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Preface

City Hotel 1905 is a local hotel, which is located in Moscow, Russia. Nowadays the hospitality industry
experiences great competition all around the world and City Hotel 1905 is not an exception. The hotel
was officially opened in summer 2018 and its main target groups are business and leisure guests.
Currently, the hotel has 3 managers and 14 employees of different nationalities. However, the
management intends to attract more international employees and improve the satisfaction level of the
employees. Moreover, managers of City Hotel 1905 plan to improve the overall performance of the
hotel in order to start a strategic business partnership with one of the international hotel chains. They
decided that one of the best ways to start the improvement process is to develop a new set of Human
Resource Management policies, which will be effective in managing the working team. Human assets
are the most important and valuable in the hospitality industry so that a good plan of hiring, managing
and developing these assets has all the chances to achieve the goals of the managers. Therefore,
Shevchenko Anna Igorevna, an Operations Manager, asked the writer to conduct this research in City
Hotel 1905 in order to understand the level of employee satisfaction, the effectiveness of the current
HRM policies and, finally, develop a set of recommendations for the future improvements. | would like
to thank all the manager and employees of City Hotel 1905 for the cooperation and participation in my
thesis project. Furthermore, | am really grateful to Ekaterina Pushkarskaya, Erik Pakkert and Rienk van
Marle for their contribution, support, and guidance within the thesis period. | believe that this project
helped me to gain a deeper knowledge regarding the Human Resource Management policies, rules and

regulations and | can confidently use this experience in my future hospitality industry career.
| hereby confirm that the whole thesis project is my own work and all the references for the

information, tables, and definitions, which have been taken from other internet sources or professional

books, are mentioned at the end of the report.
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The Netherlands, Apeldoorn,

Natella Salamova
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Management Summary

City Hotel 1905 is a new developing hotel, which is located in a center of Moscow, Russia and provides
both business and leisure guests with hospitality service. However, this hotel doesn’t have a well-
organized set of Human Resource Management policies in order to manage and develop its employees.
Therefore, this thesis report advises the client, Operations Manager in City Hotel 1905, on
management question, which is related to Human Resource Management implementations. The
management question requests the best HRM policies, which can be used in order to attract more
international employees and improve the satisfaction level of every working team member. After the
implementation of new Human Resource Management policies, the management should expect an
increase in employee satisfaction level, an increase in the number of international workers and
improvements in the overall performance of the hotel. The overall performance of the hotel can be
visible through the better task performance of the employees, positive reviews of the guests, revenue
increase and higher occupancy rates. The objective of this report was to advise a good combination of
Human Resource Management policies, which would contribute to these positive changes. The main
concept, which was described and emphasized within the whole report is Human Resource
Management.

The main idea was to describe 5 Human Resource Management policies and to find a way to effectively
apply these policies in City Hotel 1905. The report started with a detailed introduction of the company
and the reasons to start this thesis project. Afterwards, the main concept, which is Human Resource
Management, was explained and defined within the theoretical framework. The next step was to
describe the research strategy and research methods. Based on the client preferences, the writer
decided to choose qualitative research in order to receive open answers and let the employees share
their experience during the individual interviews. After the interviews, all the results were analyzed for
the final conclusion. The validity and reliability of the research part were discussed after the
conclusion. It has been proven within the validity and reliability discussion that the biggest issue was a
small number of interviews, which could affect the quality of the results. However, all the respondents
had different characteristics and all the interviews were conducted in the same conditions. It is
important to mention that besides the interviews, the writer uses additional information from the
internet sources, which described the best HRM practices of IHG and Hilton international hotel chains.
Consequently, there were three main central questions, which were answered in the conclusion part:
Central question I: What opinions the employees of City Hotel 1905 in Moscow have regarding the

current Human Resource Management policies?

Central question 2. What expectations do the employees of City Hotel 1905 in Moscow have regarding

the new Human Resource Management policies?
Central question 3. What are the best Human Resource Management policies of international hotel
brands like Hilton and IHG?

Based on the qualitative research and theoretical framework results, the writer came up with the final

HRM policies for City Hotel 1905. First of all, possible alternatives were discussed and evaluated.
Afterwards, the best alternatives or combination of the alternatives were chosen and used for the final
advice. The advice steps were described through the PDCA cycle. City Hotel 1905 was advised to
develop five Human Resource Management policies: Recruitment Process, Performance Management,

Employee Development Program, Compensation and Benefits Program, and Employee Duty of Security.
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Chapter 1: Introduction, Management problem, Objective of the Research

The purpose of the thesis report is to learn more about the current working conditions of the Russian
local hotel- City Hotel 1905 in Moscow and to develop new Human Resource Management policies,
which will help to improve the employee satisfaction of the hotel and to build a new strategic
partnership with the international hotel brand in a future. The information during the research stage
will be gathered via individual interviews with the respondents. The first chapter includes general
information about the hotel and introduction to the management question, research objectives and

reasons for writing this report.

1.1 Introduction

City Hotel 1905 is a new hotel, which was opened in summer 2018 in Moscow, Russia. It is a small
local hotel, which is located in the business center of Moscow and the place is suitable for both
international tourists and business people. Currently, City Hotel 1905 has 52 rooms of different
categories and prices. The hotel promises a great location in a heart of the business center, unique
design, comfortable in-room conditions, air conditioning, reasonable prices and an opportunity to stay
for a long period of time (City Hotel 1905). However, there are just 3 managers and 14 employees who
currently work in a hotel. The management of the hotel includes a General Manager, Operations and
Housekeeping Managers. Besides them, there are 14 international employees from Armenia, Georgia,
Ukraine, Kyrgyzstan and Russia itself. The working team of the hotel mainly communicates in the

Russian language but can maintain a conversation in English if necessary.

City Hotel 1905 was able to gain a good reputation within a year. However, the hotel management
wants to improve the performance of the company and attract more international employees. The
management believes that it helps to build a strategic partnership with one of the international hotel
brands in the future. A higher number of international employees will contribute to the diversity of the
team and cultural awareness. The increase of international employees has many advantages. However,
it also requires many significant changes in hotel performance and Human Resource Management
policies. Nowadays, Russian hotels should have international professionals. The main reason is a
significant increase in the number of international tourists in Moscow and Sant Petersburgh. In 2017
there were about 24 million international people, who visited Moscow or Sant Petersburg, which shows
a significant increase in the inbound tourism of the country- by 1,7% in comparison with 2017
(Tourism Review Media, 2018). International hotel brands are willing to build a partnership only with
the companies who have the potential to grow. The reason for the thesis project is to improve the
overall performance of one of the local Russian hotels- City Hotel 1905, which will help to attract new
international employees and build a strategic partnership with the international well-known hotel
brand. The franchise agreement with Hilton or IHG hotel brands is one of the best future options for
the Russian local hotel like City Hotel 1905. The hotel intends to research the employee satisfaction

level and wants to find the most suitable Human Resource policies to improve the working conditions.

The thesis report will help City Hotel 1905 to recognize what the employees expect from the
management team and what HRM practices can be implemented in a small hotel to improve the
performance in the future. According to Nikolskaya (2015), the hospitality industry in Russia doesn’t

have a lot of professionals, rules and regulations and employee training, where they have to improve



their skills and gain additional knowledge about the hotels and the most important trends and
developments. Furthermore, people in Russia don’t see hospitality industry as an industry, where they
can grow, develop themselves, earn enough money and simply enjoy their working time. The
hospitality industry in Russia contains many part-time employees, who are interested in earning some
money and stay for a short period of time. It leads to the permanent staff turnover and hotel services
of low standards (Dzhandzhugazova, Zaitseva, Larionova & Pervunin, 2015). The thesis theme is
relevant for the client because City Hotel 1905 is a small hotel and small hotels always encounter more
problems when it comes to the HRM department development and acquisition of the professional
employees. First of all, young professionals search for the job in big well-known hotels and companies,
where there are obvious opportunities to grow. Small hotels are less attractive for people with a
bachelor degree or many ambitions (Dragan, 2017). Furthermore, small hotels usually don’t have many
employees and specific job specialization. Consequently, every team member should be able to help in
other departments and professionally perform the tasks. These actions also require permanent
learning and gaining extra knowledge. Small hotels rarely include a variety of training programs and
HR education (Dragan, 2017). Qualitative Human Resource Management policies increase the overall
performance of the small local hotels and raise their chances to join an international hotel brand.

Therefore, a new HRM system will be beneficial for City Hotel 1905 and its future goals.

1.2 Management problem

City Hotel 1905 is currently searching for the best Human Resource Management policies to attract and
retain new international employees and greatly improve the performance of the hotel through the
employee satisfaction in order to build a strategic partnership with one of the internationally well-
known hotel brands. Therefore, the main management problem is to develop HRM policies, which will
help to achieve this goal. There are already people in City Hotel 1905 who came from Asian and
Eastern European countries. However, the hotel management plans to expand in the future and so that
wants to increase the amount of international employees and improve the working conditions for them

in order to convince them to stay in the organization for a long period of time.

A set of new Human Resource Management policies will be the main product, which will be described
in the advisory part. First of all, it is essential to conduct the research among the employees of the
hotel and gather information about the current level of satisfaction and their expectations regarding
future changes. Moreover, new Human Resource Management policies will be based on the examples
of the HRM policies of the international hotel chains like Hilton and IHG. These examples will be found
via internet sources.
The information in the advisory part will give a clear explanation on how to develop, implement and
maintain proper performance of the HR policies in a hotel. Human Resource Management policies will
include such aspects as:
1. Recruitment and selection process, which helps the managers to find professional candidates
and check their skills and knowledge. Recruitment instruction should be developed to know
how to find, interview and select the employees (CHS Alliance & Bhagat 2015).
2. Performance management is responsible for the communication between the managers and
employees of the hotel. All the managers should be able to communicate the goals of the
organization to the employees, check their performance, give clear feedback, conduct



meetings and build a good trustworthy relationship with the working collective (CHS Alliance
& Bhagat 2015).

3. Employee development and career opportunities let the employees feel valuable in the
organization. The hotel needs a clear instruction for the management, which explains how to
control the overall performance of the company. Moreover, training opportunities always
increase employee loyalty. Furthermore, training programs let them acquire new knowledge
and skills and learn more about the culture and values of every individual (CHS Alliance &
Bhagat 2015).

4. Compensation and benefits, which will be the additional incentives to motivate the
employees. Benefits can include higher salaries, gifts and rewards and family or medical
benefits (CHS Alliance, & Bhagat 2015).

5. Staff Duty of Care is a very important aspect when it comes to the safety and wellbeing of
every individual. It is mandatory for the hotels to have health and safety policies, which
protect the employees from unnecessary illnesses, stress and dangerous environment (CHS
Alliance, Bhagat 2015).

Human Resource Management policies have a direct connection with the reasons for the thesis. City
Hotel 1905 intends to gain more international employees to the company and improve the overall hotel
performance. Proper HR policies have a positive influence on the company performance. HR practices
influence the financial results of the company and increase the motivation and loyalty of the working
team. HRM policies influence HRM and Business outcomes and final financial performance (O’Riordan,
2017). A small hotel with good business performance has better chances to attract the attention of

International hotel chains and start a partnership with them.

1.3 Objective for the Advice

The objective for the advisory part is to develop the Human Resource Management policies in a small
local Russian hotel - City Hotel 1905 in order to attract new international employees and improve the
employee satisfaction, which will contribute to the overall performance of the hotel and partnership

opportunities in a future.

Management question
What Human Resource Management Policies City Hotel 1905 should implement in order to be able to

attract new international employees and increase the employee satisfaction level?

Proper advice should be formulated based on the detailed information regarding the effective Human
Resource Management and the results of the research among the employees and managers of City
Hotel 1905. Human Resource Management practices and policies of the international hotel chains like
Hilton and IHG will play a significant role in the development of the HRM policies for City Hotel 1905.
The best HR policies of these hotel chains will be carefully selected and used for the creation of the
final advice. Furthermore, all the additional information regarding the definition and HRM policies will

be taken from reliable internet sources and academic articles.



1.4 Objective of the research

The objective of the research is to determine the extent of the employee satisfaction regarding current
Human Resource policies of City Hotel 1905 in Moscow and what changes they would like to have in
the future.

This objective will help to gain opinions of the employees about the HR policies in the hotel, better

understand their current conditions and come up with the advice, which will improve the situation.

1.5 Research Questions
1. What opinion the employees of City Hotel 1905 in Moscow have regarding the current Human
Resource Management policies?
a. What opinion the employees of City Hotel 1905 in Moscow have regarding the recruitment
process? (CHS Alliance, Bhagat 2015).
b. What opinion the employees of City Hotel 1905 in Moscow have regarding performance
management? (CHS Alliance, Bhagat 2015).
C. What opinion the employees of City Hotel 1905 in Moscow have regarding the employee
development program? (CHS Alliance, Bhagat 2015).
d. What opinion the employees of City Hotel 1905 in Moscow have regarding the
compensation and benefits program? ((CHS Alliance, Bhagat 2015).
e. What opinion the employees of City Hotel 1905 in Moscow have regarding the staff duty of
security? (CHS Alliance, Bhagat 2015).
2. What expectations do the employees of City Hotel 1905 in Moscow have regarding the new Human
Recourse Management policies?
a. What expectations do the employees of City Hotel 1905 in Moscow have regarding the
recruitment process? (CHS Alliance, Bhagat 2015).
b. What expectations do the employees of City Hotel 1905 in Moscow have regarding
performance management? (CHS Alliance, Bhagat 2015).
c. What expectations do the employees of City Hotel 1905 in Moscow have regarding the
employee development program? (CHS Alliance, Radhika Bhagat 2015).
d. What expectations do the employees of City Hotel 1905 in Moscow have regarding the
compensation and benefits program? (CHS Alliance, Bhagat 2015).
e. What expectations do the employees of City Hotel 1905 in Moscow have regarding the
staff duty of security? (CHS Alliance, Bhagat 2015).
3. What are the best Human Resource Management policies of international hotel brands like Hilton
and IHG?

Chapter 2: Theoretical Framework

The first chapter gave a detailed introduction to the client’s hotel- City Hotel 1905 and reasons for the
thesis projects. The main management problem was described and supported by reliable internet
sources. Furthermore, the first chapter included the research objective and questions of the research.
The second chapter includes a Theoretical Framework and a Research part.

10



2.1 Introduction to the research questions

The objective of the research is to determine the extent of the employee satisfaction regarding the
current Human Resource policies of City Hotel 1905 in Moscow and what expectations do they have
regarding the new HRM system. There are five research sub-questions concerning different HRM
policies like the recruitment process, performance management, employee development program,
compensation and benefits program and staff duty of security process. These questions are answered
via individual interviews with the employees and help to understand the current situation of the hotel.
Furthermore, the respondents share their own ideas regarding the new HRM policies, which can be
used for the final advisory part.

2.2 Theoretical Framework: Literature Review

Human Resource Management is a core concept of the thesis. Human Resource Management consists
of many aspects, which are important for the performance of the organization. The best and the most
efficient way to find all the detailed and relevant information about the Human Resource Management
and come up with proper advice is to find information generally about the HRM and about all its
aspects. Furthermore, the reasons for the thesis report are to attract more international employees to
the small hotel, increase the employee satisfaction level and improve the overall performance of the
organization. Therefore, there are three questions, which are developed to receive a deeper
understanding of the Human Resource Management concept:

e Human Resource Management Definition
e HRM policies

e HRM and the overall company’s performance

The questions are answered by using search engines such as Google Scholar and all the reliable and
relevant academic articles from the internet. The additional information is used from the books. All the
sources are assessed by using the AAOCC criteria, which can be found at the end of the report
(Appendix 1).

The results are operationalized and used as a basis for the interview guidelines and for gathering the

information from the respondents. The Operationalization model can be found in Appendix 2.

2.2.1 Human Resource Management Definition

According to Storey (1995), Human Resource Management is a unique cultural and structural approach
to the management of the organization’s workforce, which was developed to gain a competitive
advantage. Byars and Rue (2004) defined HRM as a set of activities, which were developed to control
and adjust the human resources of the company. Furthermore, Boxall and Purcell (2000) added that
HRM deals with everything, what has a direct and indirect connection with an employment relationship
and issues in the company. The word “everything” in the last definition stands for all the employment
agreements, their participation, communication and responsibilities in the company. Human Resource
Management is an innovative and strategic model that directs the employees and their actions and
contributes to the better and more efficient communication between the management and its
employees (Burma, 2014). HRM consists of the practices, which help the organization to attract

potential employees, improve their skills, keep them in the company and make every individual work
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hard and efficient to make the organization stay competitive (Schuler & Jackson, 1987). According to
Truss (2001), Human Resource Management department is responsible for:
e Personnel policies, which are in charge of attraction, development, motivation, and
encouragement of the employees.
e The welfare part is in charge of extra benefits and services for the working collective.
e Industrial relations part stands for the interaction between the workers, adjustment of their
communication and development of the conflict resolution options.
According to Guest (1987), there are four the most important dimensions of HRM such as:
e Commitment: an ability of the employees to keep in mind all the goals, mission and future
plans of the company and their willingness to achieve these goals.
e  Flexibility: the ability of the employees to adapt to the new system and all the changes within
the company and perform all the new tasks in good faith
. Quality: the presence of the experienced professionals in the company, who can easily
manage the tasks of different complexity level
e Integration: this term is about the combination of Business and HRM strategies (Guest, 1987).

Human Capital Management is one of the four the most essential assets within the company, which are
vital for achieving the goals. The other three assets are human, physical and intangible. Human assets
are working people, who can provide a great service. Physical assets are all the tangible and visible
things. Intangible assets include the design, general atmosphere and even flavors in the company. All
these assets are crucial for the successful performance of the organization. However, human assets are
always in priority, since humans manage, guide and control all the physical assets (Mathis & Jackson,
2006). Human Capital is a shared combination of the knowledge experience, skills, and
professionalism of the working team of the organization (Robert & Elizabeth, 2003).

There can be many roles and purposes of HRM in organizations. Torrington (1992) emphasized four
different activities of HR practitioners:

1. Human Bureaucrat is someone who develops a precise and structured system of recruitment,
selection and evaluation system and complaint handling.

2. Consensus Negotiator is the one who communicates with the individuals and comes up with
the participation system.

3. A manpower analyst is a person who creates a long-term plan for the career, development,
and opportunities of the employees.

4. Organization Man has a strategic connection with the top managers in order to develop a
management development system and keep the organization in a specific structured way
(Torrington, 1992).

Furthermore, these responsibilities can be abbreviated into three other types: administrative role,
strategic role and employee advocate role (Mathis & Jackson, 2006).

e Administrative role of HR is mainly about the records keeping and dealing with the
administrative documents. Nowadays, technology and outsourcing trends changed the idea of
the administrative role and added a few more responsibilities to it. Outsourcing is an
innovation for many organizations. Outsourcing has advantages like reducing the number of

employees and time (Mathis & Jackson, 2006).

12



e Employee advocate role of the HR. Big international organizations normally have a specific HR
department and managers, who check all the activities and changes and communicate these
changes to the directors. Human Resource manager in these big organizations also deals with
policy-making procedures. This manager creates a safe environment for the employees and
therefore, this person is important for the companies of different departments and sizes
(Mathis & Jackson, 2006).

e A strategic HR role gives the HR managers more important and complicated tasks. The
managers have to be ready to devote their time and energy to the development and growth of
the organization. They have to bring a tangible value to the company. The Strategic business
approach requires the HR managers to be able to come up with new effective policies (Mathis &
Jackson, 2006).

Strategic Fit
Strategic Fit is a connection between HRM policies and competitive strategy of the organization

(Paauwe, & Boon, 2009). Strategic fit proves that proper HR policies and regulations contribute to the
organization’s competitive strategy and consequently to the competitive advantage (Paauwe & Boon,
2009). Porter (1985) and Miles suggested that strategic HRM models should be developed according to
the outside-in approach, which means that final strategic choices have to be made in accordance with
the external trends and developments. However, researchers in 90th offered a new approach and
introduced a new resource-based view (RBV). RBV was an innovative inside-out approach, which
recommended to come up with the strategic choices by considering the organization’s internal
resources (available financial support, systems, technologies, physical and human assets). The
Resource-Based View assumes that human assets are exactly the most important internal resources

that can become the strongest competitive advantage (Paauwe & Boon, 2009).

2.2.2 HRM policies

Human Resource policies are the guidelines, which control the management and employee
performance and behavior (Chron, 2018). Every organization has its own unique points and its own set
of HR policies and practices. The most common and popular HR policies include recruitment processes,
health and safety, employee compensation, reward system and development procedures (Chron, 2018).
The most important HR practices are Recruitment Selection and Induction, Performance Management,
Staff Development, Compensation and Benefits and Staff Duty of Care (CHS Alliance & Bhagat, 2015).

1.Recruitment or Selection Process

Recruitment or Selection Process is considered to be one of the most essential phases of the HR
department. This policy also can be defined as a “staffing function” and it consists of three phases like
Job analysis, Manpower planning and Recruitment and Selection (Chungyalpa & Karishma, 2016). The
job analyzing phase is responsible for the evaluation of the job duties and requirements and how it will
contribute to the overall performance of the company. Job analysis estimates the reasons, place, time
and quality of the task performance (Chungyalpa & Karishma, 2016). Man power planning phase is
responsible for the calculation of the number of employees for the specific tasks. The main goal of this
phase is to ensure that there is a sufficient number of people with the right skills and values for the
specific workplace. The manpower planning phase also deals with the potential future turnover of the

employees and the managers have to come up with the possible solutions regarding the shortages or
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surplus of the working staff. Recruitment and Selection phase is the actual phase, where people are
selected and hired (Chungyalpa & Karishma, 2016). The quality of the organizational performance and
outcomes greatly depends on the recruitment and selection methods (Gamage, 2014). Ofory and
Aryeetey (2011) stated that the difficult part of this policy is to choose the right people among a pool
of professional individuals. Larger organizations are more enthusiastic to implement a structured set
of recruitment procedures than smaller organizations (Bacon & Hoque, 2005). The hiring process for
every new candidate also requires a lot of time and money. Therefore, the companies don’'t want to
make a mistake and give the job opportunity for someone, who is not appropriate and who can
compromise the reputation of the employer (Henry & Temtime, 2009). A process of the recruitment
policy:

e Approval to commence recruitment
HR managers often need to get the approval letter from the director or higher management line, before
they open the vacancy for a new candidate (CHS Alliance & Bhagat, 2015).

e Preparing a role profile
The management of the company must create a document, which describes all the necessary skills and
qualities for the potential job candidates. It helps the HR managers to select and hire the right people
(CHS Alliance & Bhagat, 2015).

e Candidate attraction
There are many ways of attracting candidates. It can be done via the internet, social media or even
newspapers. The internal advertising method is when HR managers post the vacancies on the
organization’s website or share it via emails. Internet advertisements, job boards, and referrals are
additional methods of finding the right person (CHS Alliance & Bhagat, 2015).

e Candidate assessment
Candidate assessment can be done via individual interviews or by video or phone calls. However, the
interviews help the employer to better evaluate the qualities of the candidate (CHS Alliance & Bhagat,
2015). There is a variety of evaluation procedures, which can be used to check the skills of the
potential employee. These procedures include face-to-face interviews, presentations, questionnaires,
written tasks, role plays or different exercises. All these small challenges help the interviewer to find
out to what extent the person fits values of the organization (CHS Alliance & Bhagat, 2015).

e Candidate offers
When the candidates are chosen, they have to receive the confirmation letter directly or via the agency.
After a chosen candidate accepts the offer, HR managers should send all the documents, which
describe the conditions. If the candidate rejects the offer, HR managers must come up with additional
incentives like offering a higher salary. Sometimes, HR managers need to start a new recruitment
process and search for other people (CHS Alliance & Bhagat, 2015).
HR managers always have to keep all the documents, which support their selection decisions.
Recruitment documents consist of application CV letter, decision notes, interview notes, feedback

forms and test results (in case of any tests or exams) (CHS Alliance & Bhagat, 2015).

