategic management skills.  During the project, students should carry out a rigorous analysis of a real-life company.
The GP is the final deliverable of the MGT523 Strategic Management in a Global Environment Course and allows you to immediately apply everything you have learned in the classroom. It is a comprehensive and demanding exercise that is carried out over the summer term. The goal of the project is to address and analyse an issue of particular strategic importance of a company from an executive management viewpoint.

2.  Learning Objectives

The most important learning objectives of the group project are as follows: 
· To give students an opportunity to apply concepts and theories of strategic management in “real world”.
· To introduce students to practical matters of strategy formulation and implementation.
· To give students an opportunity to establish concrete relationships between the concepts and methods studied during the program and current real-life strategic and managerial issues.
· To expose students to the complexity, serendipity and artistic side of strategic management and competition.
· To help students to analyze, evaluate and create strategies (including green strategies).
· To help students to develop both written and oral skills when presenting the results of their work.


3. 
 Proposed Assignment Strategy

PHASE 1: CHOOSE ONE CASE COMPANY

1. Choose one company of the list below: The list below presents the top companies to work for in the UAE 2017 according to “Great Place to Work Consultancy Firm”. Great Place to Work is a global research, training and consultancy firm that recognizes the best workplaces in over 50 countries worldwide - has revealed its seventh annual list of ‘Top Companies to Work For’ in the UAE. Each group should analyse and present a different company. Based on that, you need to email the name of the company to me – do some information research before you select the company. Sometimes spending 30 minutes doing research will save you a degree. Companies are available on a first-come, first-served basis with NO repeats!

	
	Organization
	Industry
	Website

	1
	Omnicom Media Group
	Media
	http://www.omnicommediagroup.com 

	2
	Splash
	Retail & Clothing
	http://www.splashfashions.com 

	3
	Hilti Emirates
	Retail & Specialty
	http://www.hilti.ae 

	4
	Eros Group
	Retail & Computers/electronics
	http://www.erosgroup.ae 

	5
	FedEx
	Transportation & Package Transport
	http://www.fedex.com 

	6
		Mars Gulf
	Manufacturing, Production  & Fast Moving Consumer Goods
	http://www.mars.com 

	7
		Hyatt
	Hospitality & Hotel/Resort
	http://www.hyatt.com 

	8
	Hilton Worldwide
	Hospitality & Hotel/Resort
	http://www.hiltonworldwide.com 

	9
	WSP l Parsons Brinckerhoff
	Professional Services & Consulting Engineering
	http://www.wsp-pb.com 

	10
		Dulsco
	Professional Services & Staffing & Recruitment
	 http://www.dulsco.com 

	11
		Leminar
	Industrial Services
	http://www.leminargroup.com 

	12
	Delta Partners
	Professional Services & Consulting - Management
	http://www.deltapartnersgroup.com 

	13
	UAE Exchange
	Financial Services & Insurance
	http://www.uaeexchange.com 

	14
	NMC Healthcare
	Health Care
	http://www.nmc.ae 

	15
	Mundi Pharma
	Health Care & Medical sales/distribution
	http://www.mundipharmaitservices.com 

	16
	Redington
	Information Technology
	http://www.redingtonmea.com 




2. After selecting your company, you should visit its web site (I have included all the web sites above) to get market reports of this company. Secondly, go to article databases such as Infotrac. Emerald, Proquest and etc to find articles on the company. Vast majority of articles will not be usually academic, but practical. Lastly, do some Google search, BBC news and, of course, visit the company’s web site.
3. When writing a company-based report you would usually be expected to concentrate on practical side rather then on theory. Good solution may be for you to give practical analysis – but refer to the theory on the appendix.
4. Also, please remember, that each company has its history, therefore when, for example, suggesting a new strategy for the company – always firstly analyse previous strategies on that organisation, because it is possible, that whatever you suggest may have already been used by the company.

PHASE 2: ANALYZING FIRM’S PERFORMANCE AND ISSUES

Firm and Industry Performance: Analyze focal firm’s performance against industry average and its key competitors. Has the company done well? Has it done better than industry average? Has it done better than the key competitors? 

External Analysis: Analyze external environment of the firm over a period covered in the case. How did the industry and its attractiveness evolve? Why so? Identify key external challenges/factors that industry faced over time. How did they affect industry? What has been the nature of rivalry? 

Internal Analysis: Analyze firm’s internal environment. Identify key challenges facing firm in the past. Why are these key challenges? How did they affect Firm? What are the firm’s key resources/activities/functional expertise? How have these resources/activities/functional expertise affected firm’s relative performance? 

Critical assessment of Strategy: Critically analyze firm’s strategy and competitive advantage? What has it been? Has it enjoyed competitive enjoyed? Suffered from disadvantaged? Has it been sustainable? Why so? Has it planned strategy implementation well? Has it been doing a good job of evaluation and control? 

Key lessons learnt from the past: What are the key sources of competitive advantage in this industry? What are the key factors likely to affect industry and firm’s performance in future?  

PHASE 3: DEFINING THE CURRENT ISSUE(S) AND PROBLEM STATEMENT

What are the main strategic issues company is likely to face going forward? The problem statement should be a clear, concise statement of exactly what needs to be addressed. This is not easy to write! Asking your team the following questions may help: 


What appears to be the problem(s) here? 

How do I know that this is a problem? Note that by asking this question, you will be helping to differentiate the symptoms of the problem from the problem itself. Example: while declining sales or unhappy employees are a problem to most companies, they are in fact, symptoms of underlying problems which need to address. 

What are the immediate issues that need to be addressed? This helps to differentiate between issues that can be resolved within the context of the case, and those that are bigger issues that needed to addressed at a another time (preferably by someone else!). 

Differentiate between importance and urgency for the issues identified. Some issues may appear to be urgent, but upon closer examination are relatively unimportant, while others may be far more important (relative to solving our problem) than urgent. You want to deal with important issues in order of urgency to keep focused on your objective. Important issues are those that have a significant effect on: 

1. profitability, 
2. strategic direction of the company, 
3. source of competitive advantage, 
4. morale of the company's employees, and/or 
5. customer satisfaction. 

The problem statement may be framed as a question, e.g.: What should Mr. Adel do? or How can Mr. Kamal improve market share? Usually the problem statement has to be re-written several times during the analysis of a case, as you peel back the layers of symptoms or causation.

PHASE 4: ANALYZING INFORMATION

In analyzing the case data, you are trying to answer the following: 

1. Why or how did these issues arise? You are trying to determine cause and effect for the problems identified. You cannot solve a problem that you cannot determine the cause of! It may be helpful to think of the organization in question as consisting of the following components: 
a. resources, such as materials, equipment, or supplies, and 
b. people who transform these resources using 
c. processes, which creates something of greater value. 
Now, where are the problems being caused within this framework, and why? 
2. Who is affected most by this issues? You are trying to identify who are the relevant stakeholders to the situation, and who will be affected by the decisions to be made. 
3. What are the constraints and opportunities implicit to this situation? It is very rare that resources are not a constraint, and allocations must be made on the assumption that not enough will be available to please everyone. 
4. What do the numbers tell you? You need to take a look at the numbers given in the case study and make a judgment as to their relevance to the problem identified. Not all numbers will be immediately useful or relevant, but you need to be careful not to overlook anything. When deciding to analyze numbers, keep in mind why you are doing it, and what you intend to do with the result. Use common sense and comparisons to industry standards when making judgments as to the meaning of your answers to avoid jumping to conclusions. 