2. Performance Management policy

Performance Management policy is responsible for the internal communication between the
management and all the employees. Managers have to know how to evaluate the performance, guide
the employees, conduct the individual meetings and communicate the objectives to the working team

(CHS Alliance & Bhagat, 2015). Performance management includes five stages like Planning,
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Monitoring, Developing, Rating and Rewarding. The Figure, which was made by CHS Alliance and
Bhagat (2015) presents these stages and can be found in Appendix 3.
Performance management policy determines the culture of the organization, whether it is a
“performance-based culture” or “value-driven culture”. In both cases, it is mandatory for the
management to clearly identify the culture and communicate it to the employees. Performance
management policy includes:

e A specific philosophy and goals for the organizational culture.

e A structured plan of action with the timelines and descriptions of the tasks (who, when and

where should perform the task).

e A connection between PMS policy and other HR processes.

e Possible solutions in case of poor performance (CHS Alliance & Bhagat, 2015).
Performance management process:

a. Planning

Planning includes a detailed job description for the working team of different departments for a

specific period of time. This stage is responsible for setting the goals and objectives, job

description, timetables, and interaction between the managers and employees (CHS Alliance &

Bhagat, 2015).

b. Development

During this stage, the management has to find out what support and further explanations are

needed for the individuals in order to deliver the tasks. The management should be ready to

provide the support, training and learning programs for the employees and evaluate the resources

of the organization (CHS Alliance & Bhagat, 2015).

c. Review

The majority of the organizations have the procedure of conducting the evaluation meetings.

These meetings are normally individual meetings, which happen once or twice a year. During the

discussion, the employer and employee should look back and point out what tasks were performed

correctly and what are the attention points for the future. It can be done via formal review,

interviews or by the usage of the success scale (CHS Alliance & Bhagat, 2015).
Nowadays, a Performance Management strategy requires some changes and shifts from traditional
towards innovative approaches. These changes have to deliver a simple and flexible system. For
example, the management of the organization should offer checklists for the employees instead of
extensive detailed documentation (Alonso, Dorsey, Mueller-Hanson, Ghosh, Long & Murphy, 2017).
Many organizations are afraid of making significant changes in a system, because of the potential
costs or difficulties in the implementation of these changes. However, the costs of poor management
and lack of proper communication can be even higher. Improvements in the system require a lot of
time and effort. Employees often prefer to avoid possible risks and are not always willing to greatly
contribute to the success of the company. Innovative and flexible approaches, which let employees fail
and make some mistakes encourage them to become braver and settle a higher goal (Alonso et al.,
2017). A Traditional Approach to Performance Management requires complex systems, strict
evaluations, and ratings. Flexible innovative approaches provide the employees with freedom and
opportunities to make small changes themselves. Innovative and ideal elements include the following
characteristics:

e A simplified system with the main goal of improving the performance, rather than have

multiple purposes and decisions.
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e Flexible goals development that lets the formats and timing be adjusted to specific situations.

e Elimination of the unimportant documentation for the performance measurement.

e Existence of training and accountability for qualitative feedback and discussions.

o Different decisions are evaluated by different criteria, rather than have one basic evaluation
approach for all the decisions (Alonso et al., 2017)

3. Staff Development Policy

Staff Development policy has to be developed to support the working team and constantly improve
their skills, competencies, and knowledge (CHS Alliance & Bhagat, 2015). The Staff development cycle
consists of 5 steps, which are: identification of the development needs, planning, put the plan into
action, evaluation, and review of the possible improvements, sharing the results and skills with each
other.

The are many approaches to a learning process. These approaches can be formal and informal,
individual or group-oriented. Shadowing a colleague, for example, is a very easy and very effective way
of learning, when the individual shows the initiative and repeats some steps after another professional.
Delegation to a complex project is another good way of learning, where the employee can be given a
task, which requires a deeper understanding, analyzing or creative approach. Learning from books,
internet materials, academic articles, and journals is a very good way of gathering additional
information. Eventually, seminars, external and internal training programs, which are usually offered by
the employer is another common approach to skills improvement. The management should ensure that
all the training programs have specific dates and time. A good example of a training plan includes the
development needs, development activities, measures of success and timelines (CHS Alliance & Bhagat,
2015).

4. Compensations and Benefits policy

Compensation and Benefits policy has to exist in a company for motivation and encouraging purposes.
It is crucial for companies of different sizes to lead a transparent and fair system of encouraging the
employees (CHS Alliance & Bhagat, 2015). Total Reward System is a Compensation and Benefits system,
which can include both financial and non-financial benefits. The impact of the Total Rewards System
on the organization and its employees can be found in Appendix 4. According to CHS Alliance and
Bhagat (2015), Total Reward System consists of 4 elements:

e Compensation, salaries and payment part is one of the most important aspects of the reward
system. The organization always should check the availability of funds and finances and send
it to all the employees on time via a payroll system. Every employee has to receive a salary in
accordance with their experience and skills. Therefore, the higher the qualification, the higher
the salary. There are many ways of the job and salary match analyzing. However, there are two
basic steps, which are normally taken by the organizations. The first step is conduction of
annual surveys among different organizations of the same industry and a comparison of the
salaries level of these organizations. Second step is a consideration of the legal salary
requirements for the specific job position (CHS Alliance & Bhagat, 2015). Besides a monthly
mandatory payment, the employee can be rewarded by the additional monetary rewards like
bonus payments, hardship allowance or dividends. Absar stated that compensation is one of
the most important functions and attention points of the HR department. Ray and Ray

mentioned that compensation is the main reason for people to work in the organization.

16



Payment has a direct impact on the satisfaction level of the employees. The growing living
costs motivate people to search for job opportunities with a higher income or just good
salaries (Qasim). Greenberg and Baron emphasized that low salaries greatly increase staff
turnover in the company. The management of the organization should be willing to offer
higher salaries than their competitors and all other local companies of the same industry to
become an attractive working place for the new workers (Mabaso & Dlamini, 2017).

The Working benefit is another effective tool to attract, retain or encourage the employees. If
the organization doesn’t have an opportunity to present monetary rewards, it can offer
alternatives. Extra benefits include medical cover for employees and their relatives, retirement
contribution, flexible working time, team events and celebrations, accommodation or traveling
costs coverage (CHS Alliance & Bhagat, 2015).

Learning and Development are about opportunities to growth. In the case of international
chains, this part also lets employees work in another company of the same chain, become
acquainted with a new working collective, gain additional knowledge and simply differentiate
their working routine (CHS Alliance & Bhagat, 2015).

The work environment is one more part of the Reward System. For example, job security can
be considered as an additional benefit, since it provides a safe working environment.
Furthermore, employee recognition is another extra benefit, which enhances the self-esteem
of the individual and makes them feel valuable (CHS Alliance & Bhagat, 2015).

5. Staff Duty of Care policy

Staff Duty of Care policy is responsible for the wellbeing and safety of the employees. A lot of

emergency situations and risks can happen within the working hours in the organizations of different

industries and HR managers have to make sure that all the employees know how to cope with it. The

HR department should come up with a set of Health and Safety rules and policies and properly

communicate it to the working team. These procedures support both national and international

employees and make them feel protected (CHS Alliance & Bhagat, 2015). According to CHS Alliance and

Bhagat (2015), there are many benefits of the Health and Safety policy in the organizations. Benefits for

the working team are: Increase in job satisfaction, Reduction of the diseases and possible mortality

risks, Employees have less stress and phycological problems, Employees have a feeling of protection

and high moral principles of the managers and Improve a workplace environment adaptation. Benefits

for the organization are Improvement of the staff responsibility and commitment to the organization,

Employee absenteeism reduction, Improvement of the overall organizational performance and

Decrease in legal claims against the employer.

A qualitative and structured Health and Safety policy should contain, at least, basic aspects like:

The procedure of risk appraisal, which includes documentation and guidelines

Mechanisms or tools, which let an individual warn the working staff about the emergency
situation

A set of legal requirements for a safe working environment

Internal communication process, which includes the existence of the first aid kit, emergency

contacts and experienced first aiders.

The policy has to be created in accordance with the local legal rules and requirements.
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Health and Safety policy includes both physical and mental protection. Nowadays employees can feel
uncomfortable, sad or desperate in a new international environment and they always should know
whom they can refer to and discuss these situations. The best practices suggest to have:
1. Employee Assistance Program, which provides support for the employees by helping them with
their personal issues, financial questions or other work-related difficult doubts and situations.
2. Mindfulness and wellness initiatives, which offer a short meditation, where employees can
simply have a break, relax and come back to their tasks.
3. A personal meeting between the HR or another departmental manager and employee. These
meetings let the employee share their concerns and possible work-related issues.
4. Training programs for the managers, which are organized specifically to teach them how to

recognize first signs of stress or conflicts (CHS Alliance and Bhagat & 2015).

2.2.3 HRM and the overall performance of the company

Human Resource Management is the most valuable player when it comes to the creation of a
productive and effective workforce in the organization (LEPAK, 2006). HRM policies, which motivate the
employees, improve their knowledge and properly lead them towards the goals’ achievement,
contribute to the development of effective internal resources in the organization. These internal
resources help to get a competitive advantage among other organizations with similar services
(WRIGHT, MCMAHAN, MCWILLIAMS, 1994, & HUSELID, 1995). The set of HRM practices has been named
as a high-performance work system (HPWS) (Huselid, 1995).

The heterogeneity of the company’s performance may be described by the unique, important and non-
imitable internal resources (Barney, 1995). Human Resources can provide the company with a long-
term competitive advantage and can create a group of high-skilled professionals with explicit and tacit
knowledge, which will be difficult to imitate in the future (Crook, 2001). The process of building an
experienced working team always requires time and money. However, a qualified working team can be
considered as a very effective human asset (Coff, 1997). HRM has the potential to positively influence
the overall organizational performance if the directors know how to deal with strategic management of
human resources. (Becker & Gerhart, 1996 & Colbert, 2004).

Organizational performance is a concept, which can be measured by the ability of the organization to
reach its goals and future plans, established by all the shareholders within a certain period of time
(Richard, 2009). There is an assumption that the organizational performance consists of three
dimensions, which support and complement each other (Venkatraman & Ramanjam, 1986). The biggest
dimension is organization effectiveness, which combines economic and social goals and it is
responsible for the interrelation between the organization’s shareholders and society. This dimension
is about the image and reputation of the organization. Both big and small companies of any industry
can greatly benefit if they create a good image and convince the society in their good intentions.
Employees are always more interested in the companies, which already have positive reviews, well-
known name or good recommendations because everyone wants to have a feeling that their work
positively influences the society and external environment in general. The second dimension is an
operational dimension. The operational dimension shows the relation between the resources of the
company, innovative technologies and approaches, fresh ideas, services, products, and financial

performance. This dimension shows if the company’s innovations and fresh ideas for the improvement
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and profit generation really work. The financial dimension is a third dimension, which is specifically
focused on the revenue, costs and financial growth of the organization (Combs, Crook & Shook, 2005;
Venkatraman & Ramanujam, 1986). All these three dimensions help to evaluate the organization from
different perspectives and can be improved by the proper implementation of HRM practices. HRM is a
basic concept of organizational performance. If the management knows how to deal with the
employees and clearly explains their tasks and responsibilities, make them feel valuable and important
in the organization, they will deliver a better service to the customers, which consequently leads to the

performance’s improvement.

Byars and Rue (2004) suggested that performance of the organization can be improved in any company
by increasing productivity. Productivity is usage of all the production items in order to receive a larger
output for the smallest effort (Peter Drucker). HR policies combine different employees-related
procedures such as benefit and compensation management, improvement of the manager-employee
interaction, communication, lack of discrimination, additional events, employee encouragement, and
engagement. All these procedures motivate the employees to work harder and raise their commitment
and interest in the organization’s success. Consequently, this hard work enhances the productivity of
every individual, which leads to a better performance of the organization (Osibanjo & Adeniji, 2012).
Employees enter a new workplace with certain hopes and expectations regarding their working
conditions, future opportunities, salaries, working collective and benefits they can get (Mabaso &
Dlamini, 2017). The organization’s performance and objectives achievement directly depend on the
managers’ talent to lead the employees and meet their expectations as well. Human Resource practices
can be used as a tool to make the organization an attractive working place for current and future
employees and increase job satisfaction (Mabaso & Dlamini, 2017). Noordin and Jusoff stated that job
satisfaction directly influences the high commitment, employees’ performance, employees’ turnover,
absenteeism, productivity, and motivation. Lack of HRM policies decreases job satisfaction of the
employees and brings a huge number of the negative consequences to the organization, while a well-
organized set of HRM rules and procedures increases their enthusiasm towards the organization’s
goals achievement and improves the overall performance of this organization (Mabaso & Dlamini,
2017).

The better the implementation of the HR policies, the better the development of the education and
development system in the hotel. The education system positively affects the satisfaction level of the
employees and increases their engagement in the decision-making process (Bakker & Demerouti,
2007). Employee loyalty is another essential aspect of the organizational performance. Therefore,
retention programs require extra attention and effort from the management side. HRM practices, which
include supervisor’s support, education programs, rewards, and benefits increase the work
engagement of the employees, especially of the younger representatives of the working team and
decrease absenteeism (Park & Gursoy, 2012). Eventually, HRM policies contribute to the HRM
performance and financial outcomes of the organization. Motivation and interaction between the
employees and their managers are influenced by actual (education programs) and perceived

(implementation of the training activities and reward system) HRM policies (Ruzic, 2015).
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Chapter 3: Methodology

The following part describes the research strategy, methods of data collection and measurement
instruments, which are used for gathering and evaluation of the information. Moreover, this part gives
information about the respondents, which are interviewed in order to clearly understand the situation
in City Hotel 1905 and their current HRM policies and procedures. The purpose of the research
methods is to create a detailed plan of data collection in order to finally come up with the

recommendations and advice for the client.

3.1 Research strategy

Qualitative research seems like the most suitable and effective for collecting the data in City Hotel
1905 since the hotel has a small number of employees. Qualitative research in this specific case helps
to have closer contact with the respondents and have an individual conversation with each of them.
The case study is a research strategy, which will be used for the report. The main principle of the case
study is to combine different data collection methods and it is one of the best options when it comes
to qualitative research (Verhoeven, 2015). According to Verhoeven (2015), a case study is a qualitative
research strategy, which combines different data collection methods such as observation, open
individual interviews, literature research and academic articles analyzing. Case studies are often used
for the exploration of specific information and a deeper understanding of unknown phenomena
(Gammelgaard, 2017). Ketokivi and Choi (2014) also assumed that theory analyzing is a part of the
case study research strategy. A single case study can be chosen for the purpose of emphasizing a
special situation with a certain and clear issue (Gammelgaard, 2017). The main case study for this
report is City Hotel 1905. The reason for choosing qualitative research is the fact that Human Resource
Management is a complex and extensive theme and this research type helps to gather deeper
knowledge and useful facts. Quantitative research doesn’t allow the respondents to describe the
situation with their own words and they often can share limited information or answer a set of closed
structed questions. Human Resource Management can be differently defined and understood by every
individual and qualitative research allows the respondents to share their personal unbiased views.
Conduction of the qualitative research among the employees is needed in order to fully understand the
current situation and come up with effective advice and recommendation for the future. The case study
is always a type of intensive research, which includes individual approach and private conversation with
every respondent. Interaction with the respondents is a significant advantage when it comes to data
collection (Verhoeven, 2015). Pedrosa (2012) stated that case-based research has to be verified not
only on final results but on the research approach and process, which should be understandable and
visible for the public. It means that all the actions made by the researcher must be similar for all the
respondents and transparent to the public. These actions include similar conditions for all the
respondents during the interview, similar questions and conversation style, proper communication
skills, positive attitude and the ability of the researcher to make their respondents feel comfortable in
sharing the information. Fawcett (2014) mentioned that it is important to refer to the interview quotes
in the results analyzing part in order to prove the findings with real respondents’ answers. Ahsltrom
(2007) also added that the connection between the theoretical statements and respondents’ data is
mandatory in order to convince the public and prove the quality of the whole report.
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The reason for choosing a case study is an opportunity to gather more information from every
respondent in order to get a deeper understanding of a certain phenomenon in the hotel. City Hotel
1905 has a small number of employees, therefore case study looked like the most effective and
convenient research strategy for collecting the data. The third central question is answered by using
the online search strategy. “Translating research question to the keywords” is a search type, which is
used. It suggests the results based on every separate word of the research question (Grewal, Kataria &
Dhawan, 2016). Information about Hilton and IHG brands is found via google, google scholar and other
academic search engines. The most important information is chosen, evaluated and added to the final

research results.

3.2 Method of data collection

Conduction of the Individual interviews is chosen as a data collection method for the research. The
reason for choosing this method is to gain more valuable information regarding the HRM policies in
City Hotel 1905. Interviews help to gather more data about the theme and let the respondents share
their honest opinions about the current situation in the hotel. According to Shazia Jamshed (2014), the
conduction of the interviews is the most popular method of gathering the information in the qualitative
research and interviews can be semi-structured, lightly structured or in-depth. The interviews for the
specific case of City Hotel 1905 are semi-structured, which means that despite the precise list of
questions, the interviewer can also ask additional questions to direct the respondent if necessary.
Semi-structured interviews are often open-ended questions and these interviews take approximately
30-60 minutes per respondent. The best way for this research is to record the interviews, rather than
make notes during the process, otherwise, important information can be missed (Jamshed, 2014). The
interviews are conducted individually with every respondent in the same conditions-via Skype video
call. The reason for this is the fact that the hotel is located in Moscow, Russia and the researcher stays
in the Netherland during the research period. However, the interviews are conducted in the same
conditions and trustworthy relationships are built between the researcher and respondents. All the
respondents are asked absolutely the same questions with a proper explanation. These questions are
about recruitment processes, working conditions, additional benefits and compensation for the
employees, security system and reward programs (Appendix 2: Operationalization). Furthermore, the
HRM policies of Hilton and IHG hotel chains are taken from the internet sources for the final advice.

The most important and relevant facts are used and analyzed.

3.3 Measurement Instrument

As has been mentioned before, the conduction of the interviews is the method of data collection from
the respondents. Therefore, the measurement instrument is an Interview guide, which can be really
useful for the person, who decides to conduct semi-structured interviews and get more detailed
information (Knight, 2013). The interview guide for this specific research is semi-structured, which
means that it includes 5 main questions regarding the HRM policies and sub-questions in order to
direct the respondent. The interview guide questions are based on the last aspects of the
operationalization and theoretical framework results. An interview guide starts from the introduction to
the topic, which explains the length, conditions, and purpose of the interview. There are 5 open
questions regarding the HRM policies of City Hotel 1905, the satisfaction level of the employees and
their ideas for improvement. There are additional questions for the “escape box” which are useful for
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the awkward silence. Small talk is not included in the interview guide, but it is conducted before the

interview starts. The interview guide can be found at the end of the report (Appendix 5).

3.4 Data Analysis

As has been mentioned before, a case study is chosen as a research strategy in order to gather more
detailed information from the respondents via Skype interviews and provide the client with the proper
recommendations. City Hotel 1905 is a small company, which currently has 17 employees. It was
important to conduct the interviews with most of the workers in order to gain better results. However,
it was possible to interview only 4 people, which is, definitely, insufficient for this project, because it is
almost impossible to evaluate and analyze the current satisfaction level of the whole working collective
based on the answers of four respondents. A positive point is that the chosen respondents have
different characteristics, nationalities, gender, ages, and job positions. First of all, there were 3 men
and 1 woman, who participated in the interviews. Secondly, a list of respondents consists of Georgian,
Russian and Armenian people. There were two receptionists, one manager and one barman. On the one
hand, the fact that two respondents have the same job positions can decrease the validity of the
research. On the other hand, these respondents have different nationalities and experience in the
hospitality industry, which can be useful for this specific case. One receptionist worked only in Russian
hotels, while another one worked in the hotels of Russia and Georgia. The decision to talk to people of
different nationalities were made because it helped to understand how people of different cultures
evaluate the working environment, what values and expectation do they have when it comes to working
in the hospitality industry. All the respondents were contacted via the internet, Skype call and all the
interviews were conducted via video conversations and recorded. The interviews were conducted in two
languages: 2 interviews in Russian language and 2 interviews in English. The reason for this was a fact
that not all the respondents had good English skills and didn’t feel comfortable to have a conversation
in the foreign language. The interviewer could get more detailed, precise and important information by
letting them talk in their mother tongue. It is important to mention that poor English skills of the
respondents could also reduce the quality of the final results.

According to Jane Sutton and Zubin Austin (2015), all the interviews should be recorded and
transcribed. First of all, because the future researchers understand how difficult and time-consuming
the qualitative research can be and will consider it before asking other people to deal with the same
research type. Secondly, the transcribed interviews help the researchers to focus on the specific
information and come up with better analyzing. Furthermore, the interviews should be numbered
(Sutton and Austin, 2015). All the interviews were transcribed (Appendix 6). The axial coding table was
used for the final analysis (Appendix 7).

3.5 List of respondents

Name Job position Gender Nationality Experience in the
hospitality
industry

Shevchenko Anna Operations Manager | Female Russian Yes, more than 2

Igorevna years

22



Egor Gusev Barman Male Russian Yes, more than 2

years
Petre Eristavi Receptionist Male Georgian Yes, more than 2
years
Amik Malhasyan Receptionist Male Armenian Yes, more than 2
years

Generally, a list of respondents should contain more people for better results. However, not all the
employees were available for the interviews and some people couldn’t properly speak in English or
Russian languages, because they came from Central Asian countries. These four people seemed like
the best respondents with different characteristics and experience in the hospitality industry, who
could share some useful information. It is difficult to estimate the working conditions of the hotel

because 13 people could have completely different ideas and opinions.

Chapter 4: Research Results, HRM Policies of the International Hotel Brands and

Conclusion

This chapter presents the final results of the qualitative research in City Hotel 1905 in Moscow. The
core concept, which is Human Resource Management policies, is analyzed by using the interview
answers of the respondents. All four interviews are coded in order to easier work with the information
and search for the necessary proves and facts. Moreover, the main concept-Human Resource
Management is divided into 5 other sub-aspects, which are discussed within the interviews. These
sub-aspects are recruitment process, performance management, employee development programs,
compensation and benefits programs and duty of security. These sub-concepts are divided into
smaller more specific parts in order to gain more details about the main theme. Furthermore, the best
HRM policies of Hilton and IHG international hotel groups are described in order to choose the most
appropriate policies for City Hotel 1905.

4.1 Interview Results

4.1.1 Recruitment Process

Currently, managers of City Hotel 1905 don’t have a lot of experience in searching and hiring people,
since, according to the interview results, almost all the employees had already known each other,
before they started to work together in the hotel. They were either friends or good colleagues. General
Manager of City Hotel 1905 knew their basic skills and knowledge and therefore, the employees didn’t
go through the long interviews and assessment procedures.

The selection process was chosen as the first aspect of the recruitment policy in order to understand
how the employees were found by the managers. In the Interview 1, the respondent said: “He was, he
was a... supplier of the manager of Garden Embassy. After | fired from this job and, they invited from
City Hotel, they invited to pm General Manager and he invite me to work as an administrator”
(respondent 1, receptionist, male). It shows that the employee was advised to contact a General
Manager by the third person, who knew both of them and the manager offered him a job position
straight away. Furthermore, the respondent said: “We worked together in other hotel. That’s why he
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didn’t need to ask me about this, he saw everything himself” (respondent 1, receptionist, male). It
proves that the manager considered him as a good candidate because he had already known his
abilities and skills. It was much easier to keep a well-known person than to start searching for new
employees. However, when the hotel needs more employees, the management searches for the
candidates via the website, which calls HeadHunter and chooses the most suitable people. Within the
second interview, the respondent mentioned: “Well, if there is a necessity, then initially we have a
recruitment website- HeadHunter (...)" (respondent 2, Operations Manager, female).

The candidate assessment process, according to the words of the respondents, wasn’t conducted by
the General Manager with people, who he already worked with in another hotel. In the third interview,
the respondent stated: “Yeah, interview, we have just one interview. He talked to me and the hotel at
that time, it was not open” (respondent 3, receptionist, male). In the first interview, the employee also
said: “With everybody, with everybody on this position, he talks with us...ah, before the work we
studied two weeks before studying, because it was new hotel. So, we opened it together” (respondent
1, receptionist, male). Another respondent, who works as an Operations manager in the hotel stated:
“Yes, the interview takes place one time. Initially, we consider a curriculum vitae. If the candidate is
suitable for us by theses and CV, if some of his skills and experience can be useful for us, we already
start a personal conversation (...)" (respondent 2, Operations Manager, female). The final decision is
communicated directly after the interview, but if there are any changes within a trial period, the

manager will say it to the employees.

When it comes to the discussion of the possible changes in the recruitment process, the respondent
mentioned that: “I would maybe check their skills, then, of course, desirable to find out where did they
work before (...), necessarily-career growth, otherwise employees will not stay in their position forever”
(respondent 4, barman, male). Generally, most of the employees were hired, because the manager
knew them and worked with them in a previous hotel. They found this way of hiring and evaluation as
an appropriate method for the new hotel. They don’t consider the recruitment process as a perfect one
but also understand that their manager needs additional financial support to make significant changes.
One of the respondents said: “Of course, | would change a lot of things, if | will be a general manager,
general manager, | will do this in a future, but | understand my general manager too, because he don’t

have a lot of... he can’t use a lot of money (...)" (respondent 1, receptionist, male).

4.1.2 Performance Management

According to the respondents, managers of City Hotel 1905 didn’t come up with the fixed dates for the
meetings. However, the respondents also mentioned that generally they have a good working
environment and their General Manager is a responsible and empathetic person who is always willing

to help.

Communication of the job objectives happen in the hotel, but it is important to mention that the
respondents gave different answers. For example, when it comes to the discussion of the desired rate
for the hotel on booking.com, one respondent stated: “It’s not bad, but | want to go up at the nine,
because in my latest hotel it was 9.3, it’s very good mark. So, and my General Manager want to make
9.4 (...)" (respondent 1, receptionist, male). Another respondent mentioned other objectives, he said: “
(...), the restaurant must be opened soon on our rooftop and according to the plan, only to raise the
revenue of the hotel and attitude to the customers. Consequently, raise the rating of the hotel on
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booking.com. (...) 9,5, at the moment the rating is maybe 8.9” (respondent 4, barman, male). The third
respondent stated: “ (...) but Head manager of the hotel, like he said that he will maybe open new hotel
in the center of Moscow and our manager said us, if he will open it, we will maybe move there and have
another position there, more high positions” (respondent 3, receptionist, male). The second
respondent, who is also a manager in the hotel shared other objectives, she said: “(...) the goal was to
increase the occupancy to 100% within the exhibition season, the exhibitions are close to us, in the
EXPO-center, to make people know about us. (...) to reach the rating of 9.0 or higher on booking.com”
(respondent 2, Operations Manager, female). Generally, all the objectives have similar aspects, but one
person mentioned a new hotel, while another was talking about a new restaurant. It is a good sign that
a new hotel already has future plans and employees have some ideas about these plans, but not all the
employees have similar ideas about the hotel’s objectives, which negatively affects the overall
performance of the hotel. When it comes to group meetings, they normally happen in the hotel after
some conflicts or problems. The respondent stated: “he makes some small meetings sometimes on the
work and usually because of, you know, some problems in a collective, in... between employees
between employees and guests, maybe the mark on a booking.com is going down and he do some
meetings with us and talk how to, how can we resolve this problem” (respondent 1, receptionist, male).
It is important to mention, that according to the words of the hotel’s manager, they do organize
meetings from time to time. The manager said: “Yes, of course, there individual meetings and general
meetings (...)" (respondent 2, Operations Manager, female). There are different types of meetings in the
hotel, but managers and employees don’t have a proper level of communication between each other in
order to reduce the risk of conflicts. When it comes to the evaluation of the employees’ results, the
manager said: “We don’t have a certain schedule (...). It can happen at any time” (respondent 2,
Operations Manager, female), which means that the manager pays attention to the employees, but

didn’t come up with a proper plan of the performance evaluation.

4.1.3 Employee development program

City Hotel 1905 is a new hotel and, therefore, the research shows that there are no fixed training or
improvement programs in a company. However, according to the words of some respondents, this
situation will be fixed in the future.

Currently, there are no training programs in the hotel, since the working staff had “only two weeks of
preparation of some kind of study, to study to work with a program, so, not more” (respondent 1,
receptionist, male). Another respondent also shared: “Trainings, we don’t have a lot of trainings
unfortunately, because all receptionists are with...worked in other hotels already. Unfortunately, like
trainings like this we don’t have, we have at the start of the working of the hotel. Big training to our
program- Fidelia, because nobody worked in this program (...)” (respondent 3, receptionist, male).
When it comes to the discussion of the training, the manager of the hotel mentioned: “(...) but | think
we will work out this moment and we will definitely have something like this in the future. (...) it is
hotel etiquette or it is specifically receptionist-oriented and their work with the reviews, as | have
already mentioned, to increase the rating, also Housekeeping department” (respondent 2, Operations
Manager, female). It means, that the managers have some ideas in mind regarding future training
programs.

Besides the training programs, knowledge sharing between the managers and employees can play an
important role. One of the respondents described the General Manager as a very disciplined person
and said: “(...) his holidays he came to the work, so very organized person and he always can help us
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with other questions (...)” (respondent 1, receptionist, male). It is a small, but very important advantage
of the hotel’s management, that a General Manager is interested in a daily working process. Another
respondent stated that his colleagues are always ready to help, when it is necessary: “If | suddenly have
any language barrier with the guests, the reception always helps me (...)" (respondent 4, barman,

male).

When it comes to the discussion of the possible changes in the development program, the employee
mentioned: “Maybe | would just make more group meetings just to talk about what we have like,
maybe once in two months. Maybe just meet all who is working in the hotel, just talk about problems,
discuss it and solve them together” (respondent 3, receptionist, male).

4.1.4 Compensation and benefits programs

City Hotel 1905 has some small monetary rewards and working conditions, which can be considered as
a good start for the new hotel. However, there are still many things, which should be implemented in
the future. First of all, it was important to recognize if the employees receive their standard salaries on
time. According to the manager of the hotel: “(...), there is some kind of direct monthly payment, which
is paid twice a month and absolutely without any delays” (respondent 2, Operations Manager, female).
Moreover, there are some bonuses, which are written in the official contract and according to the
respondent: “We have 30% discount for the hotel and restaurant services directly for all the employees.
We can have a free meal once a day and moreover, there is a 30% discount for the someone, who wants
to eat in the restaurant, 30% discount we have for the accommodation and for some kind of drinks (...)"
(respondent 2, Operations Manager, female). The hotel already developed small benefits for the
working collective and provided them with an appropriate discount for the accommodation, food and
drinks. However, it is important to say that some of the employees stated that there are no additional
monetary rewards for good job performance. According to the first interview: “No, no, no for up sales,
no...no advantages for up sales, no advantages for upgrades of the rooms. Nothing, no” (respondent 1,
receptionist, male). There are no benefits for the good employees’ performance. When it comes to the
medical cover and holiday allowance, one respondent said: “So, we don’t have medical cover, but we
have discount in a medical center, if something happen, we can make something with discount”
(respondent 3, receptionist, male). The manager of the hotel also mentioned: “Yes, it is all paid, 28
calendar days are paid in accordance with the law of Russian Federation” (respondent 2, Operations
Manager, female). Different answers made the impression, that there is a problem with the
communication. All the respondents emphasized that there are no team events in the hotel at the
moment. The respondent proved that by saying: “Unfortunately no, we don’t have team events, but like
just, we can just see each other only if we make it like ourselves” (respondent 3, receptionist, male).
Opportunities to grow is another part of the benefits program and every respondent has a different
opinion about it. One respondent shared: “If we talk about opportunities, | think 10% of real chances to
grow up, 10%, maybe 5-10%” (respondent 1, receptionist, male). Another respondent said:
“Unfortunately, | don’t know like a lot of about this. | know that opportunities will be, because the hotel
will be bigger. So, | think there will be more places to work” (respondent 3, receptionist, male). It is
visible, that the employees don’t have a clear image about their future opportunities and don’t know if
they can get promotion in the future.
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During the discussion of the possible changes in the Compensation and Benefit program, one
respondent said: “Ah, it's better to have percent from general income of the comp...of the hotel, so
maybe 2% , it will be very good for me, 2% from maybe...our hotel makes 6 millions, from 6 to 9
millions in one month, so...” (respondent 1, receptionist, male). Therefore, the employees are more
interested in the financial benefits. One respondent also pointed out: “ (...) if we compare our hotel
with Europe, in my opinion, it doesn’t have 4 stars, it is approximately 3 stars” (respondent 4, barman,

male).

4.1.5 Duty of Security

The Duty of Security policy exists in City Hotel 1905 but requires extra attention and further
implementations in the future. First of all, it is important that all the employees know how to behave
themselves in case of emergency situations. According to the respondents, the hotel provides all the
employees with the documentation of the risk appraisal, which they need to read and sign. However,
not all the employees know what exactly are these papers about and just sign it without careful
reading. When one respondent had been asked about the content of the documents he signed, he said:
“(...) about Safety...yes... program, but they don’t even let me read this, so” (respondent 1, receptionist,
male). Manager of the hotel also pointed out that all the kitchen workers had additional training with
all the explanation and “(...) Everyone was fully trained to work with all the equipment and every
employee signed the paper to prove that they are familiar with all the rules” (respondent 2, Operations
Manager, female).

The existence of the first aid tools is an essential aspect of the Duty and Security policy. Some
respondents mentioned that the first aid box should contain more medicine. The manager gave a more
specific answer regarding the first aid tools by saying: “We have some medical...Well there is a
medicine for the first aid provision. There are medications, bandages, different masks, everything we
can use for the initial help. In the case of more serious situations, we will wait for the doctors”
(respondent 2, Operations Manager, female). The hotel has standard tools for emergency situations,
but there are no training programs and extra explanations regarding the medicine and safety

procedures.

The overall safety level is another aspect of the Duty and Security policy, which has been covered
during the conversations. The respondents mentioned the button under the reception table, which
exists for dangerous situations. The hotel doesn’t have enough security guards. One respondent
mentioned: “Yes, we have button under the table (...). When somebody come to be drunk, start to
speak with me, try to harm me (...) | can’t use this button in this case, no. | will solve this problem by
myself” (respondent 1, receptionist, male). Lack of professional security guards can be one of the
reasons for the absence of female receptionists in the hotel: “that’s why we don’t take on the work
girls” (respondent 1, receptionist, male). Another respondent said: “For the City Hotel it’s like our
security is on the first floor, the hotel is on the fourth floor, so there is no security in the hotel, there is
security only downstairs” (respondent 3, receptionist, male). The main problem is that security guards
always stay on the first floor and cannot know what happens upstairs. The manager of the hotel
described a safety level by saying: “We also have security guards on the first floor (...). Furthermore, the
guys themselves also work. As has been mentioned before, we don’t have girls at the reception, there
are only guys, who work in there. When it comes to the fire alarm system...there are also emergency

exits, which are always open and a hotel evacuation plan in every room (...)” (respondent 2, Operations
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Manager, female). It proves one more time that sometimes it can be dangerous for the girls to deal

with the customers.

When it comes to the discussion of the desired changes, one respondent mentioned one more time:
“So our hotel has first floor and fourth floor and security is on the first floor. So, maybe | just took one

guy to be there” (respondent 3, receptionist, male).

4.2 The best practices of HRM policies in the International hotel chains
This part describes the best and the most appropriate HRM policies, which are used by IHG and Hilton
international hotel chains and can be appropriate for the future recommendations for City Hotel 1905.

4.2.1 HRM policies in IHG hotels group

InterContinental Hotel group is one of the leading hotel organizations because its main purpose is to
provide both the customers and the employees with an excellent service and positive emotions (IHG,
2019). They interact with the employees via virtual learning summits, where both IHG and external
leaders share their experience. (IHG annual report and Form, 2018). They have a variety of programs
for the employees’ development like “Excom potential”, “Number 2 potential” and “Leading Others”.
Furthermore, they came up with a “Recognition event” and their own procedures of dealing with

confidential information of the guests (IHG Annual Report and Form, 2018).

4.2.2 HRM policies in Hilton hotels

The main functions of Human Resource management in Hilton hotels are planning, training and
development of the employees and control of the recruitment process (Kim and Sung-Choon, 201 3).
Line managers are the main people, who train, check and provide the employee with feedback
(Townsend, 2013). Compensation and Benefits programs are divided into financial and non-financial
(Mason & Watts, 2010). Finally, there is an organized set of Separation process actions, which includes
6 steps (Yin-Fah, 2010). (The detailed information about both hotel brands can be found in Appendix
8).

4.3 Conclusion

At the beginning of the report, there were three main research questions. The first question was: “What
opinion the employees of City Hotel 1905 in Moscow have regarding the current Human Resource
Management policies?”. The second research question was: “What expectations do the employees of
City Hotel 1905 in Moscow have regarding the new Human Resource Management policies?”. The third
one was: “What are the best Human Resource Management policies of the international hotel brands
like Hilton and IHG?” Two main questions also had some sub-questions. All of them will be answered

and discussed below.

“What opinion the employees of City Hotel 1905 in Moscow have regarding the current Human

Resource Management policies?”.

All the respondents mentioned that the working environment in the hotel is very positive, they like the
way their managers treat them and the type of their communication. All the employees also mentioned

that they don’t have any reasons to quit their job or to come working without any motivation. However,
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some of the respondents believe that team events, training programs, and extra benefits are for the
big hotel chains and their small hotel doesn’t have a lot of opportunities to implement the same
actions. The respondents like City Hotel 1905 and want to continue to work in there. However,
according to the opinions of some respondents, currently, the hotel can have only three stars instead

of four.

What opinion the employees of City Hotel 1905 in Moscow have regarding the recruitment process?

Generally, the employees are satisfied with the recruitment process. Most of the employees were
familiar with a General Manager and worked with him in the past. This fact could greatly affect their
overall opinions about this process in the hotel. The respondents mentioned that they were invited for
the short interviews and offered a job straight away after the interviews. According to the respondents,
the interviews were conducted in a friendly way and they felt quite comfortable during the

conversations.

What opinion the employees of City Hotel 1905 in Moscow have regarding performance management?

All the respondents mentioned that they are satisfied with the fact that they have very pleasant
relationships between the managers and employees. They liked the fact that it is always possible to
approach the managers in real life or via WhatsApp to discuss any possible issues. However, according
to the interviews, there are some points, which should be improved. First of all, a few respondents
mentioned that there are no organized group or individual meetings. These meetings are organized in
order to solve the problem, rather than prevent it. Moreover, all the respondents mentioned different
goals and objectives of the hotel, so that there is no proper discussion of the hotel’s future plans and

actions.

What opinion the employees of City Hotel 1905 in Moscow have regarding the employee development

programs? Currently, all the respondents mentioned that there are no training programs or other
development programs in the hotel. The Operations Manager shared that they have in mind some ideas
for future training programs, but it will take some time. The respondents also mentioned that for the
whole working period they have only one introduction training, which has been conducted before the
hotel opening. However, it is important to mention, that the respondents have positive opinions
regarding the knowledge sharing between the managers and employees. They notice that everyone is

always willing to help if it is necessary.

What opinion the employees of City Hotel 1905 in Moscow have regarding the compensation and

benefits program? First of all, not all the employees are aware of possible bonuses and benefits, which

the hotel offers them. Part of the respondents didn’t remember any bonuses. The respondents
mentioned that there are no team events in the hotel and they believe that team events normally
happen only in big hotel chains, but not in small local hotels. One of the employees also said that when
it comes to the opportunities to grow, the employees of the hotel have a chance to grow, which is

equal to 10%.

What opinion the employees of City Hotel 1905 in Moscow have regarding the Staff Duty of Security?

All the respondents mentioned that the hotel provides the employees with the basic safety and offer

them special documentation to read and sign. During the interviews, it has been mentioned a few
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times that there are no females in the hotel, who work at the reception or in the bar because

sometimes it can be dangerous for them. There should be more security guards.

The second main research question was: “What expectations do the employees of City Hotel 1905 in

Moscow have regarding the new Human Resource Management policies?” Generally, the respondents

stated that they know that the hotel should have many changes in the Human Resource management
policies, but they also understand that it will be difficult for the General Manager to fix it in a short
period of time. These actions, in their opinion, require extra time and money. The employees expect
the managers to implement more official meetings and would like to have additional financial benefits

in the future.

What expectations do the employees of City Hotel 1905 in Moscow have regarding the recruitment

process? As has been mentioned before, the respondents expect the managers to pay extra attention
to the skills and past experience of the employees. They think that the best option can be to have long
conversations with potential candidates in order to find out what knowledge do they have and why did

they leave a previous place.

What expectations do the employees of City Hotel 1905 in Moscow have regarding performance

management? When it comes to the changes in performance management, the respondents shared that
they don’t have many ideas. One respondent mentioned that could be nice to have official meetings
more often to discuss the problems on time. However, they don’t experience a lack of attention from

the General Manager, mainly because they always can easily approach him or contact via WhatsApp

group.

What expectations do the employees of City Hotel 1905 in Moscow have regarding the employee

development programs? Currently, the only advice, which has been mentioned by the employees was to

increase the number of meetings in order to discuss all the possible issues and let the employees share
their opinion. However, they don’t see any possible chances for a variety of training programs or other
development programs in a small local hotel. The manager of the hotel shared that they expect to
develop some training programs in the future for the Housekeeping and Reception departments.

Moreover, there should be some development programs, which include hotel etiquette rules.

What expectations do the employees have regarding the compensation and benefits program? Most of

the respondents are not aware of the possible opportunities to grow in the hotel, because it is a new
place, which currently doesn’t have a lot of job positions for the employees. However, some of the
respondents mentioned that could be nice to have a small percentage from the general income of the
hotel.

What expectations do the employees of City Hotel 1905 in Moscow have regarding the staff duty of

security? The respondents shared that it could be nice to have additional security guards in the hotel,
especially on the fourth floor, closer to the reception. They think that it can be dangerous sometimes
to stay at the reception floor without extra protection, especially within the night hours. When it comes

to the general documentation of the risk appraisal, they believe that they were sufficiently informed.
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What are the best Human Resource Management policies of international hotel brands like Hilton and

IHG? Both hotel chains have their own unique ways and approaches to HRM policies. Within the
research, only the most important policies have been selected from the hotel chains and added to the
report. It has been noticed that the IHG hotels group pays a lot of attention to the Training and
Development programs because the employees have a lot of opportunities to grow and there are a lot
of professional programs, which teach the individuals how to become a leader in a future. These
professional programs were developed for the people of different professional levels. Moreover, the
management intends to interact more with the employee through individual meetings and summits,
where everyone can improve their hospitality skills and share their own ideas. Information Safety
training is another unique point of the Human Resource Management of IHG hotels group, which
should be used in every company of the hospitality industry.

Hilton hotels have another approach to the HRM policies. They emphasize that employees need to have
a variety of benefits in order to stay motivated and goal-oriented. They offer financial and non-
financial benefits. Line managers have to not only discuss with employees their personal problems but
also be able to develop goals and objectives in a SMART way and share it with every team member.
Generally, there are a lot of similarities between two hotel chains, but the InterContinental Hotels

group pays more attention to the employees’ development, while Hilton is more benefits-oriented.

4.4 Discussion

One of the important parts of the qualitative research is the assessment of the validity and reliability of
the research to find out how precise and valuable the results of the research and recognize if these
results can be used by other people in the future. According to Verhoeven (2015), validity measures
the percentage of possible systematic mistakes in terms of measurement instruments and
respondents, who were approached within the research. Reliability is responsible for the probability of
repeating the same research (Verhoeven, 2015). It is essential to critically assess both validity and
reliability in order to give a clear image of the quality of the research results. This discussion is useful
for the perception of the results and final advice of the project. It helps to understand why some
results miss important points or don’t correctly describe all the HRM policies. Moreover, it explains
why the advice is mainly based on the theoretical framework instead on the answers of the

respondents. The respondents didn’t share a lot of ideas for the improvement.

4.4.1 Validity

Validity assesses the relevance and accuracy of the research instruments and population, which has
been approached. It helps to understand if the research instruments and methodology are valid and
appropriate to gain proper results and if the final results and conclusions are actual for the specific
case (Bollen, 1989). Validity can be divided into 4 different types like internal, external, construct and
statistical (Ellen Drost). When it comes to the evaluation of the qualitative research, internal, external
and construct types of validity are the most useful. Construct validity has a direct relation with the
operationalization and general concept of the research, which is “Human Resource Management
policies” and it can help to improve the employees’ satisfaction in City Hotel 1905 in Moscow and its
overall performance”. Human Resource Management policies have been divided into sub-concepts in
order to make the final questions for the respondents more understandable and receive more detailed
and precise information. Afterwards, the tree diagram has been made, which includes the core concept

and sub-concepts. All the concepts were made based on the literature from the relevant internet
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sources. A tree diagram has been added to the Appendix part. However, after the interview conduction,
it has been noticed that the operationalization was not detailed enough and sub-concepts had to be
divided into smaller parts because some questions were not fully understood by the respondents and
they couldn’t come up with the answers. There are approximately 17 employees in City Hotel 1905 and
it was possible to interview only 4 people, which could affect the final results and construct validity,
because 4 people can share only their experience, but the other 13 people can have different opinions.
A bigger part of the employees was not interviewed. Therefore, there is a huge chance that the other
13 people had an absolutely different perception of the working conditions, which could greatly

influence the final results and final recommendations.

According to the Verhoeven (2015), internal validity is responsible for the appropriate and honest
results, which contribute to the conclusion. On the one hand, all the conclusions have been proven by
the information and arguments from the interviews and all the interviews are open and transparent for
the audience. All four interviews were conducted in the same conditions. The respondents shared their
experience via Skype video conversations so that it is more complicated to build trustworthy
relationships and provide them with comfortable conditions. The respondents were asked the same
questions. On the other hand, it is important to mention that two respondents were interviewed in
English, which could negatively affect the results because they didn’t have proper English language

skills to correctly interpret the questions and give the desired answers.