PHASE 5: GENERATING ALTERNATIVES

This section deals with different ways in which the problem can be resolved. Typically, there are many alternatives (the joke is at least three). Being creative at this stage helps. Things to remember at this stage are: 

1. Make suitable assumptions: Managers often work with incomplete information by making assumptions about future. Assumptions relate to key external and internal factors. These assumptions are based on historical data and do not represent blanket wishful thinking, however. When you make assumptions, explicitly state them and offer rationale as to why these assumptions make sense.   
2. Be realistic! While you might be able to find a dozen alternatives, keep in mind that they should be realistic and fit within the constraints of the situation. 
3. The alternatives should be mutually exclusive, that is, they cannot happen at the same time. 
4. Not making a decision pending further investigation is not an acceptable decision for any case study that you will analyze. A manager can always delay making a decision to gather more information, which is not managing at all! The whole point to this exercise is to learn how to make good decisions, and having imperfect information is normal for most business decisions, not the exception. 
5. Doing nothing as in not changing your strategy can be a viable alternative, provided it is the best alternative. You will need to defend this like any other recommendation, based on the facts.  
6. Avoid the meat sandwich method of providing only two other clearly undesirable alternatives to make one reasonable alternative look better by comparison. This will be painfully obvious to the reader, and just shows laziness on your part in not being able to come up with more than one decent alternative. 
7. Keep in mind that any alternative chosen will need to be implemented at some point, and if serious obstacles exist to successfully doing this, then you are the one who will look bad for suggesting it. 

Once the alternatives have been identified, a method of evaluating them and selecting the most appropriate one needs to be used to arrive at a decision.

Phase 6: Key Decision-Criteria

A very important concept to understand, they answer the question of how you are going to decide which alternative is the best one to choose. Other than choosing randomly, we will always employ some criteria in making any decision.

PHASE 7: RECOMMENDATIONS, CONCLUSION, REFERENCES  & APPENDICES

What are your recommendations for these firms? How would you change their strategies? What recommendations do you have for implementation?

References: You should cite all external sources in your text by using APA format. It is a good idea to start your references section at the beginning of the writing process and add to it as you go along. It will be a tedious and time-consuming task if left until you have completed the main body of the text. If you do leave it until the end, the time spent on compiling the reference section is time that would have been better spent on checking and amending your report. 


Important Note: You have to create a fully automatic bibliography list. ONLY a fully automatic bibliography list is acceptable. The references should be in APA Style using Microsoft Word (for more details see attached file 

Appendices - Supplementary material at the end of a book, article, document, or other text, usually of an explanatory, statistical, or bibliographic nature. In general, appendices should be kept to the minimum. If they are so important that your reader’s understanding of the points you are making in the text makes their inclusion in the report necessary, then they should be in the main body of the text. If, on the other hand, the material is ‘interesting to know’ rather than ‘essential to know’ then it should be in the appendices.

4. 
Proposed Structure of the Written Report

1. Title page
1.1. Company name
1.2. Class code and class name
1.3. Full names and student ids of group members
1.4. Instructor name
1.5. Semester and year 
2. Automatic Table of Contents
3. Executive summary
3.1. Summarize your entire report in one page or less
4. Analyzing firm’s past performance and issues
4.1. Firm and industry performance
4.2. External analysis
4.3. Internal analysis
4.4. Critical assessment of strategy
4.5. Key lessons learnt from the past
5. Identifying current issues
5.1. Phase 3: defining the current issue(s) and problem statement
5.2. Phase 4: analyzing information
5.3. Phase 5: generating alternatives
6. Solving future problems
6.1. Phase 6: key decision-criteria
6.2. Phase 7: recommendations 
7. Conclusion
8. Appendices
Bibliography-References

5. Notes on Written Reports

Always remember that you will be judged by the quality of your work, which includes your written work such as case study reports. Sloppy, dis-organized, poor quality work will say more about you than you probably want said! To ensure the quality of your written work, keep the following in mind when writing your report: 
1. Proof-read your work! Not just on the screen while you write it, but the hard copy after it is printed. Fix the errors before submitting. 
2. Use spell checker to eliminate spelling errors 
3. Use grammar checking to avoid common grammatical errors such as run on sentences. 
4. Note that restating of case facts is not included in the format of the case report, nor is it considered part of analysis. Anyone reading your report will be familiar with the case, and you need only to mention facts that are relevant to (and support) your analysis or recommendation as you need them. 
5. You are highly encouraged to use tools, framework and theories covered in this course to conduct analysis and synthesis and develop arguments. Clearly identifying and correctly matching theoretical basis while building arguments will help in securing good grades. 
6. If you are going to include exhibits (particularly numbers) in your report, you will need to refer to them within the body of your report, not just tack them on at the end! This reference should be in the form of supporting conclusions that you are making in your analysis. The reader should not have to guess why particular exhibits have been included, nor what they mean. If you do not plan to refer to them, then leave them out. 
7. Write in a formal manner suitable for scholarly work, rather than a letter to a friend. 
8. Common sense and logical thinking can do wonders for your evaluation! 
9. You should expect that the computer lab's printer will not be functioning in the twelve hours prior to your deadline for submission. Plan for it! 
10. Proof-read your work! Have someone else read it too! (particularly if English is not your first language) This second pair of eyes will give you an objective opinion of how well your report holds together. ALL works MUST be TYPED and hard copy MUST be professionally presented – NO exceptions.

6. My Grading Criteria

There’s no such thing as “the correct answer” to a case study question. Several answers. Generally, the instructors’ use the following criteria when assigning a grade to a response:

1. The overall quality of a response’s content
a. Does your response actually address a question?
b. How effective is your solution?
c. How original is your response? 
d. Does your response contain sufficient details?

2. The degree to which a response shows understanding of concepts, frameworks and theories covered in the course 
a. Does your response actually use a concept, framework, or theory covered in this class?
b. Does your response get into specifics of a concept, framework, or theory?
3. The degree to which a response is logically coherent
a. Is there a line of thought that flows through your response?
b. Are you claims supported/illustrated with facts, examples, or illustrations?
c. Is your response well-structured?
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[bookmark: _Toc494582730]Executive Summary
[bookmark: _Toc494582731]1.1 Summary
	 Hyatt Hotels Corporations have grown over the years to become one of the top hotel brands in the hotel industry. Besides, the company has embraced customer service strategies that have enhanced the guest experience of all its clients. Furthermore, due to several issues with employee retention, the company focused its strategy on its purpose which has replaced its mission and vision. This helped the organization focus on its competitive advantage which is Hyatt’s people. However, Hyatt’s upcoming strategy needs to focus on defining a clear direction for the future, having a flexible strategy that is able to excel in highly completing industry and find solutions for the various fire incidents that occurred in different branches In Hyatt that affects the safety and security of its guests. 
Therefore, this study explores strategies that will help Hyatt Hotels Corp. to continue with its impressive performance. 
 	This study carries out a comprehensive analysis on Hyatt’s performance and strategy and explains how they have impacted the company. Moreover, the study looks at the incidence of the different industry forces on the strategies and performance of the company and how it is reacting to them. Moreover, the study also analyzes the internal and external issues that the firm grapples with and how it uses them to transform its performance. More importantly, the study identifies some of the issues that prevents Hayyat to reach its ultimate performance standards and recommend alternatives and enhancements to its strategy to improve performance for the coming years.  

[bookmark: _Toc494959760]
[bookmark: _Toc494582732]2. Analyzing Firm’s Past Performance and Issues
[bookmark: _Toc494582733]2.1 Hyatt Hotels Corporation and Industry Performance
 	Hyatt Hotels Corporation is a multinational hospitality company that was founded in the year 1957 after the Hyatt House motel that was located to Los Angeles International was purchased from Hyatt Robert von Dehn by Jay Pritzker (Hyatt Hotels Corporation, 2017). The succeeding period saw Hyatt Hotels Corp grow to become a dominantly North American hotel ownership and management company under the leadership of Jay and his brother Donald Pritzker and as a result went public in 1962. Furthermore, Hyatt International was formed in 1968 as a separate entity from Hyatt Corporation and later went public (Hyatt Hotels Corporation, 2017). In 2004, Hyatt Hotels Corporation was established after all the hospitality assets owned by the Pritzker family were consolidated into a single entity. The company has over time developed into global hospitality company with a broad business ranging from owning, developing, managing, licensing, franchising and operating different property portfolios that consist of branded residences, hotels, vacation ownership and resorts.  
	Headquartered in Chicago, Hyatt Hotels Inc. operates 13 premier brands in its portfolio each offering unique services targeting different types of customers in a bid to remain competitive in the hospitality industry (Hyatt Hotels Corporation, 2017). Besides, the company, as of 30th June 2017, operated about 731 properties in 56 countries located on six continents and operated them through four segments to make them more productive and competitive. Some of the premier brands that Hyatt operates include; Hyatt Regency, Grand Hyatt, the Unbound Collection by Hyatt, Park Hyatt and Hyatt Ziva. Additionally, Hyatt Residence Club, Hyatt Zilara, Andaz, Hyatt House, Miraval and Hyatt Centric complete the brands under Hyatt Hotels Corp. The four segments include; Americas Management and franchising, EAME/SW Asia management, and franchising, owned and leased hotels and ASPAC management and franchising. Therefore, the Americas segment is made up of Hyatt's franchising and management properties in the US, Caribbean, Canada and Latin America while the owned and leased segment is made of full and select service hotels belonging to the company as well as the ones under the lease. On the other hand, the EAME/SW Asia segment is made up of Hyatt's franchising and management of properties in Africa, Central Asia, Middle East and Europe while the ASPAC segment consists of the company's franchising and administration properties located in the Far East, South East Asia, China, Micronesia and Australia (Hyatt Hotels Corporation, 2017).
	Thomas Pritzker is the current executive chairman of the Hyatt Hotels Corporation. Moreover, Hyatt is led by Mark Hoplamazian, the President, and CEO, who has been tasked with the duty driving the company's towards helping people since it is the main mission of the enterprise. Hyatt has over the years has established a system that treats its workforce as a team thus making it be listed in the Fortune Magazine, earlier in 2017, as the 32nd  best company from the US to work for (Hyatt Hotels Corporation, 2017). Therefore, to attain such a position, the company is guided by respect, creativity, integrity, and fun as some of its shared core values. Furthermore, with a strong workforce, Hyatt Hotels Corporation is well capable of delivering the best customer service to its guests as well as increasing the value of its shareholders. In the financial year ended December 2016 recorded revenue of $4.429 billion up from $4.328 billion in 2015. The net income rose by 64.5% in 2016 to $204 million from $124 million in 2015 (Hyatt Hotels Corporation, 2017). Furthermore, the company experienced an increase of 2.5% in its comparable system wide revenue per available room, (RevPAR) including a 2.2% increase hotels owned and leased by Hyatt Hotels Corporation (Griswold, 2016). On the other hand, the company recorded a 4.7% increase in earnings before interest, tax, depreciation and amortization, (EBITDA) of to $785 million besides executing contract base consisting of roughly 305 hotels which can be translated to approximately 66,000 rooms as compared to 260 hotels or roughly 56,000 rooms in 2015 (Hyatt Hotels Corporation, 2017). Additionally, as of September 2017, the company's market capitalization was $22.477 billion as its shares traded at $69.11 as at the close of business on September 27, 2017 (Griswold, 2016). The basic earnings per share in 2016 rose to $1.53 from $0.87 in 2015. Thus the continuous growth that the company is experiencing is evident that Hyatt's strategies of delivering excellent customer service are indeed working (Hyatt Hotels Corporation, 2017). Furthermore, Hyatt Hotel Corp. managed, in the second quarter of 2017, to improve by 2.58% is among only 23 other companies in the industry to have recorded higher revenue growth. Additionally, the company has been growing at a slightly faster rate of 9.52% than the overall industry's rate of 9% (Hyatt Hotels Corporation, 2017).
[bookmark: _Toc494582734]2.2 External Analysis: PESTLE Analysis
[bookmark: _Toc494582735]	2.2.1 Political Environment. Hyatt Hotels Corporation is a hotel chain with a global presence, its businesses are exposed to different political risks that could adversely affect its operations. Besides, Hyatt has established its businesses in some countries that usually undergo periods of political instability, which have had adverse effects on the turnover of the hotel. For example, the constant political pressure in some parts of Africa, Middle East, and Asia usually lead to massive cancellations thus having adverse effects of Hyatt Hotels Corporation revenue (Hayatt Hotels Corporation, 2017). The current political standoff that is being witnessed in the GCC, for example, has badly affected the operations of Hyatt especially in Qatar. Besides, hotels in the region experienced cancellations during the initial days of the severance of ties between Qatar and Saudi Arabia and UAE, as many feared that it could escalate into a regional war (Martorell-Cunill, Gil-Lafuente, Socias & Mulet, 2014). Furthermore, many hotels in Qatar that depended on farm supplies from Saudi Arabia were badly affected. On the other hand, it should be noted that a bigger chunk of Hyatt’s revenues comes from its US’ businesses and while the US market has been relatively stable and predictable over a significant period of time, it has recently seen a decrease in revenues as a result of recent political activities. The travel bans issued by the US government in early 2017 are said to have caused several cancellations in hotels in the US including Hyatt (Hyatt Hotels Corporation, 2017). Furthermore, political issues across the globe affects the recruitment from certain countries difficulty getting a security clearance. 
[bookmark: _Toc494582736]	2.2.2 Economic Environment. The economic conditions of any given country have direct impact on the operations and productivity of Hyatt Hotels Corporations. Nearly all the global expansions that the company has made have been based on analyzing the economic data of that specific region. A country's economic factors such as inflation, growth rate as well as industry's economic indicators are usually the elements that Hyatt considers when it wants to open its business in that country. Besides, the exchange rates and currency stability of any particular country usually affect the cost of doing things of a hotel (Martorell-Cunill, Gil-Lafuente, Socias & Mulet, 2014). Hyatt's business is dependent on the financial abilities of its target market as most of its hotels are considered to be high-end. Therefore, a slight drop in the number of people with the financial abilities to access Hyatt's services as a result of inflation will lead to a decline in revenue. The skill level of the workforce is also an economic factor that affects Hyatt Hotels as a country or region with a less skillful workforce indicates that the company will spend more in training its staff eventually reducing its profitability. According to the interview conducted with Mr. Michael Collins, Human Resource Manager at Park Hayatt- Abu Dhabi, he informed us that in Zanzibar, Hyatt’s branch had to recruit locals because the local citizens preferred to deal with locals rather than Expats. This meant that training was maximized to ensure that Hyatt at Zanzibar is able to maintain the same level of standards across all Hyatt’s groups. 
[bookmark: _Toc494582737]	2.2.3 Socio-cultural Factors. The global market where Hyatt operates its properties consists of different people who hold different views and lead different lifestyles as a result of their cultures. In Middle East, for example, where the society is quite conservative and deeply rooted in Islam, the types of food hotels will offer will differ from the rest of the world as they ought to be halal. Therefore, Hyatt has the responsibility of not only serving halal certified foods in its properties but also to develop menus that reflect the needs of its Middle Eastern customers. On the other hand, it is critical to understand that the society is made up of people who belong to different classes either as a result of their age, financial status or background (Martorell-Cunill et. al, 2014). For example, in the UAE, UAE Nationals represent 11% of the total population (UAE Population by Nationality, 2016) which means that Hayatt needs to cater different groups within the society. According to the interview with Mr. Collins, he stated that Hayatt always tried to reflect the culture in which it operates in. For example, in the UAE factors such as the dress code, prayer rooms and Qibla (the sacred place in Mekka in which Muslims turn to for prayer) are elements that are reflected in Hyatt branches in the UAE.  Moreover, such classes depending on the factors that define have different needs and expectations that have to be met. Hyatt has recognized this factor that makes people in its target market distinct from each other hence it operates different brands that reach out to the various market needs. Hayatt is also able to cater the needs of different customer segments as it operates within different brands that reaches out to different market needs. Mr. Collins, the HR Manager at Park Hayatt Abu Dhabi elaborated that the different brands in Hayatt follows a different pricing strategies to meet different customer needs. In all of these brands Hayatt will ensure that quality of service and food would be the same, but the difference will include elements such as; details, facilities and greater attention to guests. 
[bookmark: _Toc494582738]	2.2.4 Technological Factors. The hospitality industry, just like the many other industries, has been one of the biggest beneficiaries of technological advancements as most of its operations are powered by technological ideas. Hyatt has over the year’s embraced technology as many of its functions such as payments have been digitized to improve efficiency. Currently, nearly 95% of money transactions that takes place at Hyatt properties are electronic as a result of years of development of a secure network POS system (Martorell-Cunill et. al, 2014). Furthermore, guest service at Hyatt has received as significant boost as a result of the company embracing technology through the introduction of loyalty cards as well as online bookings, check-ins and check-outs. Additionally, by using technology, the company has been able to increase the security of its guests and their belongings through the installations of surveillance cameras and smart door systems where guests use cards to access their rooms thus increasing their privacies. It is also worth mentioning that the Hyatt Capital Gate in Abu Dhabi adapts an interesting form of technology where guests can communicate with the hotel staff using Whatsapp messages. This is interesting because based on a survey conducted in 2017 by the Federal Competitiveness Authority in the UAE, results showed that Whatsapp is popular with 97% in the UAE (WhatsApp and Facebook are the most popular in UAE, reveals Federal Competitiveness Authority, 2016). 
[bookmark: _Toc494582739]	2.2.5 Environmental Factors. Climate change is quickly shaping the way organizations around the world are run as many are embracing practices that will help to reduce their carbon print. The hospitality industry, hotels, in particular, has been criticized over an extended period of being among the top polluters of the environment. Hyatt has incurred a significant amount on energy bills as a result of using inefficient equipment to discharge its services (Hyatt Cuts Operation Costs with Energy Management Systems, 2012). Furthermore, different governments of the countries that Hyatt operates in are putting more stringent measures to force the players in the hospitality industry to cut down their carbon emissions which are at times accompanied by high fines (Martorell-Cunill et. al, 2014). Therefore, Hyatt stands to lose more money if it fails to comply with the set regulations to of reducing its carbon emissions. Hyatt therefore needs to find ways that will enable it adopt green strategies including using energy efficient equipment in a bid to reduce its carbon print. On the other hand, natural disasters such as the hurricanes that hit some parts of the world might lead to several cancelations. 
[bookmark: _Toc494582740]	2.2.6 Legal Factors. Hotels such as Hyatt are expected to comply with several laws and regulations that have been set by different governmental authorities in a bid to streamline hotel businesses within their territories. Hyatt is scheduled to respect these laws which include health and safety regulations, data protection laws as well as employment laws. Furthermore, Hyatt from time to time faces law suits as a result of not handling either their employees or customers as expected which may lead to the company spending great amounts of money on the cases and public relations (Martorell-Cunill et. al, 2014). Hyatt therefore has to align its strategies to comply with the set laws and regulations to ensure that it avoids future legal tussles with its employees, customers and governmental authorities. 