External validity is more applicable for quantitative research and generally deals with the sample
evaluation (Verhoeven 2015). External validity checks if a chosen sample correctly represents the
population. When it comes to the respondents for this specific case, the researcher approached people
with different characteristics. As has been mentioned before, 4 respondents were not sufficient for the
proper evaluation and the other 13 people can have absolutely different opinions about the HRM
policies of the hotel. However, it was possible to approach only these 4 people within the research
period. All the respondents were people of different ages, nationalities, gender and job positions.
There were two receptionists, one barman, and one manager and it helped to evaluate the situation
from different perspectives. The respondents belong to Russian, Armenian and Georgian cultures.
Another important thing that should be mentioned is the fact that three out of four respondents were
males, because of the small number of female workers in the hotel, especially when it comes to the
positions of barmen and receptionists.

4.4.2 Reliability

Reliability measures the consistency and accuracy of the results and if these results can be visualized
under the same methodology in the future (Joppe, 2000). Generally, reliability checks if the results of
the research are stable and remain the same over a period of time. When it comes to this specific
research, it cannot be called absolutely reliable, because the results can be different in the future. The
interview answers are based on the real opinions of the respondents, which can be changed. As has
been mentioned before, most of the employees worked with a General Manager in the past and they
were able to build trustworthy and good relationships between each other. The respondents could not
notice some mistakes or shortcomings of the organization because of these close relations. Therefore,
in case of any unexpected troubles or conflicts between the manager and employees, the answers can
be different. Furthermore, the hotel was opened less than a year ago and there are still many changes
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can happen inside the company. A good point is that the respondents have different job positions and
therefore, it was possible to gain different opinions and observe the situation from different
perspectives. Furthermore, the recorded interviews and transcripts increase the reliability, because
these results are open for the audience and can be used later for the reanalysis. All the interviews were
conducted under the same conditions and all the respondents were in a good mood and it can slightly
increase the reliability. However, as has been mentioned before, a small number of respondents also
decreases the reliability of the results. Despite the fact, that all the respondents were given enough
time to share their experience and ideas regarding changes in Human Resource Management policies,
the results may not be absolutely precise. Reliability also measures if the results contain any random
mistakes and misunderstandings (Bollen, 1990). In this specific research, part of the respondents
shared their experience in foreign language. The respondents occasionally could have some difficulties
and didn’t know how to properly formulate the sentences. This fact also can decrease the reliability of
the results, because the respondents could have some restrictions on their reasoning and ideas
sharing. If the respondents improve their language skills in the future, they will give another answers,

which will directly affect the final results.

Chapter 5: Advice

This part suggests the final recommendations for City Hotel 1905 in Moscow. The main purpose of the
report is to find out what Human Resource Management policies can help to increase the satisfaction
level of the working collective in City Hotel 1905 and attract new international employee. Furthermore,
new Human Resource policies should improve the overall performance of the hotel to make this place
attractive for international hotel chains. Advice is divided into two parts. There are several alternative
solutions for 5 HRM policies, which will be described in the first part. The second part of the advice
includes the final critical plan of action for City Hotel 1905. The advice is based on the information

from the theoretical framework and qualitative research results.

5.2 Alternative solutions

First of all, it is important to consider all the possible alternative solutions for every policy of Human
Resource Management: Recruitment process, Performance Management, Employee Development
Program, Compensation and Benefits program and Employee Duty of Security. The alternative options
are based on the research results, best IHG and Hilton hotel brands practices and additional
information from the internet. The research results show that City Hotel 1905 doesn’t have a stable
and well-organized plan of action for every HRM policy, especially when it comes to the development
and motivation of the employees. Consequently, the hotel’s management needs to make many changes
in order to improve the overall performance. This phase of the advisory part consists of the separate
tables with alternative solutions for every HRM policy. Moreover, every policy will be evaluated from
different perspectives: impact on the management team of City Hotel 1905, impact on the employees’
satisfaction, impact on the international employees’ attraction and impact on the overall performance
of City Hotel 1905. These four assessment parts look like the most appropriate in this specific case
because they have a logical connection with a management question and help to evaluate the
effectiveness of different alternative solutions and choose the best options for the client. Every
alternative solution has its advantages and disadvantages and, therefore, will be checked by the

assessment parts. Every alternative solution can score a maximum of 20 points and, therefore, every
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assessment part can score a maximum of 5 points. The system of the evaluation process will be

comprehensible and visible below.

Recruitment process

Assessment

parts

impact on the
management
team of City
Hotel 1905

Impact on the
employees’

satisfaction

Impact on the
international
employees’

attraction

Impact on the
overall

performance

Alternative Options

Alternative Option 1: Collaborative hiring is an innovative method, which allows a few
employees from different departments to interview a potential candidate together with a
manager (TalentLyft, 2018). The management can search for the employees by using the
online job websites and afterwards, the candidate should be invited for only one
interview with a few employees and a General Manager. First of all, the General Manager
should interview the candidate, ask about his past experience, skills and future
ambitions. Other employees will get a chance to communicate with the candidate and
participate in the evaluation process of this person. (Total: 12)

Alternative Option 2: The management can search for the employees by using online job
websites or by asking the workers for their references. This approach can expand the
search and let the management consider more people. The management invites all the
potential candidates individually and assesses them within 2 interviews. The first
interview will be conducted by the hotel’s manager and will consist of the small
introduction, written test, and a few open questions to check the candidate’s
knowledge, skills and creative approaches to the corporate problems. If the manager
decides that this candidate is suitable for the hotel, he or she will invite them for the
second interview with a General Manager. The final decision will be communicated after
one week by a phone call. (Total: 17)

Alternative Option 1: The first option seems to be more innovative than a traditional
recruitment process, but the managers of the conservative Russian culture can consider
this option as a loss of their authority (3).

Alternative Option 2: These options give more opportunities for the management to
individually evaluate the candidates and come up with a final decision (5).

Alternative Option 1: Employees will feel that their opinions are valuable for the
management team (5).

Alternative Option 2: This option will not have a great impact on the employees’
satisfaction level, because they don’t need to experience the recruitment process

anymore. (4).

Alternative Option 1: The impact can be different and the results depend on the
background of the employee. Some people will like this innovative idea, other people
may not like the idea of being evaluated by a big group of people (2).

Alternative Option 2: Some people may not like a long period of the evaluation process
and waiting time for the final decision, especially, if consider, that the recruitment
process may be different in other countries (3).

Alternative Option 1: A big number of the assessors may distract a General Manager and
the candidate will not be properly evaluated. Eventually, the candidate’s skills may not

be suitable for the hotel and decrease the performance (2).
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of City Hotel
1905

Alternative Option 2: This idea will include more individual communication and the
management has extra time to evaluate the candidates and choose the right people and
it will positively affect the reputation of City Hotel 1905 in the future (5).

Performance Management

Assessment

parts

impact on the
management
team of City
Hotel 1905

Impact on the
employees’

satisfaction

Impact on the
international
employees’

attraction

Impact on the
overall

performance

Alternative Options

Alternative Option 1: Development of the mission, vision and shared values for City
Hotel 1905 can be a good start for a new hotel because it will make the goals of the
company clear for the employees and create a good corporate culture. General Manager
should come up with a mission, vision and shared values and communicate these ideas
to all the employees within their group meetings. Group meetings should happen once a
month and include all the departments. Individual meetings should be conducted once
in 2 months. All the meetings have to be planned in advance. (Total: 14 points)
Alternative Option 2: Development of the mission, vision and shared values should be
done by all the managers of the hotel. Individual and group meetings are always
conducted according to the well-organized plan. Individual meetings happen once a
month, while group meetings happen every Monday morning and include all the
departments. (Total:20 points)

Alternative Option 1: Management of the hotel intends to grow and expand in the
future. The existence of the mission, vision and shared values can be a great
contribution to this purpose. Proper hotel’s objectives positively influence the
organizational culture and motivate the employees. However, if there are more
international employees, having group meetings only once a month will not be enough.
Individual meetings should be conducted more often as well (3)

Alternative Option 2: A good well-organized plan and participation of all three
managers in the development of the shared values, mission and vision can be a good
start for the hotel, which wants to grow and improve the reputation (5)

Alternative Option 1: Employees will gain a feeling of shared values and purposes, but
the frequency of the individual meetings may not be good enough if they want to
discuss something with a manager (3)

Alternative Option 2: Well-organized individual meetings together with shared values,
mission and vision provide the employees with a sense of significance. Monday group
meetings provide the employees with an opportunity to ask questions and receive the
last updates (5)

Alternative Option 1 and 2: These options have approximately equal chances for the new
international employees’ attraction, because both options contain shared values,
mission and vision and well-organized meetings, what shows that a company has a
serious approach to the work culture and communication between the managers and

employees (5 for both options)

Alternative Option 1: It positively influences the overall performance of the hotel.

However, the individual and group meetings frequency may not be good enough. The
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of City Hotel
1905

hotel management doesn’t have a lot of opportunities to discuss a problem and fix it on
time (3)

Alternative Option 2: It looks like the most appropriate option for the small local hotel
and well-organized plan together with the hotel’s values will positively influence the

performance and reputation of the company (5)

Employee Development Program

Assessment

parts

impact on the
management
team of City
Hotel 1905

Impact on the
employees’

satisfaction

Impact on the
international
employees’
attraction
Impact on the
overall
performance
of City Hotel
1905

Alternative Options

Alternative Option 1: Development of the employee training programs and future growth
programs within the hotel. Part of the training programs will be conducted by one of the
managers of City Hotel 1905. Part of the training programs will be conducted by the
invited professionals from the outside. It can be professional barmen, hotel managers,
and sommelier. The frequency of the training programs will be always established by the
General Manager (Total: 18 points)

Alternative Option 2: The hotel management hires two professional Human Resource
Managers, who will be responsible for the process of planning and organization of these
training programs and growth programs every two weeks. (Total: 18 points)

Alternative Option 1: This option sounds great, since it includes additional
professionals, but can require extra costs. Moreover, the management needs to dedicate
extra time to conduct the training programs (3)

Alternative Option 2: The management wants to hire more international employees,
improve the employee satisfaction and performance of the hotel. Therefore, the
presence of the additional people helps them to meet the goals and keep the situation
under control. Negative aspect-extra costs (4)

Alternative Option 1and 2: In both cases, new development opportunities will definitely
improve the satisfaction of the employees. However, the presence of the professionals
contributes to the additional differentiation of the job and allows the employees to build
new professional connections. Therefore, first option-(5) points. Second option- (4)
points.

Alternative Option 1and 2: This assessment part has a similar situation with a previous
one. Both options have the potential to attract new employees and convince them that
they can grow as professionals. Both options receive (5) points.

Alternative Option 1: The first option contributes to the improvement of the employee
professionalism, which, consequently, positively influences the overall performance of
the hotel. Moreover, the hotel will start to build new professional connections and
become a well-known place (5)

Alternative Option 2: The second option has a similar potential to improve the overall

performance. Lack of professional guests can be considered as a negative aspect.
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However, new HR managers will help to permanently keep all the human assets of the

hotel under control (5)

Compensation and benefit Program

Assessment

parts

impact on
the
management
team of City
Hotel 1905

Impact on
the
employees’

satisfaction

Impact on
the

international

Alternative Options

Alternative Option 1: The management should mainly concentrate on the tangible benefits
and opportunities to grow. Firstly, tangible benefits will include additional monetary
rewards for the employees with a great performance, percentage from the annual hotel’s
profit, special gift cards for the employees’ birthdays or other important celebrations.
Secondly, City Hotel 1905 can offer the employees unique opportunities to grow and
promotion opportunities. (Total: 16 points)

Alternative Option 2: The management can concentrate on the development of the team
events, recognition programs and special competitions. These programs will also include
some additional monetary rewards, but the main purpose will be to make the employees
feel valued and differentiate their working time. This option will include a “Week of

Gratitude”,

» oo«

Best employee recognition event”, “Picnic Day”, which will be paid by the hotel
and many other interesting activities. Furthermore, the management should come up with
a creative competition, where employees with the best results, positive comments from
the customers or the highest sales percentage will gain valuable gifts or monetary
rewards. (Total: 15 points)

Alternative Option 1: The management didn’t mention that they currently have a purpose
to promote the employees and there are not that many available places for the growth of
the individual workers. Therefore, it doesn’t meet the requirements of the managers.
Financial support has a chance to motivate the employees and improve their satisfaction
level (3)

Alternative Option 2: A big number of team events with interesting gifts or small
monetary rewards contribute to the management’s goals. However, according to the
words of the Operations Manager, they didn’t think about the importance of the team
events implementation (2)

Alternative Option 1: During the interviews, employees mentioned that they would like to
have additional monetary rewards and opportunities to grow in the future. Therefore, it
will positively influence them. However, currently, there are not that many places for the
employees’ promotion in the hotel and it can disappoint some of the candidates (3)
Alternative Option 2: This option can motivate the employees as well. However, the
respondents didn’t mention that they were really enthusiastic about a big number of team
events (3)

Alternative Option 1 and 2: Both options can become a good motivation for the new
international employees to choose City Hotel 1905, because these ideas show that hotel
management cares about the comfortable working conditions of the employees. Both
options receive (5) points.
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employees’

attraction

Impact on
the overall
performance
of City Hotel
1905

Alternative Option Tand 2: Both options have all the chances to enhance the motivation
and loyalty of the working team and, consequently, make them work harder for the
company. The motivated and happy working team deliver a better service to the
customers and it increases the revenue of the hotel and its overall performance. Both
options receive (5) points.

Employee Duty of Security

Assessment

parts

impact on the
management
team of City
Hotel 1905
Impact on the
employees’

satisfaction

Impact on the
international
employees’
attraction
Impact on the
overall
performance
of City Hotel
1905

Alternative Options

Alternative Option 1: City Hotel 1905 management should hire a Risk Manager, who will
be responsible for the security training programs of the employees, customers’ private
information safety and special training programs for the available security guards. City
Hotel 1905 has a small number of employees and, therefore, the Risk Manager will be
responsible for the safety and security control of all the departments. (Total: 18 points)
Alternative Option 2: Management of the hotel should hire more security guards to place
them on every floor. The management should create new rules and regulations, which
correctly explain how the employees have to perform the tasks and behave in case of
emergency situations. A set of rules and regulations must be hung in every room. (Total:
20 points)

Alternative Options 1 and 2: Managers of the hotel didn’t mention anything about the
new security guards and Risk Manager, but they are willing to hire new international
professionals. Therefore, these two alternatives can be a good start and increase the
safety level of the hotel (5)

Alternative Option 1: It is a good option and additional training programs can improve
the satisfaction level of the workers. However, a new Risk Manager can start to
implement significant changes. Employees are not always ready for the great changes in
the work system (3)

Alternative Option 2: It can increase the employees’ satisfaction because they will feel
higher protection level and training programs will give them a chance to grow as
professionals (5)

Alternative Options 1 and 2: All the potential candidates want their working place to
have a safe and comfortable atmosphere, especially if they just moved from other
countries. Therefore, the presence of a good working system and specially trained
people can become a good reason for them to choose this hotel (5)

Alternative Option 1 and 2: Both options have approximately equal impact on the overall
performance of the hotel because both options increase safety level and reputation of

the company (5)
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5.2 Final Advice

During the theoretical framework, it has been proven that nowadays HRM is a complex, but necessary
system for all the organizations, especially for the hospitality industry, where people permanently
communicate with each other. There are 5 important HR policies, which have been chosen from the
literature review. According to the respondents, a hotel, which exists less than a year, has already been
able to implement some HRM practices, provide employees with some benefits and special discounts
and create a friendly atmosphere in a company. However, there are still no well-organized HRM
practices and a room for growth and improvements. Therefore, this part presents and describes the
best HRM ideas, which have been chosen from the alternative options. Furthermore, these final HRM
policies sometimes can be a combination of different alternative options. Final Human Resource
Management policies have been chosen to achieve the hotel’s goals: increase the satisfaction of the
employees in City Hotel 1905, attract new international workers and improve the overall performance
of the hotel. Effective HRM policies will raise the chances of the company to start a profitable

partnership with one of the international hotel brands in the future.

Recruitment process policy. The management should implement a special recruitment procedure,

which will be similar for all the candidates. During the interviews, it has been noticed that most of the
employees were familiar with a General Manager and therefore, the manager simply invited them for
one short conversation. After the conversation, they could start to work. The rest of the employees
were found via the Headhunter. The management is advised to implement a recruitment process, which
includes two stages-two interviews with the managers. It is possible that the management can search
for the candidates via official job websites or just ask their employees to suggest an appropriate
person. The most difficult part is to select the best people with the right skills. It has been proven
during the theoretical framework that the difficult part of this process is to choose the right person
among a big number of professionals (Bacon & Hoque, 2015). Therefore, the recruitment process
should consist of two interviews: one interview with a hotel’s manager, who should check the main

skills of the candidate and another one- with a General Manager.

Performance Management, During the interviews, the respondents mentioned many times that they

don’t have individual conversations with their managers. Furthermore, group meetings happen only,
when there are certain conflicts or problems in the hotel. Results of the theoretical framework showed
that the basic steps of the performance management include planning, development and review stages
(CHS Alliance & Bhagat, 2015). The management is advised to develop a simple, but very effective
system for all the employees. First of all, the management should develop a set of mission, vision and
shared values. Secondly, the hotel should have a well-organized plan for group and individual

meetings.

Employee Development program. Currently, City Hotel 1905 doesn’t have a lot of employees and

during the interviews, it has been found that there are no trainings in the hotel. However, Operations
Manager mentioned that they plan to implement some development programs in a future. Therefore,
the management should start to conduct most of the training programs by themselves in a hotel once
a month. This method sounds cheaper and easier for the developing hotel. Furthermore, other
professionals can be invited to the hotel in order to share their knowledge. Finally, the management
combines two different training methods. Further information can be found in the PDCA cycle.
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Compensation and Benefits Program. Interview results showed that there are no team events in the

hotel. However, the respondents also mentioned that they don’t really see the reasons for the team
events implementation, because they spend a lot of time together. Some respondents emphasized that
it could be good to have extra financial benefits. Results of the theoretical framework also proved that
payment and additional benefits are the main reasons for the employees to work in the organization
and it directly and greatly influences the satisfaction level of the employees (Ray & Ray). Therefore, the
management of the hotel is advised to conduct “Employee Recognition event” and “Employee
Celebration Week”. During the “Employee Recognition event” employees should achieve great results
and perform one or more tasks better than their colleagues. Best employees will be granted with the
special gifts or monetary rewards. The idea of “Employee Celebration week” is to encourage every
employee for their service by giving out small gifts every day of the week. These team events not only
increase the satisfaction level of the employees but also have a potential to improve the service

because everyone will be enthusiastic to win the competition.

Employee Duty of Security. The main problem, which has been recognized during the interviews- lack

of the professional security guards. According to CHS Alliance and Bhagat (2015), safe working
environment has many benefits both for the organization and for the employees’ satisfaction like
reduction of the employees’ absenteeism, phycological problems, and improvement of the
organization’s reputation. The management should increase a number of security guards. It could be
nice to mention in a new Employee Duty of Security policy that there should be always two available
security guards on the fourth floor-close to the reception and two security guards on the ground floor-
close to the entrance. All the security guards have to participate in the special training programs
regarding Safety and Security procedures. Furthermore, all the employees should be trained how to
deal with a personal confidential information of the customers, where to save it and how to get rid of
it. Moreover, Kitchen Safety rules should be hung in the kitchen and be clear for every kitchen worker.

5.3 PDCA Cycle for the final advice

PDCA cycle is a number of actions, which contribute to the continuous learning and development of
the companies. It helps to evaluate the effectiveness of a certain policy or procedure and adjust it on
time. PDCA cycle helps management to learn and constantly improve the productivity of the company
(Patel & Deshpande, 2017). Therefore, the PDCA cycle is an appropriate tool for the evaluation of new
HRM policies implementations.

5.3.1 Recruitment process

Responsible | Operations Manager conducts the first interview.
People General Manager creates the written requirements and conducts the second interview.
Suggested Creation of the written requirements and online surveys: 15.07.19
deadlines New employee search: 01.08.19
First Interview: 11.08.19 (if a candidate is found)
Second Interview: 18.08.19
Final Decision: 25.08.19

40



Plan

Do

Check

Act

Creation of the Interview guide with the written requirements. The interviews last 50-
70 minutes. Interview guide includes questions about past experience, personal
qualities, ability to solve the problems and deal with the customer’s complaints, and
stress resistance. Furthermore, there should be a written test with 10 open questions
(Appendix 9). General Manager and department managers should also create a short
online survey, where the employees of the hotel should be asked about their opinions
regarding the new HRM policies (5 policies).

Potential candidates should be invited for the first interview by the Operations
Manager via the phone call. Operations Manager conducts a small talk with the
candidate, makes them feel comfortable and starts to ask questions according to the
interview guide. Afterwards, the candidate should be kindly asked to answer 10
written questions. After the evaluation of the results, the Operations Manager decides
if the candidate can be invited for the second interview. This process takes one week.
If the candidate is suitable, he or she should be invited for the second interview with
the General Manager via phone call to discuss the working conditions and final
decision. After one more week, the candidate should be contacted to receive a final
answer. The whole process takes two weeks.

When: the first check after 4 months (01.12.19)

Critical Success: an increase in employees’ satisfaction and employees’ loyalty, an
increase in customers’ satisfaction, a higher number of international employees. Key
performance indicators can be: an increase in the number of customers’ positive
reviews by 25%, a decrease in employees’ turnover by 15%, a decrease in employees’
complaints by 15%, an increase in the number of the international employees by 5%
within 4 months. The employee satisfaction level can be checked via online surveys.

If the results are positive, the strategy should be included in the list of HRM policies.

5.3.2 Performance Management

Responsible
People
Suggested
deadlines

Plan

General Manager, Housekeeping Manager, and Operations Manager

Group meeting for the mission, vision and shared values discussion: 2.08.19
Development of the final ideas: 9.08.19

Implementation of the vision, mission and shared values: 16.08.19

Group meetings: Every Monday (morning time)

Individual meetings: once a month with every employee (dates can be different and
depend on the preferences of every employee)

The management team should create a meeting for all the employees in order to
discuss possible ideas for the mission, vision and shared values. The best ideas of the
employees will be chosen by the General Manager and Operations Manager. The
management team should create a written schedule for the individual and group
meetings and creates the agenda, which includes the themes and news, which will be

discussed during the meetings. The themes for the agenda of the group meetings will

41



Do

Check

Act

depend on the events of the hotel. Agenda should always include a list of the
important guests of the week, characteristics and preferences of the regular guests,
information about the events, which happen close to the hotel, hotel performance
results from the previous week (occupancy rate, guests’ complaints and achievements
of the employees). Agenda for the individual meetings includes discussion of the
performance, advantages, disadvantages, and ambitions of the employees, feedback
of the manager and extra time for the discussion of the employee’s questions and
concerns.

Final vision, mission and shared values should be added to the official website of City
Hotel 1905 within one week to make it visible for the stakeholders. Afterwards, a
General Manager should order the hotel brochures with the main information of the
hotel and its mission, vision, and values (50 hotel brochures could be enough for the
first month).