	PESTL Factors
	Analysis 

	Political Environment 
	· Political pressure in some parts of Africa, Middle East and Asia lead to massive cancelations. 
· several cancelations in Qatar during the initial days severance between Qatar, UAE and Saudi Arabia. 
· Hyatt in Qatar depending on farm supplies from Saudi Arabia.
· travel bans issued by the us in 2017. 
· political issues affecting recruitment through rejection of security clearance from some countries. 

	Economic Environment 
	· Factors considered during expansion including inflation, growth rate and industry’s economic indicator. 
· Exchange rate and currency stability. 
· financial stabilities of the target market. 
· the skill level of workforce.

	Socio- cultural Environment
	· Reflecting the culture in which Hyatt operates in. 
· Cultural consideration such as; food menu, dress code, prayer room and Qibla in Muslim regions. 
· The importance of addressing different cultural groups within the society. 
· Hyatt has different brands to cater to different segments of customers. The pricing strategy differs depending on the brand

	Technological Factors
	· 95% of money transactions in Hyatt are electronic (secure POS system). 
· Loyalty cards, online bookings and online check – in and check –out. 
· Surveillance cameras smart and smart door systems to boost security and privacy. 
· The use of WhatsApp to communicate between guests and hotel staff. 

	Environmental Factors 
	· The hospitality industry has been criticized to be one of the top polluters of the environment. 
· Hyatt has incurred a huge amount of energy bills. 
· Natural disasters such as in the Caribbean leads to several cancelations. 

	Legal Factors 
	· Comply with the governmental authority of the area they operate in. 
· Hyatt needs to respect different laws such as; health and safety regulations, data protection and employment laws. 
· Hyatt needs to align its strategy to comply with laws and regulation. 