The group meeting should be conducted with all the employees every Monday
morning. These meetings should last 30 minutes and must be conducted by one of
the department managers. The department manager should prepare the agenda in
advance. The individual meetings with every employee happen once a month and
should last one hour. Every manager is in charge of the individual meetings for the
employees of their department. The employee should be informed about the
upcoming individual meeting a few days beforehand.

When: the first check after 4 months (2.12.19)

Critical Success Factors and Key performance indicators must help to evaluate the
results of a new performance management system. Critical Success Factors may
include: an increase in employee’s satisfaction and customer’s satisfaction, positive
changes in employee’s performance. Key performance indicators can be: increase in
positive customer reviews by 25%, an increase in employee satisfaction by 15%, an
increase in the occupancy rates by 30%. The employees’ satisfaction level can be
checked via online surveys.

After the evaluation period, the management of City Hotel 1905 should evaluate the
results according to the CSF and KPI. If results are positive, the management can
implement the idea.

5.3.3 Employee Development program

Responsible
People
Suggested
deadlines

Plan

General Manager, Operations Manager, Housekeeping Manager and professionals
from other companies.

First training by the manager of City Hotel 1905: 01.09.19

First training by the invited professional: 01.12.19

General Manager should have a written plan for the training programs. This plan
should include Safety and Security, International Ethics, Complaints Handling, Food
and Beverage Fresh Ideas, Housekeeping rules and Standards training programs.

Training programs, which are conducted by the management team of City Hotel 1905,
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Do

Check

Act

should have an agenda, which includes time, place and plan of action. All these
programs should last for a maximum of two hours and should be conducted in the
available meeting rooms. Training always should contain theoretical and practical
parts. First of all the manager describes a theory and then let the employees
participate in the activities. Other professionals should be contacted by the General
Manager 2 weeks in advance and invited to the hotel. General Manager also needs to
discuss the costs of the training or lecture. In this case, the plan of action should be
created by the professional.

If the training programs are conducted by the managers of City Hotel 1905, a
responsible person should inform the employees about the activity and reserve a
meeting room one week in advance. The manager should follow the agenda. Digital
Presentation can be used for the theoretical part and printed out documents can be
used for the practical part. The manager should not forget about the communication
skills and interact with the employees to enhance their attention and interest.
Professionals from other companies can be invited once every three months and they
create the agenda by themselves. However, the room and extra facilities still have to
be reserved by the management team of City Hotel 1905.

When: Improvement of the performance can be visible after 4 months (5.01.19)

The managers can observe the employees’ performance and directly ask their
opinions about these training programs during the individual meetings.

If the employee’s performance improves and they enjoy the structure of the training
programs, the management should implement the policy.

5.3.4 Compensation and Benefits Program

Responsible
People
Suggested
deadlines

Plan

Do

General Manager, Operations Manager and Housekeeping Manager

Employee Celebration Week: 16.09.19

Employee Recognition Event: 30.09.19

The whole management team should prepare everything for the “Employee
Recognition event” and “Employee Celebration Week”. Operations Manager is
responsible for the “Employee Recognition event”. The manager should prepare the
rewards and the evaluation document before the event starts. Evaluation document
contains the name of the employees and extra space, where the manager separately
mentions the achievements of every individual. Achievements include extra rooms
selling, positive recommendations from the hotel’s guests and other activities.
Housekeeping Manager is in charge of “Employee Celebration Week”. The Manager
should also prepare all the small gifts in advance and keep them in the hotel.
“Employee Recognition event”’: Operations Manager writes down the results of every
individual within one week. After one week the results should be calculated and a
person who has the biggest number of achievements will get a monetary reward. The
other two people can get small gifts or discount cards.
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Check

Act

“Employee Celebration Week”: Housekeeping Manager should approach every
employee within a week, present a small gift and thank the employee.

When: after 4 months (30.01.19)

This policy can be checked simply through the communication. The management
should ask the employees about their experience regarding both events during the
group meetings. Employees should have a chance to share their opinions and ideas
for improvement, if necessary.

If the employees are satisfied with these events, the management should implement
the policy.

5.3.5 Employee Duty of Security

Responsible
People
Suggested
deadline

Plan

Do

Check

Act

General Manager, Operations Manager and Housekeeping Manager

Security guards search: 01.08.19 (recruitment process)

Creation of the written rules: 15.08.19

Implementation and communication of the rules: 26.08.19

The management team should create “Confidential Information ” and “Kitchen
Safety” rules and develop a written document. The management team should
consider to hire a few more security guards and train them.

The management team should separately print out “Confidential Information ” and
“Kitchen Safety” rules. “Confidential Information” rules should be hung at the
reception and “Kitchen Safety” rules should be hung at the kitchen, restaurant and
bar. These rules should be explained during one of the group meetings. New
security guards should be hired according to the recruitment policy.

The management can check all the security guards by creating fake alarms and
evaluate the preparedness of the working team for these situations. Fake alarms can
be conducted one time in six months within the first year of new policy
implementation and one time in a year within the subsequent years. The kitchen
staff can be occasionally approached by the managers and asked a few questions.
Moreover, the ability of the employees to deal with the guests’ confidential
information can be evaluated by the documentation check and should be done by
one of the managers once a month.

After half a year, managers can check the effectiveness of the security system. If the
general results are positive, hotel management can keep this policy.
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5.4 Financial part

Finally, it is important to discuss a financial part of the advice in order to understand if the suggested

recommendations bring any revenue or other financial benefits. The main purposes of Human

Resource management policies are to increase the employee satisfaction level and attract more

international employees to the hotel. Therefore, it doesn’t directly affect the revenue of the hotel.

However, HRM policies create intangible benefits in terms of hard-working and happy working team of

City Hotel 1905. These intangible benefits will lead to the improvement of the overall performance of

the hotel and higher occupancy rates in the future. The approximate costs still should be calculated

and include aspects such as training costs, rewards and events organization costs.

Average currency exchange: 1 EUR = 72,15 Russian Rubles

Name of the
activity
Recruitment

process

Training or
development

programs

Explanation and/or calculation of the possible costs

Generally, the recruitment process doesn’t always require direct costs. It

depends on the employee finding methods. If the management decides
to ask a working team for the references and available people, they
won’t incur direct costs. However, if the management decides to place
an advertisement on the official Russian website-HeadHunter, they will
need to pay 3000 rubles for a standard subscription (41,58 EUR) for 30
days of website usage (HeadHunter, 2019). Therefore, if the
management uses the website 2 times a year, it will cost:

3000 rubles x2=6000 rubles (83,16 EUR)

Part of the training programs can be conducted by the management
team because it is a cheaper option for the small developing hotel.
However, they can invite professionals from special organizations one
time in three months. It is difficult to calculate the exact costs for the
training programs and seminars with the professionals. Prices for the

outside professional training programs always have to be discussed

individually with the professionals. There are a few websites with proper

training programs specifically for the hospitality industry: ACITER, Big

Tree and QA Hotel Service. However, they don’t make their prices public.

Annual
Costs
83,16
EUR
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Employee
Recognition
Event and
Employee
Celebration
Week.

Total annual

costs

Employee Recognition Event includes both monetary rewards or small
gifts. The event will be conducted one time in two months and there will
be three winners (one person will get a monetary reward and two people
will get small gifts).

1) A monetary reward can cost 20000 (277,3 EUR) per person. This
event should happen 6 times in a year. Therefore:

20.000 rubles x 1 (person) x 6 (times) =120000 rubles (1.663,3 EUR)
annual cost

2) Gifts will cost 2000 rubles (27,72 EUR) per person. There will be two
people who can claim second place. Therefore:

2000 rubles x 2 (people) x 6 (times) =24000 rubles (332,65 EUR) annual
cost

Total: 120000 rubles + 24000 rubles =144000 rubles (1995,842 EUR)
Employee Celebration Week requires 7 days. Every gift will cost
approximately 200 rubles (2,73 EUR). There are 17 people in a hotel
including 3 managers. Therefore:

200 rubles x 7 (days) x 17 (people)=23800 rubles (329,87 EUR)

1995,842
EUR
+329,87
=2325,
71 EUR

4404.72
EUR

Approximate total annual costs for the new HRM system are 4404.72 euros, but a proper HRM program

will decrease employee turnover and improve the satisfaction level of the employees and customers of

the hotel. Therefore, a new HRM system requires extra investments but will bring extra profit in the

future. Besides these calculations, there will be extra costs for the employees’ development programs,

but these costs cannot be calculated in advance, because it depends on the requirements of the

professionals. The management can save some money if they conduct part of the training programs by

themselves. Training programs costs include 3 aspects: training equipment, loss of productivity

(employees are still paid for the period of training) and payment for the outside professionals (Patriot

Software Company, 2017). In order to calculate the training costs per employee, the management can

use a formula: Per employee training expenses=Total training expenses/Number of new workers

(Patriot Software Company, 2017).
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Chapter 6. Afterword

Generally, | really enjoyed writing this project. Despite the fact that this work requires a lot of time,
knowledge and skills in conducting the research, | believe that it will help me in my future possible
education and professional career.

When it comes to the value of my thesis for the hospitality industry, | believe that it can contribute to
the improvements in the hospitality service and Human Resource Management knowledge in small
Russian hotels. This thesis project can be useful for future researchers, who will decide to improve the
working conditions in the small local hotels of Russia. As has been mentioned in the introduction part,
the hospitality industry of Russia is continuing to develop and grow. However, the management of local
and international hotels in Russia doesn’t pay attention to the improvement of the working conditions
and encouragement ideas for the employees. The theoretical framework, research results and final
advice of this project can inspire other researchers to explore the problem of the Russian hospitality
industry and use the HRM policies of other international hotel brands. Most of the companies of the
hospitality industry in Western Europe are aware of the importance of human assets. During my
internship in the European hotel, | noticed that hotel management really pays a lot of attention to
Human Resource Management. | was able to observe a variety of events and special programs, annual
employee surveys, participated in different training programs, learned their mission, vision and shared
values, learned how to deal with the complaints and international employees. In my opinion, Human
Resource Management is extremely important for the companies, who intend to achieve great
professional results, build professional networks, reduce employee turnover, grow and develop.
However, according to the reliable internet information, qualitative research and my own observations,
Russian hotels know about the HRM system, but don’t want to apply it. Therefore, many people in
Russia don’t see a lot of opportunities to grow and earn money in this industry. Nowadays, the
hospitality industry is continuing to grow and offer job places for talented people, but Russian people
don’t consider to stay in this industry for a long period of time. After the implementation of the new
HRM practices, City Hotel 1905 can ensure Russian society, that working in the companies of the
hospitality industry can bring a lot of financial benefits and opportunities. The more people become
aware of the poor hospitality services of Russian local hotels, the faster the management starts to
improve the situation. If the Russian younger generation understands that hospitality is a beneficial
and profitable industry, more people will be interested in learning it in the universities and improve
this industry in the developing countries. Consequently, implementation of the Human Resource
Management policies in City Hotel 1905 is the first important step towards the bigger changes in the
local hotels of Russia. | believe that with the proper HRM policies implementation, City Hotel 1905 can
achieve their own goals and keep all the employees satisfied, become a good example for other
developing companies of the hospitality industry in Russia, inspire a younger generation and help

future researchers of the hospitality industry in Russia to improve the situation.

The entire thesis period took approximately 5 months. The first step was to prepare the report for the
Thesis Proposal Defense exam. After the exam, thanks to my examiners-Ekaterina Pushkarshaya and
Erik Pakkert, | received detailed feedback, which greatly helped me to improve the overall concept of
the report, broaden and adjust my theoretical framework and make the project more future-oriented.
Furthermore, Rienk van Marle, a research teacher, provided me with an additional explanation and
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recommendations for my qualitative research part. | believe that all the recommendations and feedback

from the lecturers significantly contributed to the quality improvement of my thesis.

Generally, | believe that | have been working according to a well-organized plan of action since | never
had problems with time management. Besides the thesis project, | had a part-time job and worked two
times a week. Therefore, it was important for me to decide in advance how much time | needed to
spend daily on my report in order to prepare everything prior to the deadline. | was working on my
project 5-6 days a week and knew the approximate dates when | needed to start with the next chapter.
Furthermore, | contacted my client for additional information through the WhatsApp messages or video
calls. In my opinion, my discipline helped me to write the report in a peaceful and calm way without
any rush and stressful situations. However, | was not able to foresee a number of days, which were
needed for the interviews. Consequently, | spent two weeks more than | expected on the research part
and needed to work harder to catch up. | think that the most difficult for me was to organize the dates
for the interviews because the respondents couldn’t find spare time during the working weeks, while |
was busy with my part-time job on the weekends. Furthermore, not all the people were able to
participate in the interviews and it was important to retrieve all the valuable information from the
available number of interviews. Moreover, | spent a few extra days to come up with proper advice,
which can be really helpful and effective for the improvements and future goals of City Hotel 1905 and
will not be too complicated and cost-consuming to implement. It is also important to consider that
great changes in a company don’t always contribute to employee satisfaction and can create extra
conflicts and misunderstandings in a hotel. | am sure that lectures’ feedback, additional information
and semester guide of Saxion University, conversations with the client and information from the
reliable internet sources were effective tools, which helped to write my thesis and played a substantial
role in quality of the report.

If | could repeat my thesis project, | would work according to the same well-organized plan of action,
because it helps me to finish on time. However, | would be more attentive to the small details like the
font of the text, margins, line spacing and general structure of the report. Finally, | needed to delete
and correct a lot of information, because it didn’t suit the rules and guidelines. | also would allocate
more time for the interviews and analyzing part, because | already know the approximate amount of

time these parts require.
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Appendix 1: AAOCC Criteria

Article 1:
Search engine: Google
Search term: Performance Management

Article: Performance Management that makes a difference: An evidence-based approach

https://www.shrm.org/hr-today/trends-and-forecasting/special-reports-and-expert-

views/Documents/Performance%20Management.pdf

Authority: Authors of this presentation are Alonso, Dorsey, Mueller-Hanson, Dixit, Long and Murphy.
There are many authors, but it is really difficult to find a lot of information about them in the internet.
It is written in the presentation itself that Alexander Alonso is a Senior Vice President of the Knowledge
Development and Certification and have a huge experience in HRM department. David Dorsey is a
human capital consult, who works in this industry for more than 20 years. Dorsey is a professional
from the U.S.A. and participated in the variety of the HRM researches. Rose-Muller Hanson also has an
experience of 20 years and she is really interested in the development of new innovative Performance
Management approaches. Other individuals checked and contributed to the article. Therefore, it is fair
to say that all of them have a right to suggest a new system for the improvement of the performance

management.

Accuracy: The presentation describes all the aspects of the Performance management. It is well-
structured and describes all the advantages, disadvantages and potential issues of this HRM policy. The
presentation describes how to better develop, implement and check a new Performance management

system. The information is extremely accurate and can be easily used by any researcher.

Objectivity: The purpose of this article is to introduce the visitors to the Performance management
approach. The authors wanted to explain the importance of the Performance management in the
organizations and show how to better and effectively implement it. This presentation also shows
difficult parts and dangerous steps, which can be taken by the people, who have never worked with a

Performance management before.

Currency: The article has been developed and officially posted in 2017 and it is just about two years
ago. Therefore, this article is still actual and can be used for the Human Resource Management

innovative ideas. All the information is useful and helpful for the research.
Coverage: This presentation contains a cover page, table of content, information about some authors

and professionals, who contributed to the work, case studies, conclusions, summary and references.

Therefore, this presentation can be used as a professional tool.
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Article 2:
Search engine: Google
Search term: HR policies

Article: Define HR policy

https://work.chron.com/define-hr-policy-22825.html

Authority: The author of this article is Dr. Kelly S. Meier. It is difficult to find a lot of online articles,
which are written by this author and her personal contact information. However, she received her
Educational Leadership doctorate in Minnesota State Mankato. Dr. Kelly Meier participated in the
creation of 12 books and often consults people in the organizations of higher education. She has been
working in the education organizations for approximately 30 years. She also developed business
papers and books like Talico, Inc and Kinect Education Group. It gives her an authority to define the HR

policies.

Accuracy: The article gives a concise and clear definition of HR policy. It doesn’t present a detailed
information, but defines the most relevant HR policies with the examples. Therefore, this information

can be considered as an accurate.

Objectivity: The purpose of this page is to make people understand a general concept of the HR
policies and their importance for the organizations. The information is written in a professional and

understandable style.

Currency: The article has been published in 2018 and therefore it contains relevant and current

information, which still can be useful for the researchers.

Coverage: The article includes a title, author, publication year and the information itself. The
information describes the most important aspects of the Human Resource policies with all the
examples. There is an information about the author and a small list of references at the end of the

article.

Article 3:

Search engine: Google

Search term: Human Resources

Article: HR Manual: A manual for Managing Human Resources

https://www.chsalliance.org/files/files/Resources/Tools-and-guidance /CHS-Alliance-Human-

Resources-Manual-final.pdf
Authority: The authors of this article are CHS Alliance and Radhika Bhagat. CHS Alliance is one of the

biggest networks, which intends to improve the system of human rights and work development by

creating a set of standard and effective procedures. Its mission is to provide people, who are
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vulnerable to the wrong attitude, with a respect, dignity and comfortable conditions. Therefore, this
community has enough rights and experience to describe the HRM and its policies. When it comes to
the second author, it is difficult to find a lot of information about Radhika Bhagat. She is a part of
Stabilization and Recovery network team and has a position of Founding Director. Therefore, she can

be considered as a professional author. However, there is no further information about this person.

Accuracy: The presentation gives a detailed information regarding the most relevant HR policies with
the examples, tables and additional examples. Every HR policy is clearly described. Therefore, this

presentation is accurate and provides the researcher with the most important facts and figures.

Objectivity: The purpose of this presentation is to show the importance of the HRM and its policies,

provide people with proper guidelines and explain how to better implement a new HR system.

Currency: Presentation has been published in 2015. Despite the fact that it was about four years ago,
this information still can be relevant, because Human Resource Management has basic rules and

procedures, which should be always presented both in old and innovative HRM systems.

Coverage: The presentation includes a front page, table of content, authors and appendices. Therefore,
it is easy to search for the specific information. However, there is no additional references, which could
be added to the report.

Article 4:
Search engine: Google
Search term: Recruitment process

Article: Best Practices and Emerging Trends in Recruitment and Selection

https://www.omicsonline.org/open-access/best-practices—and-emerging-trends-in-recruitment-
and-selection-2169-026X-1000173.pdf

Authority: Chungyalpa and Karishma are the authors of this article. There is almost no online
information about these authors. Therefore, it is difficult to evaluate their experience and
professionalism. However, they contributed to the creation of different papers like Business Portfolio
Parts revised document. Generally, it is visible that they mainly describe only recruitment processes.
Therefore, it is difficult to analyze their experience and knowledge.

Accuracy: The article gives a really precise explanation and description of the recruitment process. It
includes introduction, definition, best practices and tables, which can be used by managers as
examples for the future selection process. The article is accurate and doesn’t contain any extra and
irrelevant information.

Objectivity: The goal of this document is to suggest a way of the recruitment process in order to make

it more effective and useful. It gives the organization tips and ideas regarding the best selection ways

in order to have the best human assets.
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Currency: The article has been published in 2016 and still can be considered as a current and helpful
tool. Obviously, there are a lot of things, which could happen within 3 years, but the main ideas, best
practices and principles still can be used and applied by the professionals.

Coverage: The document contains a general information about the dates and authors. Abstract briefly
explains the main purpose of the report. The document ends with a short conclusion and a list of
references. The document missed a cover page and table of content, but it is still easy to use it and

search for the relevant information.
Article 5:

Search engine: Google

Search term: City Hotel 1905

Article: City Hotel 1905, About City Hotel 1905

https://cityhotel1905.com

Authority: This is no author, which can be found on the official webpage. However, all the information
of this webpage has been described by the hotel’s management team. Therefore, it is fair to state that
all the managers of City Hotel 1905 are professional people and have the rights to describe their own

services and facilities. All the managers of the hotel have an education and experience in the

hospitality industry.

Accuracy: The webpage presents all the details and facts about the hotel, describes all the services and
additional packages. Every visitor can easily find a contact information, maps, addresses and telephone
numbers of the hotel working team. The information is accurate enough and presented in different

colors and styles.

Objectivity: The goal of the official hotel website is to give a good introduction to the hotel, its offers
and services, guide all the potential visitors and convince them to choose this place to stay. The
customers can choose the dates and book the rooms online. Therefore, this website has been created

for the attraction of the customers and for their convenience.

Currency: The website is constantly updated by the management team and the last updates and
changes happened in 2019. Basically, hotel websites can be adjusted even every day, so that the
customers and all the stakeholders can easily find the best deals and current changes in the hotel. The
website of City Hotel 1905 is not an exception.

Coverage: The website is well-structured. All the information is divided into small parts, so that
everyone can easily find what they want. The website includes a menu, telephone numbers, contact
information and a variety of pictures. However, he information is available only in Russian language,

what can be a problem for the foreign guests.
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Article 6:
Search engine: Google
Search term: Human Resource Management and Organization performance

Article: The Relationship Between Human Resource Management and Organizational Performance

https://www.redalyc.org/pdf/1230/123045332005.pdf

Authority: Renata Peregrino de Brito and Lucia Barbosa de Oliveira are two authors of this article.
Renata Peregrino de Brito deals with a business strategy and sustainability. She already became a
professional researcher, worked in Sao Paulo and studied and in Rotterdam School of Management.
Currently this woman lives in Switzerland and continues to develop new projects. She is an
international researcher and it gives her an authority to discuss the HRM practices and business issues.
Lucia Barbosa de Oliveira works in a Brazilian university- Escola Brasileira de Administracao Publica e
de Empresas as a professional lecturer. There is not that many information about her past experience,
but there are, at least 7 articles, which can be found online. Most of them are about the outsourced
employees, organizational and leadership career and performance of the organization. Therefore, she

also has all the rights to share her knowledge, which can be used for the research.

Accuracy: The information is accurate enough and divided into the smaller parts in order to let the
readers easily find what they are interested in. Some information is presented in the tables. There are
no extra and irrelevant facts, therefore it is convenient to read the papers and choose the most

important parts for the report.

Objectivity: The purpose of the report is to explain how greatly the Human Resource Management can
influence the overall performance of the companies. First of all, the article separately describes HRM
policies and performance of the organization and finally create a logical connection between these
concepts. The analysis showed that there is a positive interrelation between the concepts, but there are
not that many people, who pay attention to this fact or try to prove the connection. Therefore, the
reason of this article is also to convince people to properly study relationships between the HRM and

performance of the companies.

Currency: The article has been published in 2016, so that it still has a lot of fresh and relevant

information for the current research and can be used for the argumentation.

Coverage: The article contains all the authors, who contributed to this work, abstract, introduction,
main information, research methods and results, final considerations and references. Therefore, this
document is made in a proper and professional way.

Article 7:

Search engine: Google

Search term: Human Resource Management and small hotel’s performance

Article: The Role of Human Resource in the Success of Small Hotels
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Authority: The author of this paper is Mustapic Dragan. It is difficult to find any information about the
author, therefore, the researcher cannot state that this person has enough experience in the Human
Resource Management or business industry. However, it is possible to find his email and contact him,

if necessary.

Accuracy: The article is written in a little bit inconvenient format and every paper is divided into two
smaller parts, so that it is difficult to read and find a right direction. However, the article contains only
relevant information, which consists of the literature review, research methods and results. The theme

is described in the professional way and can be called accurate.