3. Industry Environment Analysis
[bookmark: _Toc494959761]3.1. Porter’s Six Forces Analysis
[bookmark: _Toc494959762]	3.1.2 Threat of New Entrant. Hyatt Hotels Corporation faces little threats from new players that are entering the hotel industry. Besides, the company is a very established player in the hotel with more than 10 premier brands to cater for the diverse needs of the market hence it will hardly feel the impact of a new player entering the market. Furthermore, Hyatt hotel has a global presence with resources, finance, skills and equipment, to counter any threat posed by a new entrant (Dobbs, 2014). It should be noted that the hotel industry is highly capital intensive making it very difficult for new players to cause ripples upon their entry into the market immediately. However, it is important to note that some new players may introduce strategies that may upset the business processes in the industry.
[bookmark: _Toc494959763]	3.1.2 Bargaining Power of Suppliers. An established hotel brand like Hyatt faces low bargaining power from the vendors. Hyatt Hotels Corp. deals with several suppliers some of who supply them with same stocks to ensure that its operations are not affected in any way by the failure of a provider availing vital supplies. Moreover, the cost of switching from one supplier to the other in the hotel industry is low weakening farther the suppliers bargaining power (Dobbs, 2014). Hyatt has the financial might to access foreign suppliers in case of a go-slow by the local suppliers. On the other hand, it should be noted that vendors, especially the ones that supply rare but essential stocks to the hotel could negatively influence the operations of Hyatt Hotels hence the need for the company to work closely with them to ensure consistent supplies.
[bookmark: _Toc494959764]3.1.3 Bargaining Power of Buyers. Hyatt Hotel Corp deals with customers that hold very high bargaining power. Majority of Hyatt’s customers are financially stable hence their needs are diverse and expectations very high. Furthermore, the cost of customers switching from one operator to the other is very low thus they are able to cancel their bookings with one hotel and immediately place another booking with another hotel without much of a hustle (Dobbs, 2014). Besides, the ease of accessing information in the hotel industry via the internet keeps the guests updated about the latest trends in the market hence increasing their expectations about Hyatt’s services. Hyatt hotels Corp. needs to ensure consistency in its service delivery to attract and retain more guests.
[bookmark: _Toc494959765]	3.1.4 Threats of Substitutes. Hyatt faces moderate threats from substitute products and services in the hospitality industry. Majority of the company's brands target the high-end customers leaving the middle-income earners, who could have accessed Hyatt's services opt for cheaper hotels. The global hotel industry is oversupplied with cheap hotels that provide premiums services such as bed and breakfast hence making them an option for many people. Additionally, Hyatt has failed to attract the younger guests who mostly opt for cheaper motels as they are unable to access the company's services (Dobbs, 2014). On the other hand, the Hyatt can still attract a wider market through frequent promotions that include sales discounts and price cuts and so many other ways to increase its RevPAR.
[bookmark: _Toc494959766]	3.1.5 Rivalry among existing Competitors. The rivalry that Hyatt faces from its competitors is moderate. Most of the hotels operating in the hospitality industry are already established businesses each operating several brands with distinct customers (Dobbs, 2014). Furthermore, the hotel industry is already crowded and the level of competition is very high to a point that Hyatt’s operations can hardly be affected by the strategies of its competitors. Thus, all the companies in the hotel industry focus more on retaining their customers through the attractive loyalty programs. Besides, the industry’s players are focused on unveiling new programs and concepts through constant innovations to reach out and attract wider markets.
[bookmark: _Toc494959767]	3.1.6 Relative Powers of other Stakeholder. The relative power of other stakeholders to Hyatt Hotels Corp. is high. The company’s employees as well as the shareholders put immense pressure on the company as they seek to protect their own interests. Thus, the employees have the capacity to paralyze the company’s operations through strikes in case of a dispute between the management and the workers. Besides, the company can lose significant sums of money on handling legal disputes with workers’ unions. The shareholders on the other hand push for an increase in value of their stakes thus causing forcing the company to adopt measures and strategies that will appease the shareholders (Dobbs, 2014). Thus, in case of losses as a result of poor strategies, some shareholders could end up selling off their stakes which may adversely affect the company’s market capitalization. On the other hand, the public can put immense pressure on Hyatt regarding their treatment of workers or its impact on the environment. Hyatt has been under pressure to reduce its carbon emissions in addition to demands to treat its workers humanely. Between 2009 and 2013, Hyatt’s reputation was damaged as it was accused of mistreating its workers an issue that led to campaigns to boycott Hyatt hotels in addition to numerous court cases that ended up with Hyatt settling its employees millions of dollars (Dobbs, 2014).














[bookmark: _Toc494959768]3.2 Internal Analysis: TOWS Analysis
	Hyatt Hotels Corp. TOWS Matrix
	



Hyatt Hotels Corp.
	Opportunities:
· Venture into property management
· Expand on the global market using acquisitions
· Utilize technology
· Employee retention
	Threats:
· Political instability
· Adverse climatic conditions and natural disasters
· Security level

	Strengths:
· Consistency in discharging excellent customer service
· Strong performance in the US market
· Staffs
· Reputable brand
	· use the proceeds it gets from the US business to acquire more hotels abroad
· take advantage of its reputable name to venture into property management industry
· invest in dynamic technologies that will aid in ensuring consistency in customer service
· offer its staffs great packages and compliments in a bid to retain them 
	· include the security of its guests and employees as part of excellent customer service and employees right
· use its performance in the US market to invest in both security apparatus and in enhancing its preparedness in case of natural disasters
· use its reputable brand to enter negotiations with representatives of different governments to find ways to protect their businesses in times of political instability

	Weaknesses:
· Overdependence on the US market
· Limited global market share
	· Take advantage of dominating the US market to venture into luxury property management
· Cut a niche for its global properties and attract and retain a specific group of customers and serve them diligently 
	
· Enhance its businesses in the US where it is relatively stable
· Quit volatile markets




[bookmark: _Toc494959769]	3.2.1 Strengths and Opportunities. Hyatt Hotels Corporation has been in the industry for several decades now and has successfully established a strong brand name that is well recognized around the globe. Thus, Hyatt has been able to establish a reputable brand as well as record stellar performance in the US market. Besides, the company is recognized in the market for its consistent customer service and the dedication and commitment of its customers. Hyatt therefore has an opportunity to increase its market share on the global scene by using its good performance in the US market to get loans that will help the company to acquire more hotels abroad (Vargas-Hernandez, 2015). Additionally, with Hyatt’s success in the luxury market and its reputable brand name, they can expand its portfolio and venture into the luxury property management industry. Buildings that want to establish a reputation in luxury can hire Hyatt in order to manage their property and provide luxury support services such as valet, housekeeping, and front desk employees. On the other hand, Hyatt has the opportunity to capitalize on the commitment, passion and dedication that its employees have by giving great packages and rewards to motivate and retain them besides investing in technology to aid in tracking the performances of its employees and get guest’s feedbacks.
[bookmark: _Toc494959770][bookmark: _GoBack]	3.2.2 Weaknesses and Opportunities. The major weakness of Hyatt Hotels Corp. is its overdependence on the US market which can be easily plunge the company into a financial crisis if the domestic market is affected. In 2016, about 80% of Hyatt's revenues came from the US while only 20% of the income came from its global operations (Vargas-Hernandez, 2015). Hyatt has therefore an opportunity of taking advantage of its dominance in the US market to venture into the luxury property management industry especially in the Americas. Thus, by doing so, the company will have diversified its portfolio and increased its revenues from the US. On the other hand, it is true that Hyatt has a tiny market share on the global scene. Therefore, since the company is keen on maintaining its debt levels within a manageable range, Hyatt can decide to increase its global business by cutting out a niche and attract and retain the customer base it wants to serve and maximize on them. Thereafter, the company can use its proceeds and expand on the global market despite the process being slow in nature.
[bookmark: _Toc494959771]	3.2.3 Strengths and Threats. Hyatt faces a number of threats top among them being adverse weather conditions and natural disasters, political instability and security threats. Therefore, the company the company can avert any security threats emanating from terrorists and other quarters by prioritizing the security of both its guests and employees by making it part of the excellent customer service and a right for its employees (Vargas-Hernandez, 2015). Thus, Hyatt can use its strong performance in the US invest in modern security apparatus and personnel to provide maximum security in all of its properties. Moreover, Hyatt can use its strong and reputable brand to negotiate with various governments and seek protection of its properties in case of political instability.
[bookmark: _Toc494959772]	3.2.4 Weaknesses and Threats. Hyatt can decide to enhance its businesses in the US where it is relatively secure and stable politically (Vargas-Hernandez, 2015). Besides, the company regarded highly in the US market hence the need of strengthening further its business in the US so as it can act as a buffer in times when other markets fail. The business in the US pretty much secured and so the company must capitalize on this to expand its business in this market. On the other, Hyatt can decide to quit volatile markets altogether in a bid to avoid any further losses. The markets where the company’s businesses are under political or terrorist threats can be vacated and concentrate only on stable markets.
[bookmark: _Toc494959773]3.3 VRIO Analysis
[bookmark: _Toc494959774]	3.3.1 Value. Hyatt has managed to create value by offering unique customer service that is distinct from that of its competitors by focusing on providing them with authentic personalized and standardized services. Thus, the company has the capacity of attracting and retaining more customers through contributing to their needs. Therefore, to attain high levels of customer service, Hyatt has dedicated itself to providing quality multi-skill training that makes them flexible in their work (Zack, 2016). Besides, the focused trainings provide the employees with multi-cultural skills and knowledge thus enabling them to effectively attend to all guests satisfactorily. Therefore, Hyatt is able to provide value to both its guests and workforce such that the staffs stay motivated while the guests remain satisfied with the unique services they get.
[bookmark: _Toc494959775]	3.3.2 Rarity. Hyatt Hotels Corp. has created a resilient name in the market as a result of providing standardized customer service in all of its hotels. Therefore, the guests of the company are able to get the standard services irrespective of the country they are in. Furthermore, the company’s unique standardized guest service is considered to be rare as it is provided by multi-skilled workers who have diverse knowledge on different global cultures (Zack, 2016). Thus, the workers are capable of continuously giving the customers unique services that are only found in Hyatt hotels and nowhere else. Besides, the company is able to remain competitive in the market as this strategy helps it to build a pull of loyal guests.
[bookmark: _Toc494959776]	3.3.3 Imitability. In order to attract, train and track the employees’ performances as well as get and evaluate guests’ responses and ratings of its services, Hyatt introduced the Taleo system. Thus, with this system, Hyatt is able to advertise job vacancies, track job applicants and to recruit the right people who fit within its culture hence the company is able to improve its hiring efficiency and accuracy. Besides, with the system, Hyatt managed to highlight the key people who are in constant contact with the guests such as the front desk agents, food servers and room attendants and develop and track specialized training using the Taleo system. Therefore, Hyatt’s Taleo system cannot be imitated by its competitors as it has been programmed to yield results that are specifically suited for the company hence if a competitor copies it, it won’t work for their businesses (Zack, 2016). Thus, Hyatt gains competitive advantage as its human resource and guest management system was difficult to imitate as the guest handling skills and expertise of the staff are only synonymous to Hyatt.
[bookmark: _Toc494959777]	3.3.4 Organization. Hyatt is capable of creating a competitive advantage and to exploit it simply because the company has taken time to study and understand the characteristics, preferences, cultures and lifestyles as it has the resources to conduct such expensive researches. Thus, Hyatt has been able to invest a significant amount of on training its employees to be able to give premium services by linking their primary duties to other support activities (Zack, 2016). Therefore, the customers are able to learn the diverse cultures and lifestyles of their guests helping them to naturally interact with them and make them feel at home. Hyatt has managed to make this milestone by investing considerable amount of money on training, research, developing and implementing the system thus gaining a competitive advantage.
[bookmark: _Toc494959778]3.4 Critical Assessment of Strategy
	The competition in the hotel industry has in the last two decades become so stiff forcing the industry players back to the drawing board to look for ways that will help them remain competitive and profitable in the market. Hyatt Hotels Corp. on its part has had a very impressive growth over the last two decades owing to the strategies that it has pursued to make it one of the top hotels in the industry (Hyatt Hotels Corporation, 2017). Besides, Hyatt has embraced two strategies that majority of the industry players have not, and has helped the company to create a unique hotel brand. First of all, the company embraced an expansion strategy that gives priority to lowering the cost than having outright ownership. Thus, as such, Hyatt has consistently achieved sound financial results as compared to its competitors without circumventing its economic principles for rapid growth. Hyatt has effectively introduced its brands in under-penetrated markets through mergers and acquisitions as franchising. Besides, in a move to consolidate its US market, the company has more than doubled its properties in New York as well planning to open about 50 hotels in China and another 50 in India. Hyatt, in early 2017, acquired Miraval Group, a wellness resort and spas, for $215 million as move to appeal more to the high-end travellers (Hyatt Hotels Corporation, 2017). Therefore, by pursuing this type of expansion strategy, Hyatt has successfully fended off the idea of taking huge debts to fund the development of new hotels as a result of prioritizing financial stability over-aggressive expansion.
	 Secondly, Hyatt has embarked on a mission of developing customer service that is centered on ‘creating deeper experiences.’ Therefore, the company has introduced training modules for its staff that is geared to eliminate robotic exchanges when the staffs are communicating with the guests but rather naturally engages them in one on one conversations. Moreover, part of the staff training involves helping the staff to focus their minds on meditation and quiet times while the hotel maids have been given freedom to plan their cleaning schedule with the aid of the hotel's internal app to improve their efficiency (Banks, Walker & Practicing Law Institute, 2014). Furthermore, the front desk staff no longer sits behind desktop computers but rather use tablets to book their guests while engaging in a face to face conversation. Therefore, by so doing, the company can attract and retain more guests by paying an empathetic focus towards guest service. 
[bookmark: _Toc494959779]3.5 Key Lessons from the Past
	Hyatt has in the past had gruesome and bitter encounters with its staff and the members of public as a result of poor human resources management. From 2007 to 2012, Hyatt was branded the ‘worst employer' in the US, and it was accused of betraying the nation's highest ideals and core values. Hyatt was charged with overworking and mistreating its foreign workers especially the Hispanics and the Filipinos a move the led to countrywide campaigns to boycott Hyatt Hotels. The boycott was led by the NFL player association and several other right groups who vowed never to use Hyatt's products until the workers' conditions improved. Thus, after a long battle with labor unions, the company finally reached an agreement with the workers which included compensating those who were wrongfully sacked (Love and Singh, 2011). On the other hand, it is critical to note how quickly Hyatt learned from its past and went on to establish a human resource management system that appreciated and rewarded its employees. It is as a result of these changes that Hyatt has grown to be recognized as one of the best employers and company to work for around the globe. Looking into the future, Hyatt must consider reducing dependence on the domestic market by investing more resources that will aid in increasing the productivities of its global outlets. Thus, integrating technology with other sustainable development strategies will go a long way in transforming the company's performance on the international platform.
[bookmark: _Toc494581473][bookmark: _Toc494959780]4 Identifying Current Issues
[bookmark: _Toc494959781]4.1 Defining the Current Issue(S) and Problem Statement And Analyzing Information
 Hyatt has performed impressively over the years to become one of the most stable and fast-growing companies in the hotel industry. The stride the company has made to create a signature customer service, as well as the developments the company is carrying out on its properties, is worth noting as the catalyst of the company's growth. However, despite the outstanding transformations, the company is still bedeviled by frequent fire incidences that occur in its properties. In 2017 alone, the company has recorded around three incidences of fire in its properties which is one of the highest by a top hotel considering that all of its competitors have had no firing incident in the same period (Hyatt Hotels Corporation, 2017). Between January and September 2017, Hyatt recorded fire incidences at Grand Hyatt Hotel in Taguig Philippines, Hyatt House, in Chelsea New York and Hyatt Place in New York. It is true that the hotel operations involves activities that are likely to cause fires. However, it should not be a reason to compromise people's safety (Hyatt Hotels Corporation, 2017). Besides, such fire incidences have adverse effects on guests' experiences which may lead to cancellations and even lawsuits. Fire incidences at Hyatt are a major problem that adversely impacts on guest experiences hence the need to urgently address the safety of all the people working at Hyatt properties.
	In April of 2017 fire broke out at Hyatt Place that is on 111West Washington Center Road and led to the evacuation of over 130 guests who were in the hotel at the time. The fire was quickly put out and the hotel only suffered minor water and fire damage as well as moderate smoke damage. Furthermore, in June 2017, another fire broke out on the uppermost floor of the Hyatt House located in Chelsea, New York (Hyatt Hotels Corporation, 2017). The hotel which had 150 suites was developed to provide extended stay and it had been opened a few weeks before and it took almost two hours to be contained and there were no casualties reported. 	Moreover, in August of 2017, a fire broke out at grand Hyatt Manilla in Taguig City in the Philippines that to the evacuation of all the occupants of the property. The fire is believed to have started from the generator room of the hotel. Therefore, these are some of the many incidences that happened to the hotel causing losses not only to the company’s properties but also impacting negatively on the guest experience. On the other hand, the management of Hyatt Regency Chandigarh, India came under intense criticism from its guests for not having a proper fire evacuation layout and plan as many of the customers were more vigilant as a result of the fires that were being reported at Hyatt’s properties (Hyatt Hotels Corporation, 2017). Thus, such encounters indicate the high doubts that the customers are having towards the company regarding their safety which can be deal a significant blow to the business's operations. Besides, these hotels recorded massive losses as a result of cancellation of bookings as well as relocation of the guests to other hotels and on renovations. Therefore, this issue is having adverse effects on guests' experience hence the need to find a lasting solution to it to avert any future crisis.