Objectivity: The main idea of the article is to prove by using the research results that small hotels also
have to take care about their HRM procedures, because it affects the success and reputation of these

organizations.

Currency: The document has been published in 2017 and all the information is still useful and helpful

for the researcher.

Coverage: The article contains a general information about the theme, introduction, literature review,
research methods, results, conclusion and references. Therefore, the document is professional and

precise enough.

Article 8:

Search engine: Google

Search term: Validity and reliability of the qualitative research
Article: Validity and Reliability in Social Science Research
https://www3.nd.edu/~ggoertz/sgameth /Drost201 1.pdf

Authority: Ellean A. Drost works as an Associate Professor of Management in a State University of
California. She is an experienced person in Business and Economics and wrote more than 100 articles,
cases and book chapters, which are related to the business strategy, economics and management of
the organization. She also has a doctorate degree from the International Business and Management
University in Florida. Therefore, it is fair to say that she is a great professional and her information can

be used.

Accuracy: The article is accurate enough, because the author separately describes validity and
reliability, gives a clear definition of both aspects, explains how to better check the validity and
reliability and how to improve the research results. All the information is supported by the facts from
the additional authors and all the authors are mentioned.

Objectivity The purpose of the article is to give the definitions of the validity and reliability and teach

the visitors to properly evaluate the research processes and results.
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Currency: The is no information about the years of article publication, therefore, it is impossible to

analyze the relevance and currency of the article.

Coverage: The document contains an introduction, main information, and conclusion. Moreover, this
information is supported by the tables and references. All the authors are mentioned. This paper can
be considered as a professional article. The only thing, which is missed is a date of publication.
Article 9:

Search engine: Google

Search term: Hospitality industry issues in Russia

Article: The Russian Hotel Market: Condition and Development Under the Crisis

https://pdfs.semanticscholar.orq/79c0/e8233708d0a5f01f555ebfe06194634d9466.pdf

Authority: The authors of this article are Dzhandzhugazova E.A., Zaitseva N.A., Larionova A.A., and
Pervunin S.N.. There is not that many information about all the authors. However, some information is
available in Russian language. For example, Elena Dzhandzhugazova is a candidate of economic
sciences and works as a Tourism and Hotel Business professor in the university. She is a chief editor of
the scientific journals and her overall experience is equal to 32 years. The information about other
authors cannot be found online, but all of them are lecturers in the Russian universities, according to
the article information. Moreover, there are more articles, which have been published by this group of

authors. Therefore, it is fair to say that this document has been created by the professionals.

Accuracy: The paper is written according to the research rules and all the steps are well-explained. All
the information is relevant and explains the positive and negative aspects of Russian hospitality

industry. The facts are supported by the literature review and clear for the audience.

Objectivity: The purpose of the article is to evaluate conditions of the hospitality industry in Russia and
show why this industry is not that popular among the young professionals in this country.

Currency: The paper has been released in 2015. The article still contains a current trends and
important topics and can be relevant for the research. However, there are many additional changes and

critical factors could happen within the last 4 years. It is a disadvantage of the article.

Coverage: The document is developed in a professional way and includes introduction, literature
review, research methods results and conclusion. All the references, which have been used, are
mentioned at the end of the report.

Article 10:

Search engine: Google

Search term: Recruitment and Selection policy

Article: The Impact of Recruitment and Selection criteria on organizational performance
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https://www.eajournals.org/wp-content/uploads/The-Impact-of-Recruitment-and-Selection-Criteria—

on-Organizational-Performance.pdf

Authority: The article has been made by three authors: Ekwoaba, Ikeije and Ufoma. There is not that
many information about Joy Ekwoaba, but this author has more written papers, which are available
online. She wrote about organizational culture, women participation in Nigerian Trade Union
Movement, labor policies and etc. Ugochukwu lkeije is a second author, who is a professional lecturer
and deals with Relations and Personnel Management. She also contributed to many other articles,
which describes employee’s diversity, outsourcing policy and effective organizational health. There is
no relevant information about the last author. However, these people are experienced enough to share

their knowledge with the audience.

Accuracy: The information is written in a correct way, doesn’t contain any grammatical mistakes or

irrelevant information. The theme of the article is described in a short and comprehensible way.

Objectivity: The purpose of the article is to prove that selection process is a first and valuable step of
the HRM system and if the managers don’t know how to correctly select and evaluate people, they can
end up with a big number of unprofessional workers, who will spoil the reputation and image of the

organization.

Currency: This article has been published in 2015, but still can be relevant and useful for the current
research, because it happened just four years ago and a lot of information is still applicable for the
current situation and issues of the Human Resource Policies. However, there is a chance that some

arguments have been changed or adjusted within these 4 years.

Coverage: The article is informative enough, contains a general introduction to the theme and
arguments, which are supported by other authors. References at the end of the report help the visitors

to find additional information about the recruitment and selection policy.

Article 11:

Search engine: Google
Search term: Compensation and Benefits program in IHG hotels chain

Article: The Benefits Offered by the InterContinental Hotels Group

https://www.employeebenefits.co.uk/issues/january-2016-2/the-benefits-offered-by-

intercontinental-hotels-group/

Authority: Tynan Barton is an author of this article. This woman is an expert in Business and Finance
Department and she currently lives and works in United Kingdom. She is also an author of other
articles, which are about wearable technology, employee pension, digital healthcare and digital
strategy. It is fair to say that she is experienced enough to share her knowledge.
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Accuracy: The information is written in a very short and unprofessional way. The article was helpful,
because it contains only facts and mentions all the benefits, which are offered by IHG hotels chain. The
article is accurate enough, since it doesn’t have any extra information and clearly explains the benefits.

However, it is difficult to call it a professional or academic paper.

Objectivity: The purpose of the article is to describe the benefits of IHG hotels chain and show what

employees can get during their working process. There are no other goals of this article.

Currency: The article has been published in January, 2016, so that still can be relevant enough.
However, hospitality is a fast-developing industry and directors of this hotel chain could come up with
new ideas and beneficial programs.

Coverage: The article contains only information about the IHG offers and doesn’t cover any additional
themes. It has information about the author and publication date. However, there is no introduction to

the topic, table of content, references or other additional facts.

Article 12:

Search engine: Google
Search term: Qualitative research methods and strategy

Article: The qualitative case study

Authority: Britta Gamelgaard is interested in studying of Supply Chain Management and Logistics. She
is a professional researcher and her works and articles can be found in different international scientific
journals. Her research knowledge helped her to receive a few awards. The author also has an
experience of being an academic head of the MSc concentration in Supply Chain Management within 7

years and currently works as an editor of other articles.

Accuracy: The information is accurate enough, because every new sub-theme starts with a new
paragraph and the information is well-explained. It is important to say that there are some extra facts

and examples, which can sometimes lead to the misunderstanding of the paragraph.

Objectivity: The purpose of the article is to give elaborative answers to many questions regarding the
qualitative research. It explains how to distinguish quantitative and qualitative research, how to choose

a case study and how to check the quality of the final paper.

Currency: The article has been added in 2017 and, therefore, still contains a lot of useful and relevant

information.
Coverage: The article is written in a professional way. It contains general information about the paper,

authors, main facts and references at the end of the report. However, it misses initial introduction to

the topic.
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Article 13:

Search engine: Google
Search term: Reliability and Validity of the research
Article: Understanding Reliability and Validity in Qualitative Research

https://core.ac.uk/download/pdf/51087041.pdf

Authority: Nahid Golafshani was a doctoral student in the university of Toronto, Canada. She is a
professional in Mathematics Education and she stays in the department of Learning and Teaching. It is
fair to say that when the paper has been published, she wasn’t a perfect specialist. However, she

already had enough experience to share the information.

Accuracy: The article is divided into paragraphs and the most important information is highlighted and

supported by the facts of other authors. The information is comprehensive and accurate enough.

Objectivity: The purpose of the paper is to prove that reliability and validity is useful not only for
quantitate, but for qualitative research as well. Therefore, the article explains the connection and how

to better apply this knowledge in practice.

Currency: The article has been published in 2003 and therefore, cannot be considered absolutely
reliable and applicable for the current research. It still contains many important and useful academic

facts, but the document is not actual enough.

Coverage: It contains a general introduction to the problem, additional explanation, main information
and references at the end of the report. There is no table of content, but generally the article is
professional enough.

Article 14:

Search engine: Google

Search term: HeadHunter costs

Article: HeadHunter group: Purchase Services

https://hh.ru/price#publications

Authority: There is no specific author of this webpage, but it made by the management team.

HeadHunter is a website with a long story, which is controlled by the professional working team.

Accuracy: All the information is well-organized and made in different colors, therefore it is easy to use
the website.

Objectivity: The purpose of the website is to let all the candidate and job searcher find appropriate

options and easily contact the person or organization.
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Currency: HeadHunter is an official Russian website, which is constantly updated by the management
team. The last updates happened in 2019, therefore, all the information is new and applicable for the
research.

Coverage: The website is easy for the visitors and can be read in two languages: Russian and English.
All the information is divided into groups and can be found in the main menu. The website contains,
general information, list of packages with the prices, contact information and facts about the

additional projects. The format of it is comfortable and professional enough.

Article 15:

Search engine: Google
Search term: Responsibilities of Safety and Security Managers in IHG hotels group
Article: Job description, Safety and Security Manager, InterContinental Hotels & Resorts

https://www.hosco.com/en/job/intercontinental-hotels-resorts/safety-security-manager

Authority: The author of the information wasn’t mentioned. The webpage itself is made and supported
by the group of professionals, who help people to find jobs, connect with each other and gain

professional advices.

Accuracy: Duties and responsibilities are divided into smaller paragraphs for the convenience of the
website visitors. The information is accurate enough and briefly explains what IHG hotels group

expects from their future Risk and Safety & Security Managers.

Objectivity: The purpose of the article is to carefully explain all the responsibilities and tasks of the
Security Managers in IHG hotels and show the audience that this hotels group really cares about the
safety policies and professionalism of its working team. This page helps the hotel group to search for
the new employees.

Currency: Webpage is constantly updated and the last changes were in 2019, therefore, the article is
actual enough.

Coverage: The information is not structured and cannot be called a professional article. It contains only

a few words about IHG hotels group and a set of responsibilities.

Article 16:

Search engine: Google

Search term: IHG Human Resource Management policies

Article: IHG Annual Report and Form

63



Authority: There is no specific information about the authors of the report, but, according to the
available information, this report has been made by the working team of IHG hotels group and
approved by the Board of Directors in February 2019. Therefore, it is fair to say that the management

and directors of the hotels group have a great experience and authority to share the information.

Accuracy: The article is accurate enough, all the information is written in one style and supported by

the informative tables and pictures. It is easy to follow the facts.

Objectivity: The purpose of the report is to share the latest news and updates and show all the
shareholders and stakeholders, that a hotel group is doing a great job and still can be considered as a

reliable working place and business partner.

Currency: This annual report has been published in 2018 and therefore contains a lot of useful

information, IHG group’s last achievements and updates.

Coverage: The report is well-structured and organized a professional way. It has table of content,
which guides the audience. The report is made in accordance with the international report standard
and covers all the goals, last achievements and financial statements of the hotel group.

Article 17:

Search engine: Google

Search term: Recruitment process in IHG hotels group

Article: How our application process works

https://careers.ihg.com/ihg-stories/how-our-application-process-works

Authority: There is no author of the website and it is difficult to judge the professionalism and
authority of the editors. However, it is an official website, which is made by the management team of
IHG hotels group. This team has an international experience of working with people and direct them.
The website has been created many years ago and contributes to the good reputation and performance

of the hotel chain. Therefore, it should be reliable enough.

Accuracy: The page is accurate enough and made in different colors and styles. An innovative and

attractive design makes it easy to read the information and emphasize the most important parts.

Objectivity: The purpose of the article is to explain the hiring process of IHG hotels group and lead
potential candidates to another website, where they can search and apply for the desired position.

Currency: The webpage has been updated in 2018 and it happened less than a year ago. Therefore, the

information is still relevant and the recruitment procedures still remain the same.
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Coverage: The page contains just a small paragraph and cannot be considered as a professional
academic article. However, it provides the readers with a concise and well-structured recruitment
steps. This page also contains additional links, where people can apply for the job position and stories

of other IHG team members.

Article 18:

Search engine: Google

Search term: IHG development programs

Article: IHG Early Careers

https://earlycareers.ihg.com/ec/en/home

Authority: There is no author of the website and it is difficult to judge the professionalism and
authority of the editors. However, it is an official website, which is made by the management team of
IHG hotels group. This team has an international experience of working with people and direct them.
The website has been created many years ago and contributes to the good reputation and performance

of the hotel chain. Therefore, it should be reliable enough.

Accuracy: The information is written in a colorful and attractive way. There is a good balance between
the written facts, figures and pictures. Consequently, it is very easy and convenient for the reader to
explore all the development opportunities of the hotel. The facts are accurate enough and lead the
reader straight to the point.

Objectivity: The purpose of the webpage is to introduce the audience to the Employee Development
program of IHG hotels group and convince potential candidates to start work with this hotels brand.

Currency: The information on the website has been recently updated. The last changed was made by
the editors in 2019. Therefore, it gives a clear image of the current situation in the hotels of IHG

brands and can be used as an argument for the research.

Coverage: The webpage is made in a style of presentation and combines written facts with the tables,
figures, pictures and video-presentations. It covers the main theme of the webpage, which is
explanation of the IHG development opportunities for the employees.

Article 19:

Search engine: Google

Search term: IHG development programs and reasons

Article: Spotlight on: Why we love developing our people

https://careers.ihg.com/ihg-stories/spotlight-why-we-love-developing-our-people
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Authority: There is no author of the website and it is difficult to judge the professionalism and
authority of the editors. However, it is an official website, which is made by the management team of
IHG hotels group. This team has an international experience of working with people and direct them.
The website has been created many years ago and contributes to the good reputation and performance
of the hotel chain. Therefore, it should be reliable enough.

Accuracy: All the information is consistent, clear and transparent and presented in an official IHG
colors (white and orange). However, it could be better if the authors of the page elaborated more on

the description of the development programs.

Objectivity: The purpose of the article is to explain the main reasons of the Employee Development
programs in IHG hotels group, explain who these programs for and how to choose the right program

for every employee.

Currency: The last updates have been made in 2018, what is less than a year ago. Therefore, this
article is still useful and applicable for the research. Moreover, all the programs, which are mentioned

in the article still exist in the hotel group.

Coverage: It is difficult to call this article a professional academic paper, because the main purpose of
it is not to teach the audience, but to provide a real information about the IHG working style. A
webpage contains a specific general information, some pictures, stories of other IHG team members
and a list of IHG hotels brands.

Article 20:
Search engine: Google
Search term: Interview in qualitative research

Article: Qualitative Research method-interviewing and observation

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4194943/

Authority: Shazia Jamshed is an author of the article. There is not that many information about her, but
it is visible that she works in a Department of Pharmacy Practice of the International Islamic University
in Malaysia. It is also possible to find her contact information, which is included in the article. She
wrote a lot of articles about medicine and pharmacy. Despite the fact that she didn’t have a lot of
articles about the research methods, she is a professional researcher and knows how to correctly
gather and analyze the information.

Accuracy: The article contains a concise and accurate information about the qualitative research, its
methods, interviews and define semi-structured interviews. It is easy to follow the information and all
the paragraphs are logically connected to each other. The article is written in one style and every new

theme is emphasized with a different color.
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Objectivity: The purpose of the article is to explain the aspects, which can be the reasons for choosing
a qualitative research and what methods does this type of research include. It leads a potential

researcher to the right direction and choices, when it comes to the data collection methods.

Currency: The article cannot be called an absolutely new document, because it has been published in
2014, what was almost 5 years ago. However, the author defines the most important aspects of the
qualitative research, which can be useful for people for many years. Therefore, the information is still

applicable.

Coverage: The article contains the author, publication date, general introduction to the theme, main
information and references, which support the facts. Generally, it can be called a professional article. It
doesn’t include a table of content, but an available information covers a theme of the article and

elaborates on the subject.

Article 21:

Search engine: Google

Search term: Interview guide

Article: Interview Guide Preparation and Use

http://core.ecu.edu/ofe/statisticsresearch /KNIGHT%20Preparing%20Interview%20Guide.pdf

Authority: Dr. S. Knight was an author of the paper. He works in ECU College of Health and Human

Performance. He deals with an Excellence Presentation.

Accuracy: The article contains a useful information, but wasn’t made in a very accurate and convenient

style.

Objectivity: The purpose of this article is to show how to professionally develop an interview for the
qualitative research, what introduction steps, questions and sub-questions it should include. It shows

how the proper atmosphere and appropriate questions affect the final interview results.

Currency: The article has been published in 2013 and cannot be called absolutely current and actual
for the new research of 2019. However, it was very helpful for the period of interview creation, because

it carefully describes all the steps.

Coverage: The article wasn’t made in a professional way and doesn’t separately contain a table of
content, introduction and references. However, it contains general reasons for making an interview
guide, tips and advices for the good final questions and explain how to avoid awkward situations and

gaps during the interview.

67



Article 22:
Search engine: Google
Search term: HRM in Hilton hotels

Article: Human Resource Planning for Hotel Hilton Assignment

https://www.locusassignments.com/solution/human-resource-planning-hotel-hilton-assignment

Authority: The main author of the article wasn’t written on the website, but there are many authors,

which contributed to the final work and mentioned in the report.

Accuracy: The article is accurate enough and support the information by visible tables and facts of
other authors.

Objectivity: The objective of the article is to find a difference between the personnel and HR

management by using a working system of Hilton hotels chain.

Currency: It is written on the website that all the information has been updated between 2012-2019.
Therefore, it is difficult to recognize when exactly this article has been published. However, if the last
updates happen in 2019, the information is till useful and applicable for the research.

Coverage: The article wasn’t made in a professional academic style, but the main purpose of it is to
introduce the audience to the Human Resource management system of Hilton hotels. It contains

different evaluation tasks and references at the end of the report.

Article 23:

Search engine: Google

Search term: How Compensation and Benefits affect the employees

Article: Impact of Compensation and Benefits on Job Satisfaction

Authority: The authors of the paper are Calvin Mabaso and Bongani Dlamini. Calvin Mabaso has a PdH
in Human Resource Management and works in the department of Industrial Psychology and People

Management. There is no valuable information about Bongani Dlamini, which can be found online.

Accuracy: The research is made in a very convenient way. It is easy to follow the information and
search for the relevant facts.

Objectivity: The main purpose of the article is to show the connection between compensation and
benefits and job satisfaction of the employees and support it by research results.

Currency: The article has been published in 2017, what is about 2 years ago. The main trends and

organization values still remains the same and can be helpful for the research.
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Coverage: The article is made in a professional research style. It contains the article, introduction,
research methods, results and conclusion. It has information about the authors and contains all the

references, which have been used.

Article 24:

Search engine: Google

Search term: Hospitality industry in Russia

Article: Trends in the development of hotel business in the world and the Russian Federation

https://www.researchgate.net/publication/308595842_Trends_in_the_development_of_hotel_business

_in_the_world_and_the_Russian_Federation

Authority: Elena Nikolskaya and Anna Kosheleva are authors of this article. According to the
information from the Russian website, Elena Nikolskaya is a professional in hospitality, tourism and
sport industries. She lectures in the universities and controls the quality of hospitality services in many
organizations. She has an experience of 30 years in hospitality industry. Anna Kosheleva works as an
assistant professor in Plekhanov Russian Academy of Economics and has an experience a strategic
management, business development and entrepreneurship. Therefore, both authors have enough
authority to share their knowledge and conduct the research.

Accuracy: Information of the article is written in an accurate and comprehensive way. New information
always starts from the new paragraph and the report is supported by the tables and research
evidences. Therefore, this article can be considered as a helpful and appropriate tool for the

researchers.

Objectivity: The purpose of this article is to describe Russian hospitality industry and show how this

industry affects the economy of Russia and other countries all over the world.

Currency: The article has been published in 2016 and, therefore, there are many trends, which still can
be applicable for the research in 2019. However, there are some changes, which could happen within

the last 3 years, because hospitality industry is changing and developing in a rapid way.

Coverage: This paper is made in a professional way. It contains the introduction, general information,
research methods and results. All the information is discussed and analyzed for the final conclusion.
The paper also contains the references and author information, which can be useful for the audience.
Article 25:

Search engine: Google

Search term: Human Resource Management information and definition

Article: The Practice of Human Resource Management
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https://www.ipa.ie/_fileUpload/Documents/THE_PRACTICE_OF_HRM.pdf

Authority: Joanna O’Riordan is an author of this article. She is a professional of Public Management and
specifically focuses on the problems and explanation of Human Resource Management. She has many
other publications, which are about organizational culture, workforce planning, HR strategies and

foreign affairs. Therefore, this author is experienced enough.

Accuracy: The article is accurate enough and all the facts are presented in a good and colorful way. The

information is written in a clear and professional style.

Objectivity: The purpose of this paper is to provide the reader with a detailed information about
different aspects of the HRM: HR system and strategies, HR performance and general impact on the

organization. It also explains the reasons of HRM implementation.

Currency: The report has been published in 2017. Consequently, all the information is still fresh and
valuable for the current research. The definitions and general ideas of Human Resource Management

still can be used by the researcher.

Coverage: The article has a general summary, table of content, introduction and conclusion.

Information about the authors is visible and transparent. References are included in the report.

Article 26:

Search engine: Google
Search term: Academic articles about Human Resource Management

Article: Human Resource Management: Theory in Practice

Authority: Osibanjo O.A. is a first author, who lives in Nigeria. He works as professor of the
Department of Business Management, received a Doctorate in Philosophy of Management. The
Doctorate has been granted to him in Romania in 2008. He made many other articles, which are about
customer loyalty, corporate image, employee social sustainability and etc. Adeniji A. Is a second
author, who also contributed to the projects about job satisfaction, organizational climate, internal

marketing practices and corporate image. Both authors have a great experience.

Accuracy: The information is written by the professional people and all the facts are divided into
groups and always start from the new paragraph, what makes it easier for people to read it and

understand the logical consequence.
Objectivity: The main purpose of the research is to discuss the advantages and disadvantages of the

Human Resource Management, introduce the audience to the history of HRM and show how it affect

the performance of the organization.
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Currency: The article has been published in 2012, what was about 7 years ago. This information cannot
be called as an absolutely new and applicable for the research 2019. The reason of choosing this

report is the fact, that there are a lot of useful information, which perfectly defines different aspects of
Human Resource Management and its policies. This general information and definitions are still helpful

for the research.

Coverage: The article contains the information from the book, but only half of the pages. Therefore, it
is difficult to judge the whole book and its quality. However, the part, which is presented online looks

convincing and professionally.

Article 27:

Search engine: Google
Search term: Paauwe: Human Resource Management

Article: Strategic HRM: A Critical Review, Human Resource Management: a critical approach

Authority: Paauwe J. and Boon C. are the authors of the article. Jaap Paauwe is a well-known professor
of Organization and Human Resource Management. He made the research in order to find a connection
between the HRM and well-being. He is a director of People Management Center and also works in
Tilburg University. Corine Boon is an associate professor in Amsterdam University. She created many
articles about the employee well-being, HR strategies and practices and HRM in general. Both authors
have a great experience and a perfect understanding of HRM.

Accuracy: All the facts and figures are accurate enough and always supported by other authors and
additional sources if necessary. Every new theme starts from the new paragraph. Therefore, it is really

convenient to read the book and use the most important parts of it.