A recent phenomenon that has emerged that all hotels should pay attention to are the peer-to-peer markets, or the shared economy. This includes the rise of companies such as Airbnb, Uber, and Lyft. Peer-to-peer markets allow small suppliers to compete with traditional providers of goods or services. It does that by making it easy for buyers to find sellers and engage in convenient, trustworthy transactions (Einav, 2016). For the hospitality industry, they should pay close attention to Airbnb. Since its launch in 2008, they have served over 200 million guests, and have listings in over 191 countries (Airbnb Inc., 2017). Additionally, Airbnb has about 4 million room listings worldwide, to put that into perspective, the next closest hotel to that number is the Marriot after acquiring Starwood with 1.1 million rooms (Marriot International Inc., 2016). Furthermore, if we look at company valuation we can see the Airbnb is the second highest as we can see in Table 1 with a valuation of $30 Billion. (with the highest being Mariott after the acquisition of Starwood at $41.5 Billiion).

Airbnb’s Valuation Versus Hotel Chain Market Caps
	Hospitality Company
	Valuation/Market Cap

	Airbnb
	$30 billion

	Choice Hotels International
	$3.7 billion

	Hilton Worldwide
	$22.3 billion

	Hyatt Hotels Corp.
	$7.49 billion

	InterContinental Hotels Group
	$10.25 billion

	Marriott International
	$41.5 billion

	Wyndham Worldwide
	$11.01 billion


Table: 1 Source: Google Finance

As we can see, Airnbnb (a company that is 9 years old) is considered by investors to be almost four times as valuable as Hyatt (a company that is 60 years old). A study conducted by STR concluded that, Airbnb guests typically stayed longer than the average hotel guest, with roughly half of Airbnb room nights coming from trips of seven days or longer (STR, 2016). What all this is telling us is that consumer behavior is changing, and to remain competitive, Hyatt and other hotels need to start making some changes in their strategy. People that use Airbnb tend to prefer because it is cheaper, this might be a problem for Hyatt’s more affordable brands such as Hyatt Place. Guests also tend to prefer Airbnb because it offers more location options, hotels are often located in the city centers and are close to each other. If you are traveling for a specific purpose and can not find a hotel close by, odds are there is an Airbnb listing close by. Airbnb also offers authenticity and this is something hard for hotels to replicate because they were artificially designed to offer guests an enjoyable experience. Airbnb’s are often hosted by local people from the community and this gives you a better chance to interact with the locals and learn more about their culture. Finally, flexibility, hotels often set a specific time where you can check-in and check-out from their hotel. Additionally, hotels also often have strict cancellation policies as well. On the other hand, Airbnb is much more flexible, when you book a listing, you are put immediately in contact with the owner and you can both negotiate all these details easily.

[image: ]	Another current issue Hyatt is facing which is related to Abu Dhabi in particular is occupancy rates. According to Michael Collins, HR manager at Park Hyatt Abu Dhabi “Year on year occupancy rates in Abu Dhabi are decreasing or remaining the same, but the number of hotels have increased.” In a report published by the Abu Dhabi department of culture and tourism that looks at the hotel occupancy rates, we can clearly see that the rate is flat with little movement (Graph 1) (Abu Dhabi Department of Tourism and Culture, 2017).
Graph: 1 Source: Abu Dhabi department of Culture and Tourism.
[image: ]Additionally, according to the firm JLL. Abu Dhabi is expected to add an additional 1600 hotel rooms by the end of 2017 (Graph 2). Major openings over the coming months include Fairmont Marina City Corniche, Rixxos Saadiyat, and the Rotana Saadiyat (JLL-MENA, 2017). 










                                  Graph: 2 Source: JLL Abu Dhabi Real Estate Market Review
Hyatt currently operates 3 branches in Abu Dhabi which are: Park Hyatt Abu Dhabi, Hyatt Capital Gate, and Grand Hyatt Abu Dhabi. These three branches will be facing tough competition and will need to adapt. In order to do that they will need to formulate a strategy that would shield them from the stable occupancy rates and will give them a competitive advantage so they can remain profitable. 

[bookmark: _Toc494959783]5 Key Decision - Criteria
[bookmark: _Toc494959784] 	Based on our interview with Mr. Collins, HR Manager of Park Hyatt, he stated that what makes Hyatt unique is that they have replaced their mission and vision by having a purpose which is “caring for people so that they can be their best”.  Mr. Collins also emphasized that they consider people as a competitive advantage as they are the key asset in the organization. Through investing in people, Hyatt is able to achieve sustainable profit, have a consistent standard of service across all their branches around the world, have loyal employees which ultimately leads to having a loyal workforce and a positive reputation.  Also, it is also worth noting that there are new players in the market in the hospitality industry which are considered as a competitor that are able to provide, cheaper, flexible and more authentic services such as Airbnb especially for those guests who are planning to stay in a particular location for a longer period of time. Moreover, the several fire incidents that occurred in 2017 is an area that Hyatt needs to focus on as it definitely affects the company’s reputation especially as many customers are concerned about the level of security and safety when selecting a hotel to stay in. Considering Hyatt is a 5-star hotel, safety is one of the main elements that Hyatt corporation should highly focus on.  When looking at Abu Dhabi in particular, it is worth mentioning that according to the Abu Dhabi Department of Tourism and Culture the occupancy rate in the hospitality industry is flat, while the numbers of competitors are increasing every year. This means that Hyatt might need to focus on establishing a strategy to make Hyatt the number one choice for customers in Abu Dhabi and ensuring the loyalty of their existing ones. 
5.1 Generating alternative solutions and recommendations	
 	One the main recommendations in regards to boosting Hyatt’s strategy is ensuring that the strategy follows the steps and components of the strategy map. Hyatt decided to replace its mission and vision by having purpose mainly to overcome the issue that the company faced in 2007 when it was branded as the “worst employer”. Even though the approach supported the organization grow to be recognized as one of the best employers to work on, we believe that disregarding the mission and vision affects strategy implementation and strategy alignment negatively. With the absence of a vision statement that is clearly documented and communicated among employees and brands (based on Mr. Collins interview), Hyatt might face a very serious issue of not having a clear direction for the future. When working in a hospitality industry it is not enough to only focus on current issues, but maintain a competitive advantage in an industry that has many competitors in the market.
When it comes to competitors such as Airbnb which is expected to become more famous in the upcoming years, hotels like Hyatt needs to modify elements of its strategy to make it compatible with these new strategies when it comes to the hospitality industry. Based on that, one of the things we recommend is that Hyatt considers introducing a flexible check-in and check-out approaches which is one of the elements that makes Airbnb popular. Another area that Hyatt needs to consider when updating its strategy is to look into its pricing strategy especially for guests that are planning to extend their stay in the hotel. Airbnb provides this flexibility for its guests.  
Moreover, looking at occupancy issue that faces Abu Dhabi in particular, Hyatt needs to work closely with Abu Dhabi government to increase the occupancy rate at Hyatt. One of things we recommend, is that Hyatt hosts several events and festivals which will increase guests’ willingness to try the experience of staying at one of Hyatt’s brands. Another thing that Hyatt can do to improve this element is to focus on “niche market”. In other words, focus on boosting its diffraction strategy instead of cost leadership. Finally, to boost its marketing and attraction approach, Hyatt needs to improve its collaboration with travel agencies such as booking.
Finally, when it comes to solving the fire incidents that happened in different branches in Hyatt, it is important to ensure that guest safety is of paramount importance and should not be compromised in any way. One of the ways that Hyatt can avert this crisis is through furnishing its properties with fire-resistant furniture. Besides, using upholstered furniture which include, and not limited to beds, sofas, mattresses, cushions, children's furniture as well as fire resistant doors will help in not only reducing the spreading of fire but increase the safety of the occupants of the company's properties (Márquez, Rubio-Romero & Rubio, 2012). Furthermore, the kitchens which most likely to be the origin of many fires should also be fitted with fire-resistant equipment and doors to reduce the spreading of the fire. Additionally, all the fire exits should also be constructed and treated to resist fire. However, this option is extremely capital intensive and could significantly reduce the company's earnings. On the other hand, the company could decide to overhaul its fire system by constructing more fire exits and installing more fire extinguishers in addition to developing practical training manuals for both the staffs and guests (Marquez et. al.2012). The comprehensive fire prevention plan will include regular trainings and short briefings for the guests showing them fire exits and floor plans. However, this option is also capital intensive but one that can comprehensively address this problem (Zacks, 2016). The company could alternatively opt for an insurance policy that will involve conducting a top-to-bottom fire inspection for the company's properties, ascertain their status and come up with the strategies to seal all the loopholes in addition to drafting comprehensive individual insurance policies that suit each owner of the company. Besides, this option, albeit expensive, will aid the company in addressing its fire challenges as well as being able to quickly rebuild it in case of any losses incurred and to compensate the guests.
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Before you can create a bibliography you need to have at least one citation and source in your
document that will appear in your bibliography. If you don’t have all of the information that you
need about a source to create a complete citation, you can use a placeholder citation, and then
complete the source information later.
NOTE: Placeholder citations do not appear in the bibliography.

A. Add a new citation and source to a document

1. On the References tab, in the Citations & Bibliography group, click the arrow next

to Style.
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2. Click the style that you want to use for the citation and source. For example, social
sciences documents usually use the MLA or APA styles for citations and sources.

3. Click at the end of the sentence or phrase that you want to cite.

4. On the References tab, in the Citations & Bibliography group, click Insert Citation.
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5. Do one of the following:

o To add the source information, click Add New Source, then begin to fill in the
source information by clicking the arrow next to Type of source. For example, your
source might be a book, a report, or a Web site.

o To add a placeholder, so that you can create a citation and fill in the source
information later, click Add New Placeholder. A question mark appears next to
placeholder sources in Source Manager.
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6. Fill in the bibliography information for the source.

To add more information about a source, click the Show All Bibliography
Fields check box.

Now you can create your bibliography.
B. Create a bibliography

Now that you’ve inserted one or more citations and sources in your document you can create your

bibliography.

1. Click where you want to insert a bibliography, usually at the end of the document.
2. On the References tab, in the Citations & Bibliography group, click Bibliography.
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3. Click a predesigned bibliography format to insert the bibliography into the document.

C. Find a source

The list of sources that you use can become quite long. At times you might search for a source that
you cited in another document by using the Manage Sources command.

1. On the References tab, in the Citations & Bibliography group, click Manage Sources.
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If you open a new document that does not yet contain citations, all of the sources that you used in
previous documents appear under Master List.

If you open a document that includes citations, the sources for those citations appear under Current

List. All the sources that you have cited, either in previous documents or in the current document,
appear under Master List.
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2. To find a specific source, do one of the following:

¢ In the sorting box, sort by author, title, citation tag name, or year, and then search
the resulting list for the source that you want to find.

e In the Search box, type the title or author for the source that you want to find. The
list dynamically narrows to match your search term.

NOTE: You can click the Browse button in Source Manager to select another master list from
which you can import new sources into your document. For example, you might connect to a file
on a shared server, on a research colleague's computer or server, or on a Web site that is hosted
by a university or research institution.

D. Edit a citation placeholder
Occasionally, you may want to create a placeholder citation, and then wait until later to fill in the
complete bibliography source information. Any changes that you make to a source are
automatically reflected in the bibliography, if you have already created one. A question mark
appears next to placeholder sources in Source Manager.

1. On the References tab, in the Citations & Bibliography group, click Manage Sources.
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2. Under Current List, click the placeholder that you want to edit.

NOTE: Placeholder sources are alphabetized in Source Manager, along with all other sources,
based on the placeholder tag name. By default, placeholder tag names contain the
word Placeholder and a number, but you can customize the placeholder tag name with whatever
tag you want.

3. Click Edit.

4. Begin to fill in the source information by clicking the arrow next to Type of source.
For example, your source might be a book, a report, or a Web site.

5. Fill in the bibliography information for the source. To add more information about a
source, click the Show All Bibliography Fields check box.
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