Objectivity: The purpose of the article is to explain a relevance and importance of the Human Resource
Management from the critical point of view and to show the relationships between the organization
and its HRM approach.

Currency: The article has been published in 2009, what is, actually a long time ago. However, the
information has been taken from this article, because the authors of it have a lot of experience in
Human Resource Management and their facts are still useful for the current research.

Coverage: The article has been taken from the book, which was made and edited in a professional way.
It contains all the tool to lead the readers and provide them with the reliable information.

Article 28:

Search engine: Google
Search term: PDCA model definition

71



Article: Application of Plan-Do-Check-Act Cycle for Quality and Productivity Improvement- A Review

Authority: Pratic Patel is one of the authors of this article and he studied in the University of Medicine
and Dentistry in the past. He is a professional, who still works in this industry. However, there is not
that many information about his skills. Vivek Desphande is another author of the article, but,

unfortunately, there are also no facts about his past experience.

Accuracy: The article is accurate enough. The design of the paper is convenient for the audience and

presents only useful facts, without any extra information.
Objectivity: The purpose of the article is to explain what is PDCA cycle and how to better apply it. The
article also describes the main reasons of choosing exactly this method. It carefully explains every

aspect of the cycle and what information should be included in there.

Currency: The article has been published in 2017, therefore, all the information about PDCA cycle is
still useful and applicable for the research in 2019.

Coverage: The article covers the most essential parts of PDCA cycle and, includes the introduction,

academic information, final conclusion and references at the end of the report
Article 29:

Search engine: Google

Search term: Costs of employees’ training

Article: What is the Cost of Training Employees?

https: //www.patriotsoftware.com/payroll/training/blog/cost-training-employees-average/

Authority: Rachel-Blakely-Gray is an author of the article. She is one of the main editors of Patriot
Software. She offers the advices regarding Human Resource Management and Payroll issues for the
small business organizations. She also writes about the employees’ salaries, income taxes, negotiation

tips and etc.

Accuracy: The article is written in a bit messy way, but generally it was easy to follow the information
and understand the content. The article is divided into smaller paragraphs.

Objectivity: The purpose of the article is to point out the main reasons for employee training programs

and provide the organizations with the methods of training programs cost calculations.
Currency: The article has been published in 2017. The information, which is discussed in the article is

about costs of the employee training programs, so that there are some changes, which could happen

within 2 years. However, the information and formulas still can be useful for general calculations.
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Coverage: The article is not an academic paper and therefore it is not written in a professional way. It
generally describes the information and presents the facts. The structure of the paper is made in a

simple way.

Article 30:

Search engine: Google
Search term: HRM and hotel performance
Article: Direct and Indirect contribution of HRM practice to hotel company performance

https://bib.irb.hr/datoteka/786149.JHM_Marinela.pdf

Authority: Ruzic Marinela is an author of the article. Author biography is available only in Croatian
language. However, after the translation to English, it was clear that Marinela Ruzic has 10 years of
scientific experience. She focuses specifically on tourism industry and HRM development. She
conducted researcher in different countries and has an extensive experience in data gathering and

analyzing of the results.

Accuracy: The article is accurate enough. All the information is grammatically and logically correct. It is

easy to follow the logical connection between the parts and understand a final conclusion.

Objectivity: The purpose of the article is to show how Human Resource Management can affect the
overall performance of the hotels and especially, their financial part. The article contains results of the

guantitative research in order to support the information and final conclusion.

Currency: The article has been published in 2015, so that all the facts and arguments are still relevant

for the research and for the evaluation of the connection between HRM and hotel’s performance.
Coverage: The article is made according to the basic research standards. It contains the abstract,
introduction, research methods and results, conclusion and all the references, which have been used.
All the results are transparent and clear.

Article 31:

Search engine: Google

Search term: Qualitative Research : How to analyze the data

Article: Qualitative Research Data Collection, Analysis and Management

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4485510/

Authority: Jane Sutton and Zubin Austin created this article. Jane Sutton made many other articles

about governance issues, hospital pharmacists character traits, medical issues, connection between the
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organizational climate and patients and many more. Zubin Austin wrote about consumers of health

products, pharmacy practices and other medical issues. Both authors are professional researchers.

Accuracy: The article is accurate enough, but sometimes there are too many extra information and
examples, which can distract the reader. Generally, the information is relevant and useful for the

research.

Objectivity: The purpose of the article is to explain a professional approach towards qualitative
research and provide the advices for every aspect of the Qualitative Research: data collection, data

analysis and development of the recommendations.

Currency: The article has been published in 2015 and the methods of data analysis are still useful and

actual for the research in 2019. The information suits current situation and trends.

Coverage: The information is made in a correct way and explains everything step by step. The article
starts with an introduction and then describes data analysis and data synthesis. Finally, there is a
conclusion and final words from the author. All the references are presented at the end of the article.
Article 32:

Search engine: Google

Search term: Development of the tourism industry in Russia

Article: Russian Inbound tourism benefiting from the FIFA World Cup

https://www.tourism-review.com/inbound-tourism-in-russia-steadily-growing—-news10686

Authority: Nik Fes is an author of this article. Unfortunately, there is no biography about this author
and it is impossible to properly evaluate his skills. However, it has been noticed, that he also owns
other articles about German Hospitality Market and Turkish Tourism Destination. All the articles are

made in a similar, but professional and attractive way.

Accuracy: The article is accurate and made in a very attractive and pleasant way. It contains both

relevant description of the trends, figures, numbers and pictures to differentiate the information.

Objectivity: The purpose of the article is to show how the FIFA World Cup affects the Russian inbound
tourism and what benefits did it bring to the country.

Currency: The article has been published in 2018. This webpage presents the information about the
tourism trends and news, therefore it is important to find the latest and most relevant information.
Tourism industry is rapidly changing. This information has been added less than a year ago and so

that, still has a lot of useful facts.
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Coverage: The article was placed on the popular website. The information is presented in a convenient

way and supported by the pictures and highlighted facts. This webpage offers other related articles.

Article 33:

Search engine: Google
Search term: Verhoeven N.: Research Methods

Article: The Hows and Whys of Applied Research.

Authority: Nel Verhoeven is an author of the book. She is a research professional, who works
independently for many years. She provides people with her support and supervision when it comes to
the research works. She also offers professional workshops and guest lectures for those, who want to

improve their skills.

Accuracy: The book is accurate and divided into smaller parts for the convenience of the reader. The
information is given in a professional way, but without very difficult terms. All the research aspects are

well-explained.

Objectivity: The purpose of the research is to define different research strategies and provide people
with the relevant information and tools, to teach them how to develop proper research methods to

gather reliable and valid information.

Currency: The book has been published in 2015, what was about four years ago. However, this book is
made by very well-known and professional author, who has a lot of experience in the research
conduction. Therefore, the information and definitions are still very helpful and valuable.

Coverage: The book is made in a professional way and contains the information about quantitative and

qualitative research methods. This book step by step explains all the details of the research, research
design, types of surveys and how to deal with the research difficulties.

Appendix 2: Operationalization
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Recruitment
process

Performance
management

Employee
development

Compensation
and Benefits

Duty of Security
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Appendix 3: Performance Management stages

Performance management is a systematic process of:

PLANNING
Set goals/measures
Establish/communicate
standards

REWARDING MONITORING
Recognise & reward Measure performance
good performance Provide feedback

Review progress

RATING DEVELOPING
Summarise performance Address poor
Assign rating of record performance
Improve good

performance

Appendix 4: Impact of the Reward System on Staff and Organization

Total Reward Strategy: Impact on staff and organisation

Compensation
Benefits Employee Organization

Work-life balance

Performance & Recognition Satisfaction & Performance & Impact

Engagement

Development & Career
Opportunities

Appendix 5: Interview Guide

Interview Guide

Before the interview takes place, an interviewer contacted a person by a phone call in order to come up
with a date and time for the interview. The interview itself started with an introduction, a short
description of the theme of the conversation and small talk. It helped to make a respondent feel
comfortable talking and sharing the information.
Before the interview starts:

e The introduction partincludes personal information about the interviewer like name, age and

the name of the university.
e  State the relevance of the interview: “The relevance of the interview is to recognize what kind

of Human Resource Management policies does City Hotel 1905 have to deal with its
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employees. This information will help to understand the current situation in the hotel and what
changes can be done to improve the HRM performance in the future.”

e Indicate that the interview will last for 50-70 minutes

e Description of the main topic of the interview. “The interview will be about Human Resource

Management policies and practices, which exist in City Hotel 1905”
Recording:

e Give a short description of the interview theme: “The existence of Human Resource
Management policies is important in any organization of hospitality industry because it affects
the employee’s satisfaction and influences the overall organization’s performance. During the
interview, you will be asked about the Human Resource policies in City Hotel1905. You will
have questions about the recruitment process, performance management, development
programs, compensation and benefits and duty of security.

e “Please, feel free to ask any questions or further explanation during the interview if needed. All
the information will stay confidential and will not be published without permission.”

e “Before the first question, could you please shortly introduce yourself and your position in the
hotel.”

Interview questions:

1. What is the recruitment process in the hotel?
e Permission for searching the employees from
e Selection process
e Candidate assessment process
e How does a hotel inform a candidate about the final decision of the selection process
e Are you satisfied with the recruitment process of the hotel? Why? Why not?
e What changes would you expect in this policy?

2. How does performance management happen in the hotel?
e Job and objectives planning happens in the hotel
e Meetings between the manager and employees
e Evaluation of the results of the meeting
e Are you satisfied with performance management? Why? Why not?
e What changes would you expect in this policy?

3. What kind of employee development programs do you have in a hotel?
e Training programs and all the methods of the evaluation
¢ Knowledge sharing between employees?
e Do you like development programs? Why? Why not?
e What changes would you expect in this policy?

4. What kind of compensation and benefits program do you have in a hotel?
e Monetary rewards (salary, extra monetary rewards)
e Working benefits (medical cover, team events, flexible working hours)
e Opportunities to grow
e Working environment (employees recognition events, safety, and security)
e Are you satisfied with the compensation and benefit programs? Why?
e What changes would you expect in this policy?

5. What can you tell about the Duty of Security policy?

e Documentation for the risk appraisal
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e First aid tools
e Set of legal requirements
e Are you satisfied with the Duty and Security programs? Why?
e What changes would you expect in this policy?
Escape box:
1. Can you give an example?
2. Can you elaborate more on it?
3. What was the reason for it?
4. What is your opinion about it?

Appendix 6: Interviews from City Hotel 1905
Interview Transcript 1

Theme: Human Resource Management policies in City Hotel 1905
Date: 17.04.19
Interviewer: Student - Natella Salamova (Interviewer)

Interviewee: Amik Malhasyan (1) (Respondent)

1.1 Interviewer: Okey, Welcome to today’s interview! This interview will be about Human Resource

1.2 Management policies, but first of all before | start to ask question | would like to introduce you to
the

1.3 main idea and theme of the interview. So, we all know that existence of the Human Resource.

1.4 Management policy is important in all the organizations of the hospitality industry, aah..because it
1.5 affects, first of all the employee satisfaction and the overall performance of the organization,
therefore

1.6 1 would like to conduct interview with and ask the most important and valuable questions for

1.7 developing, for developing Human Resource Management policies in a future...in a future for City
1.8 Hotel 1905 in Moscow. Ah, before we start with the interview | would like to tell you that all the
1.9 information will stay confidential, so | am going to share it only with my university and if you need
any

1.10 further information about the specific question, you always can ask me questions and | am always
1.11 going to reply to you. First of all, could you please shortly introduce yourself, like some personal
1.12 information, what is your name, your position in a hotel and do you actually like to work in this
hotel.

1.13 Respondent: Am, my name is Amik, as | say (laughing), | am 22 years old and my position in my
hotel

1.14 is.. simply | am administrator

1.15 Interviewer: Hm..

1.16 Respondent: | don’t know how to say in English “Portier”’(laughing)

1.17 Interviewer: Okey, | Understand you (laughing)

1.18 Respondent: So, | am administrator in a small hotel, four stars, hm...in a center of Moscow
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1.19 Interviewer: In a business center, right?

1.20 Respondent: Aaah, what?

1.21 Interviewer: It’s located close to the business center

1.22 Respondent: It’s located close to the business area

1.23 Interviewer: Aha

1.24 Respondent: You can..amm see on a map, there is a Moscow City towers and Expocenter center,
near by...

1.25 Interviewer: Yes..

1.26 Respondent: Hmm so, there is a lot of people, who came for work ..

1.27 Interviewer: Okey, so like business people

1.28 Respondent: Amm, business people and people who works in a big companies, on a technology
1.29 companies and... other size of business

1.30 Interviewer: So basically your target group is more business people, not for example tourists..
1.31 Respondent: Yes, yes...

1.32 Interviewer: And, do you know it’s like international people, or...local

1.33 Respondent: Yes, hmm...and locals, and internationals as well

1.34 Interviewer: Okey, do you need to talk a lot about, like.. let’s say... do you often talk in other
1.35 languages, in English, or other languages, as international...

1.36 Respondent: Amm, usually | speak Russian, cause it is a lot of locals there...

1.37 Interviewer: Okey (laughing)

1.38 Respondent:...but | use English everyday

1.39 Interviewer: Of course

1.40 Respondent: | use English every day and | know Spanish as well, but | use it maybe 5 times
(laughing)

1.41 Interviewer: A week? In one week?

1.42 Respondent: In a year

1.43 Interviewer: In one year, oh yeah

1.44 Respondent: Yes

1.45 Interviewer: And what about employees, do you also speak other languages with employees, or
1.46 basically you all communicate in Russian Language?

1.47 Respondent: No, we basically communicate in Russian

1.48 Interviewer: So all of them can speak like normal Russian language

1.49 Respondent: Yes, maybe cleaning, because there are working a woman from Turkistan

1.50 Interviewer: Oh she doesn’t speak Russian?

1.51 Respondent: And... one of them don’t speak Russian as...don’t speak Russian good, but she study
1.52 Interviewer: Oh interesting, | didn’t know

1.53 Respondent: So, we try to understand each other, yes (laughing)

1.54 Interviewer: What language do you speak with her?

1.55 Respondent: Ahh...we speak Russian, but..

1.56 Interviewer: Very simple Russian

1.57 Respondent: Yes, very simple, very simple

1.58 Interviewer: (laughing) okey, | didn’t know that they don’t speak Russian as well

1.59 Respondent: Only one girl, only one...
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1.60 Interviewer: Interesting, okey and do you actually like to work in this hotel? Do you like your
1.61 colleagues or... and a managers

1.62 Respondent: Amm...how to say...(laughing)

1.63 Interviewer: (laughing)

1.64 Respondent: Ah Yes | like my work, | like the work in general, | like it, yes...but the work and the
1.65 social part in Russia is not good as in Europe or in other countries.. so my work in general | like it,
1 1.66 like to do my job, so it is pleasure for me...yes, | like my job,

1.67 Interviewer: yeah | can imagine...

1.68 Respondent: If you ask me about the work in general, | like it...

1.69 Interviewer: Okey...and do you actually have experience working also in the international hotels or
1.70 companies like in Europe or somewhere else, or you just started for example...

1.71 Respondent: No... | don’t have this experience

1.72 Interviewer: After... you finish the university, right? Like...

1.73 Respondent: Yes

1.74 Interviewer: And after the university you started to work in a Russian hotel, like straight away
1.75 Respondent: Yes

1.76 Interviewer: Okey

1.77 Respondent: | started in other hotel...

1.78 Interviewer: Hmm...

1.79 Respondent: Hmm.. it was business hotel as well

1.80 Interviewer: Okey, what’s the name?

1.81 Respondent: Ah, Garden Embassy

1.82 Interviewer: Yeah, | heard about it..

1.83 Respondent: So, on Prospect Mira Street, near the Botanik Garden of MGU Moscow City

1.84 University...ah..so.. it’s a hotel | like more that one than this one because you know it was more...
1.85 Interviewer: Bigger, probably international

1.86 Respondent: Ahh..no it wasn’t bigger, it was apart hotel...

1.87 Interviewer: Ah okey..

1.88 Respondent: Like apartments...

1.89 Interviewer: Hmm..

1.90 Respondent: And, there was more interesting things, a good restaurant on a first floor, Botanik
1.91 Garden view from the rooms

1.92 Interviewer: Okey...

1.93 Respondent: And big rooms, big rooms like you know like floors, with a kitchen, with a bedrooms
1.94 and with a big bathrooms and this hotel we have only showers, it’s not good for the hotel with a
four stars

1.95 Interviewer: Ah you mean in a one you work now, in a city hotel, right?

1.96 Respondent: Yes, yes, in a city hotel

1.97 Interviewer: Maybe it is also because it is kind of, relatively new hotel, so maybe still need to
improve a lot of things

1.98 Respondent: | don’t know... | don’t know, because the design in Garden Embassy is more
interesting,

1.99 more beautiful and more...the new, this is more is more... how to say haha.. sorry | have only

three
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1.100 hours of sleep

1.101 Interviewer: Ah...no it’s fine, yes, you can... no basically you, yes, that hotel you like more...
1.102 Respondent: Yes, this hotel is new.. that that one, but other one looks more presental than this,
so

1.103 it’s four star and there and here so the difference is very big

1.104 Interviewer: Of course yes, so they still need a lot of improvements... your English by the way is
very

1.105 good, so don’t worry about it (laughing)

1.106 Respondent: Thank you, thank you so much (laughing)

1.107 Interviewer: | understand you very clearly, so, okey now | am going through like six questions
about

1.108 Human Resource Management policies

1.109 Respondent: Let’s start

1.110 Interviewer: Let’s start, so the first one is about recruitment process, so could you please tell
me...

1.111 l understand that you are not a manager, but from the employee perspective could you please
1.112 explain me your experience about the recruitment process, so first of all how did you find the
job, if

1.113 you find it yourself or maybe they contacted you? Ah.. okey, let’s start with this one, so how did
you

1.114 find a job you find the job?

(Selection process: 1.115-1.124)

1.115 Respondent: Ah...my manager in this hotel

1.116 Interviewer: Yes

1.117 Respondent: He was, he was a...supplier of the manager of Garden Embassy. After | fired from
this

1.118 job and, they invited from City Hotel 1905, they invited to pm General Manager and he invite me
to

1.119 work as an administrator

1.120 Interviewer: Okey, so

1.121 Respondent: So, close relations, you know in Russia its normal (laughing)

1.122 Interviewer: (laughing) Yes, that’s true, so basically through your friends you found a job, they
1.123 invited you there, right?

1.124 Respondent: | can say that she is my friend, she is just work friend, maybe it’s colleague
1.125 Interviewer: Yeah, like a colleague, maybe like close colleague,

1.126 Respondent: Colleague

(Candidate assessment process: 1.127-1.139)
1.127 Interviewer: Okey, it’s a good one, and also did you had like...did you have interview or

something

1.128 before they took you to work in there
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1.129 Respondent: Hmm, in this hotel-no, In Garden Embassy-yes

1.130 Interviewer: In Garden Embassy, but in this hotel you didn’t have any interviews, so.. or maybe
1.131 some kind of...

1.132 Respondent: No no, he know that | am work on this position, he knows that | work good, so he
just

1.133 ask me to work, | was great

1.134 Interviewer; (Laughing), but did you have like meetings with the manager? Like some explain to
you,

1.135 what exactly they expect from you, like what will be your job position..

1.136 Respondent: Of course, of course

1.137 Interviewer: With a manager?

1.138 Respondent: With everybody, with everybody on this position, he talks with us..ah, before the
work

1.139 we studied two weeks before studying, because it was new hotel. So, we opened it together
1.140 Interviewer: Yes..oh you opened it together

(Meetings between the manager and employees:1.141-1.145)

1.141 Respondent: And we have maybe two weeks of preparament and after... in this two weeks we.
1.142 studied to work with a program, new program for me and my colleagues and we speak with him,
we

1.143 made a small meetings with administrators, with barmen, and with cooks, so he make a
meetings

1.144 he is very, like clean-mind, | don’t know how to say it right, he make everything very clearly and
1.145 very step by step

1.146 Interviewer: Ah, very organized and disciplined

1.147 Respondent: Yes, very, he is very organized person...sitting...on workplace

1.148 Interviewer: Are you talking about manager now?

1.149 Respondent: Yes?

1.150 Interviewer: Are you talking about manager now?

1.151 Respondent: Yes, yes, he can sit on his workplace from nine till...from nine to nine, so nine in a
1.152 morning till nine in the evening

1.153 Interviewer: Hard-working..

(Knowledge sharing between the employees and managers: 1.154-1.163)

1.154 Respondent: ...and his weekend, his holidays he came to the work, so very organized person and
he

1.155 always can help us with other questions, with my functional, it’s not very big, like my colleague’s
1.156 person.. functional, so sometimes, sometimes | have to call him, have to ask him something
about

1.157 guest, about relations with the guest, about the problem, how to solve it, so

1.158 Interviewer: How to deal with complaints for example, yes..

1.159 Respondent: What?
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1.160 Interviewer: How to deal with the complaints or with a difficult guests for example, right?

1.161 Respondent: Yes, yes...how to, how can | make a compliment for the guest if the guest didn’t
agree

1.162 with our decision of the hotel or he don’t like something, so...or he was frustrated from
something,

1.163 so you should do some compliment, maybe upgrade of the rooms, | should ask before | can do
this

1.164 Interviewer: Yeah...sure, so basically during your recruitment process you didn’t have, hm.. you
1.165 didn’t have any interviews or like special meetings, but within the process, like your working
1.166 process, you always can contact the person and this person always can advise you something, so
1.167 that’s how it works, right?

1.168 Respondent: Yes

1.169 Interviewer: It’s not like you have specific meetings before

(Meetings between the manager and employees:1.170-1.173)

1.170 Respondent: And he makes some small meetings sometimes on the work and usually because
of,

1.171 you know, some problems in a collective, in...between employees between employees and
guests,

1.172 maybe the mark on a booking.com is going down and he do some meetings with us and talk
how

1.173 to, how can we resolve this problem

1.174 Interviewer: We will come back to it as well

1.175 Respondent: Yes

1.176 Interviewer: Okey, so | understand and you don’t have like Human Resource Management
1.177 department itself, right? So, it basically happens with ...

1.178 Respondent: No

1.179 Interviewer:.. with general manager? He is the one who is responsible for this? Or Operation
1.180 Manager

1.181 Respondent: Ahh, he has a lot of responsibilities, a lot of, he is responsible for us, for barmen,
for

1.182 Sales Manager, so can take all the responsibilities

1.183 Interviewer: And does he also check your skills or like past experience before he hires you or
take

1.184 you to work..?

1.185 Respondent: Again please?

1.186 Interviewer: Does he also check your skills or like experience, your past experience before he
hires

1.187 you to the hotel? Before he takes you to the hotel... to work?

1.188 Respondent: How, how he check it?

(Selection process: 1.189-1.196)
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1.189 Interviewer: Yes, does he actually check something, your skills, he ask you about..
1.190 Respondent: Yes, of course, of course

1.191 Interviewer:.... your past experience or something

1.192 Respondent: Amm, he know my past experience (laughing)

1.193 Interviewer: (laughing) yeah, in your case it...you were lucky, because he just...

1.194 Respondent: We worked together in other hotel

1.195 Interviewer: Yeah, in this case- yes

1.196 Respondent: That's why he didn’t need to ask me about this, he saw everything himself
1.197 Interviewer: And you are, as an employee, would you like to change something in the
recruitment

1.198 process for this hotel, what’s your opinion? Do you think that it's a right way to hire people or
1.199 actually could be a bit better or worse?

(Desired changes in the recruitment process: 1.200-1.204)

1.200 Respondent: Of course, | would change a lot of things, if | will be a general manager, general
1.201 manager, | will do this in a future, but | understand my general manager too, because he don’t
have

1.202 a lot of.. he can’t use a lot of money, he have a...

1.203 Interviewer: Limited amount of..

1.204 Respondent: Yes, he have a limit of the, of the money, he have limit of the...of the employees,
1.205 because | think that it will be better to take a ...new employees, to work with two administrators
and

1.206 we actually have only three barmens and they work 24-hours shift, so..

1.207 Interviewer: Oh really, 24-hours?

1.207 Respondent: Yes and me too, so, but on the reception there is, there are four persons, so we
work

1.208 one-24 hours shift and have three rest days and the barmens work one... 24 hours shifts and
only

1.209 two days of rest...it’s too much for them

1.210 Interviewer: It’s crazy, yes, impossible

1.211 Respondent: Yeah, 240 hours in a month, so in European marks, it’s very, very a lot of hours of
1.212 work, so..

1.213 Interviewer: It’s impossible, because normally it should be 40 per week, 40 hours

1.214 Respondent: Yes and they don’t reach a lot of money so that’s why | think it’s better to make ah,
to

1.215 make them work with four persons

1.216 Interviewer: Yeah, of course, you need more employees now

1.217 Respondent: Yes we need it, we need it (laughing). It can help us with the relations, with the
guests,

1.218 because...

1.219 Interviewer: Yeah, of course

1.220 Respondent: The guys should be relaxed, should take their rest
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1.221 Interviewer: Yes, at least they should be happy and for this purpose you need to be not that
tired,

1.222 right

1.223 Respondent: Yes yes

1.224 Interviewer: You still need a lot of energy to talk to people

(Flexible working hours: 1.225-1.1226, 1.232-1.235)

1.225 Respondent: | know by myself that when you tired, you don’t have normal time for the rest, for
the

1.226 sleep, even at work, if you work at night, it's very harmful for your health, of course in my, in my
1.227 last hotel- Garden Embassy

1.228 Interviewer: Yes

1.229 Respondent: ...we worked only night shifts, so | have a.. | started to have a lot of problems with
my

1.230 health...

1.231 Interviewer: Yeah, of course

1.232 Respondent: That’s why | fired from there and now | work for 24 hours, but our General
Manager,

1.234 he allow us to sleep at work place, we sleep three- four ours, but it is better than don’t sleep the
1.235 whole night, so

1.236 Interviewer: It is really difficult

1.237 Respondent: Yes, and at night we work like...one person-barmen, sleep first and | have check-
ins,

1.238 because | have a guest, | have check-ins, so till maybe two or three pm yesterday and after
1.239 midnight, hm | saw the last guest, it’s maybe three, three o’clock at night, yes, the last maybe at
1.240 three o’clock, so and the barmen, he can’t change me on my position, as | can change him,
because

1.241 | have. A lot of experience and this is...

1.242 Interviewer: Yeah, of course

1.243 Respondent: | even was a barista, so | can make a coffee, something, tea, like a drinks..

1.244 Interviewer: Oh that’s great, that’s | also can do, it’s very interesting, right?

1.245 Respondent: Yes, and | can change him on his position, but he..

1.246 Interviewer: But actually | am sorry, let’s again, your responsibilities, like daily tasks, what are
you

1.247 doing on your job position?

1.248 Respondent: Again please?

1.249 Interviewer: Could you please tell me one more time, what’s your like daily responsibilities? So
daily

1.250 tasks.

1.251 Respondent: My daily responsibilities, so it’s a lot...

1.252 Interviewer: No, like generally, you meet the guest..

1.253 Respondent: So, we have a cleaning manager and we have cleaning employees, so they came at

nine

86



1.254 o’clock, they come at nine o’clock and go home at eight in the evening, so while they are at work
1.255 place, it’s okey for me, because | don’t have to bring something in a rooms, go to the room by
1.256 myself, solve their problems to clean, so, if the guests need something, toothbrush... oh just a
1.257 moment,

1.258 Interviewer: No it’s...

1.259 Respondent: Toothbrush or shaving kit or something like this, | can ask them and they will bring
it

1.260 to the room, so after nine, after eight in the evening | start to di everything by myself,
everything,

1.261 so every request, every requests of the guest | do by myself, towels, water...

1.262 Interviewer: So basically what receptionist are doing, right

1.263 Respondent: Yes yes, so, towels, water, air conditions and a lot of questions of the guests

1.264 Interviewer: Yeah, | can imagine, | know this one, | had this experience, that’s crazy

1.265 Respondent: Ah, so, and basically, from nine, | came to my work at nine in the morning. | started
1.266 with... | make, | make a...so just, small plate

1.267 Interviewer: Small plate?

1.268 Respondent: Tablichka..

1.269 Interviewer: Again? (smiling)

1.270 Respondent: Tablitsa

1.271 Interviewer: Table

1.272 Respondent: Table

1.273 Interviewer: (laughing) Yes, it is table

1.274 Respondent: Plate is... eto tozhe tablichka, nu ili s chem...sorry, sorry for Russian (smiling)
1.275 Interviewer: No, that’s okey

1.276 Respondent: | make a small table for cleaning to make them see which rooms they should clean
up,

1.277 like in general, so first they make a general cleaning, after they make usual cleaning so it’s first
that

1.278 | do when | came to work, after | check the mail, so till the day | usually work with emails

1.279 Interviewer: During the computer or laptop, right?

1.280 Respondent: Yes, during the computer, check ins, | can start when | have clean rooms, | always
1.281 make early check-ins, when the guest come early, so...

1.282 Interviewer: Okey. We will come back to this one more time a bit later, because | also have
1.283 questions about it | think. | understood you have a lot of responsibilities, that’s what | get.
Thank

1.284 you, | just want to like now move to the second question, because we still need to discuss a few
1.285 things. Ah so, second question actually it was about performance management, what’s also part
of

1.286 Human Resource Management policies. It is about the evaluation meetings, so...sorry...do you

(Meetings between the manager and employees: 1.287-1.323)

1.287 actually have, you have the evaluation meetings with the managers, right?

1.288 Respondent: Yes, sometimes
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1.289 Interviewer: And what do you discuss during this meetings? How often they happens and what
do

1.290 you actually discuss?

1.291 Respondent: Ah, not very often

1.292 Interviewer: Like ones in a month?

1.293 Respondent: (laughing). Maybe ones in...maybe...one meeting in...

1.294 Interviewer: In a month?

1.295 Respondent.....three-four months

1.296 Interviewer: In a three...so in a quarter actually

1.297 Respondent: Yes, quarter

1.298 Interviewer: Okey

1.299 Respondent: But it is not because of quarter, it’s because of a real problem and questions we
1.300 should solve together

1.301 Interviewer: So basically you only have it when you already have like a critical situation, when
1.302 something should be discussed

1.303 Respondent: Yes, yes, critical situation or employees start to work....their working potential
going

1.304 down, so the manager see it, he can start, if he want to, doing meetings to speak with everybody
1.305 Interviewer: Is it like he gathers all together all the employees or it is like departmental meetings
for

1.306 example for F&B, Front Office

1.307 Respondent: We used to do it together at work place, when everybody come to the meeting, but
1.308 now our General manager make an interesting thing and now he makes a video conference
1.309 meetings, because it’s really hard to...

1.310 Interviewer: Gather all together?

1.311 Respondent: Yes, gather all the guys together, because the barmens as | say, have only two days
of

1.312 rest and they don’t want to go to work in this days, so...

1.313 Interviewer: Of course, | can imagine

1.314 Respondent: Sorry, | didn’t hear you

1.315 Interviewer: No, | say, that | wouldn’t come as well, if | was working like for 24 hours per day
1.316 Respondent: Yes and me too, that’s why it is better to make a video conferential meetings
1.317 Interviewer: And what do you actually discuss? Like employees’ complaints or guests’ complaints
1.318 during these meetings?

1.319 Respondent: All together, all together, but more talk about employees’ responsibilities and
1.320 employees’ functional, employees. So we don’t speak about guests, we speak about relations
with

1.321 guest, how to speak with the guests, but | know it for my last job and this job, | know how to
relate

1.322 with people, so it’'s more, it's more important for us, for the employees, these meetings are
more

1.323 important for us..

(Individual meetings between manager and employees:1.324-1.330, 1.336)
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1.324 Interviewer: And do you also have individual meetings, like between you and manager just to
1.325 discuss your own performance or it’s like a group meetings?

1.326 Respondent: | discussed with him yesterday and on my latest shift | discussed with him, maybe
in

1.327 every shift when | go to work, so this time | discussed with him about the sleeping time of the
1.328 employees and he says we can make a group meeting with everybody and solve this problem, so
1.329 this time | really said this meeting, this really be the first meeting that we will do by video, so it’s
1.330 interesting for me too.

1.331 Respondent: Yeah, of course, maybe we will do it more often now from this moment, so | don’t
know

1.332 Interviewer: Okey, and these meetings are customer-based. Do you also have like meeting when
you

1.333 discuss for example your own problems or personal problems, so if you want some kind of
holidays

1.334 or whatever, | don’t know (smiling), or any kind of trainings, do they also talk about your
personal

1.335 staff as an employee?

1.336 Respondent: As | say, as | say, we don’t have normal social talk, so we even don’t ask our
General

1.337 Manager about something like holidays or...

1.338 Interviewer: Oh that’s bad

1.339 Respondent: If we need a holidays, we take it by ourselves, so my colleague now, he take the
1.340 holidays to go to the Madrid, so now we work three persons on the reception. So, three persons
and

1.341 now | work one 24 hours shift with a two days of rest...

1.342 Interviewer: That’s terrible

(Holliday allowance: 1.343-1.346)

1.343 Respondent: So we do it like this, usually, when somebody need a rest, because usually they
even

1.344 don’t give me a table of the rest days, you know, it’s like we have...by the law we have two
weeks

1.345 and two weeks of the rest with a payment for the employee, but they don’t give me from the
first

1.346 day and | didn’t ask, so | should do this, it’s good to.. you remind me about this! (laughing)
1.347 Interviewer: So, good to know some kind of interview advantages, right?

1.348 Respondent: Yes...

1.349 Interviewer: Okey, and what’s about his attitude, does he actually...when he discuss with you
some

1.350 kind of problems...is he...like, is he kind to you? Or basically he can yell at you as well or fight
with

1.351 employees?
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1.352 Respondent: He’s kind person by himself, so
1.353 Interviewer: So it’s in a norm..oh
1.354 Respondent: Sorry, | have an incoming call, sorry

1.355 Interviewer: No, it’s okey

(Working environment: 1.356-1.359)

1.356 Respondent: He’s a kind person, so he never talk with a volume up voice, so, we usually talk
very-

1.357 very, very calm, very normally, very friendly. So, we don’t have any troubles, if | do something
1.358 wrong, he can talk with me about this normally, calm, so friendly. So, | don’t feel me... | am
1.359 comfortable, when | speak with him, so it's okey. In this case, it’s okey.

1.360 Interviewer: Yeah, that’s important, that’s good. So, basically yes, you have meetings, but its’s
more

1.361 like, you have them only, when you really have something. Like a big problems, for example
1.362 Respondent: Yes

1.363 Interviewer: And they are always customer-oriented

1.364 Respondent: Sorry, can | drink a glass of water

1.365 Interviewer: Of course you can drink a glass of water (smiling)

1.366 Respondent: Yes thank you (smiling), | will be in one minute, so you can make a small pause
1.367 Interviewer: Yes...

1.368 Respondent: Okey, | am ready, | am here

1.369 Interviewer: Yes, are you ready?

1.370 Respondent: Yes

1.371 Interviewer: Feel okey? Okey, so with these questions we are done, the next one is about
1.372 compensation and benefit program. So if you actually have them. It’s about...okey,
compensation

1.373 and benefit program is actually some kind of advantages employees should have in a hotel, so
1.374 probably you know about it. It’s, for example, when you have extra payment, like additional
1.375 monetary payment besides your salary or any kind of rewards...

1.376 Respondent: No. We have only, only salary

(Monetary rewards: 1.377-1.397)

1.377 Interviewer: So, you don’t have, for example, any kinds of rewards or some kind of benefits
1.378 Respondent: No, no, no for up sales, no...no advantages for up sales, no advantages for
upgrades

1.379 of the rooms. Nothing, no

1.380 Interviewer: So, no kind of rewards, small gifts, no kind of advantages

1.381 Respondent: No, our General manager says it...hmm...if we will stay in a hotel one year, he will
1.382 make a re-card for us, as | can say it, it’s like in Russia it’s called Premia

1.383 Interviewer: (Laughing) Yes Premium... | don’t know...

1.384 Respondent: One hundred thousand of rubles, so but I’'m not sure if it's true, because he can say
it,
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1.385 but | know he can say a lot of things, he really says a lot of things before, so...

1.386 Interviewer: So, you don’t have any guarantees, that he will actually do it

1.387 Respondent: Yes, | am not sure, but maybe yes

1.388 Interviewer: He just promised you, just like this

1.389 Respondent: Yes, he just promised, maybe one day | will ask him and he will say: “I don’t know, |
1.390 didn’t say this”

1.391 Interviewer: It’s like for every employee, he promised it to every employee? For example if you
stay

1.392 for more than a year...

1.393 Respondent: Yes, yes, for everybody who will stay one year in a company

1.394 Interviewer: How much would you get then?

1.395 Respondent: One...hundred thousand rubles, it’s like...one and a half thousands of euros
1.396 Interviewer: Yes, sounds good, but there is no guarantees (laughing), okey

1.397 Respondent: Yes, no guarantees

(Holliday allowance: 1.398-1.400)

1.398 Interviewer: And what about, for example, do you have like a medical cover or maybe some kind
of

1.399 holidays allowance

1.400 Respondent: Nothing, those also...nothing

1.401 Interviewer: Okey (laughing), why do | ask. Okey, What about...

1.402 Respondent: In other works yes, but not everywhere in Russia they work by the law, so...

1.403 Interviewer: Yeah, | know

1.404 Respondent: ...and | don’t have a medical part or, | don’t know, social cards, so only salary and
1.405 my...I forget the words, sorry (laughing)

1.406 Interviewer: No, | understand you, don’t worry. And about working benefits, also, besides
medical

1.407 cover, do you have, for example, flexible working hours, can you, for example, sometimes ask
him

1.408 to change yours shifts or maybe to replace you?

(Flexible working hours: 1.409-1.415)

1.409 Respondent: Yes, yes. Usually | discuss this with my colleagues, if | need change my shifts,
change

1.410 it will step, so | don’t ask the general manager about this

1.411 Interviewer: So, you don’t need to discuss like your hours with General Manager

1.412 Respondent: No, | can give my, | can give my part of salary...

1.413 Interviewer: Oh really

1.414 Respondent:.... to my colleague, if he changes me, or my colleague can do it for me. So, it’s okay
1.415 with this

(Team events:1.416-1.418)
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1.416 Interviewer: Okey, and do you have some kind of team events? Like when you gather all
together,

1.417 like working team events. | don’t know, for the New Year, for the Easter

1.418 Respondent: Not yet, not yet, | don’t know, maybe in a future

(Opportunities to grow:1.419-1.434)

1.419 Interviewer: And also, opportunities to grow? Do you have them? For example, did they...
1.420 Respondent: (Laughing) It’s very difficult questions, because | don’t know, it depends on me, but
it

1.421 depends on, you know, on the owner of the hotel, or other people, who stay under me...not
under me

1.422 Interviewer: Yeah, who has the lower position, yes

1.423 Respondent: | don’t know how...how my General Manager reach his position, | don’t know,
maybe

1.424 friend of the owner or friend of the friend of the owner, so | don’t know, but if we talk about
1.425 opportunities, | think 10% of real chances to grow up, 10%, maybe 5-10%

1.426 Interviewer: 10%

1.427 Respondent: So it’s better to stay here maybe a few years. If you ask about this hotel, | don’t
know.

1.428 If you ask about this hotel, | think there is no... there are no opportunities

1.429 Interviewer: Yes, but it’s also like a small hotel, so you don’t have a lot of positions, probably,
that’s

1.430 why as well. For example, who you can become: a manager...

1.431 Respondent: Yes...we don’t have other positions, we even don’t have a position of... | don’t know
1.432 how to...how you call this position in Europe or in English

1.433 Interviewer: What is it about?

1.434 Respondent: It’s like the main receptionist, the main administrator, head of the administrators
1.435 Interviewer: Yes, it can be Front Office Manager, can be Reception Manager, yeah can be
Reception

1.436 manager, depend on the hotel as well, so how big is it

1.437 Respondent: In big hotels yes, Front Office manager, Concierge, | don’t know, so...

1.438 Interviewer: Concierge can be

1.439 Respondent: ...small hotels there is only administrators and managers. So, the girl, who advised
me

1.440 to take part in this interview, she work like manager too, but...

1.441 Interviewer: Yeah

1.442 Respondent: He gas...she has other responsibilities

1.443 nterviewer: Anna, right?

1.444 Respondent:...than General Manager and we

1.445 Interviewer: She is Operational Manager

1.446 Respondent: Yes, Operational Manager
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1.447 Interviewer: Yeah, | know this one as well. So basically, if | ask you about employee recognition
1.448 events, so you probably, don’t have them as well, right? It’s like...
1.449 Respondent: Events?

(Team events: 1.450-1.453)

1.450 Interviewer: Yes, employee recognition events, it’s for example when you achieve something,
when

1.451 they promote you, then you have this events, but if they don’t promote you, so you probably
don’t

1.452 have these kind of events...

1.453 Respondent: Unfortunately no, no

1.454 Interviewer: Okey, would you actually change something? What’s your opinion about it. | also
need

1.455 to have...if for example you were a manager. For example, what would make you feel better to
work

1.456 in a company, what kind of...

1.457 Respondent: Just a second please

1.458 Interviewer: Yes, sure

1.459 Respondent: Again?

1.460 Interviewer: What kind of compensation or benefit programs would you like to have, like as a
1.461 minimum in order to feel you...to make you feel better working in a company, in a hotel? Exactly
in

1.462 this one

(Desired changes in the compensation and benefits program: 1.463-1.470, 1477)

1.463 Respondent: | think we... | think we should have a percent from whole...whole, | don’t know, just
a

1.464 moment, | will use a translator

1.465 Interviewer: Yes, sure

1.466 Respondent: Because | don’t want to know, going to speak Russian

1.467 Interviewer: Yeah, take your time

1.468 Respondent: And it’s interesting for me too. Ah, it’s better to have percent from general income
of

1.469 the comp...of the hotel, so maybe 2%, it will be very good for me, 2% from maybe...our hotel
makes

1.470 6 millions, from 6 to 9 millions in one month, so...

1.471 Interviewer: Yes, and how did you call it, so general what?

1.472 Respondent:... from general income

1.473 Interviewer: Ah from general income, yes, yes yes income. Yes, | understand, could be nice!
1.474 Respondent: So 2 or 3%. Three is very much for me (laughing). Two percent is okey

1.475 Interviewer: So, for you it could be important to have some kind of monetary rewards, like in

terms
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1.476 of money

1.477 Respondent: Yes, it make the employees working harder

1.478 Interviewer: Of course, yes, because you can get extra benefit from it...

1.479 Respondent: Yes, when | know that | will get my forty thousand rubles in one month, | will not
work

1.480 harder, because | know if | will work...

1.481 Interviewer: Yes, if you work harder you expect them

1.482 Respondent:...good, or | will work not so good in latest month | work, it will be the same

1.483 Interviewer: Yes, of course, if you want. If they want you to work harder, you expect some kind
of

1.484 additional benefits or additional money for this, it’s normal | think

1.485 Respondent: Yes

1.486 Interviewer: And also okey, thank you, | got this, and also about employee development
programs.

1.487 Do you have some development programs, like trainings for example, they train you. When, for

1.488 example, you start to work or during your working time. Do you have some kind of trainings?

(Trainings: 1.489-1.492)

1.489 Respondent: No, only, when | came in this position, in this hotel, only two weeks of preparation
of

1.490 some kind of study, to study to work with a program, so, not more

1.491 Interviewer: Like introduction, small introduction

1.492 Respondent: Yes, introduction, small introduction and that’s all

(Evaluation of the employee results: 1.493-1.498)

1.493 Interviewer: And do they also evaluate you during your working process? For example, when
1.494 manager comes to you and check how you work, or something like this?

1.495 Respondent: Yes, it’s very often

1.496 Interviewer: Very often, so they don’t train you, but they check...

1.497 Respondent: today he ask me how | feel me today, what's happened this week or something like
1.498 this. So, he always interested in our working process, so it’s good

1.499 Interviewer: Okey, but he doesn’t develop any kinds of trainings so far, right?

(Trainings: 1.500-1.503)

1.500 Respondent: Hmm, you know, this type of trainings, this type of development programs...it for
big

1.501 hotels, so the small hotel, they don’t have, they have only one hotel, it’s not a net of hotels, it’s
not

1.502 a big net of hotels. So, big net of hotels they opportunities to do this, they have money and
1.503 something like this. Small hotel don’t have these opportunities. We work just as we know and
that’s all...
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1.504 Interviewer: Okey, and do you also share with each other, do share your experience with each
other?

1.505 Between employees for example? Do you help each other, of it’s like for example..

(Knowledge sharing between the employees and managers: 1.506-1.508)

1.506 Respondent: Yes, of course, of course, because in this place of work | work with my friends, with
my

1.507 old friends, so | work with my friends, they work in the PPA, in the Reception as well, so we
always

1.508 help each other

(Working environment: 1.509-1.513)

1.509 Interviewer: Okey, so you, do you have a good relationship with other...with your collogues? With
1.510 other employees?

1.511 Respondent: Yes, because they are my friends from school (laughing)

1.512 Interviewer: So, actually almost all of them?

1.513 Respondent: Ah, 70% of them

1.514 Interviewer: 70% okey now, that’s not bad, that’s good. Okey, so | got this one. And also the
next

1.515 question is about Duty of Security. What’s about Safety and Security programs? Do you have
some

1.516 kind of, for example, trainings about Safety and Security or do they explain you how to behave
in

1.517 case of Emergency situation?

(Documentation of the risk appraisal:1.518-1.523)

1.518 Respondent: Ah, you know | signed a lot of papers about... (laughing)

1.519 Interviewer: Did you read them? (Laughing)

1.520 Respondent: ....about Safety...yes... program, but they don’t even let me read this, so
1.521 Interviewer: Really? So, it’s just for administration, just to have this one

1.522 Respondent: Yes, but | know how, how should I relate in this situation, so it’s okey, because |
know

1.523 the problems, | know the key doors for emergency exit. It’s only four or five...

1.524 Interviewer: Yes

1.525 Respondent: Only four doors for emergency exit, it’s small hotel

1.526 Interviewer: No, it’s quite, it's enough and do you also have first aid tools?

1.527 Respondent: Yes?

(First aid tools: 1.529-1.532)

1.528 Interviewer: Do you also have first aid tools? Do you know where they located?
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1.529 Respondent: Yes, of course, of course we have, of course we have, but you can’t find there some
1.530 pharmacy for you know, if you get ill, only for emergency situation

1.531 Interviewer: So, for yourself, for example, you don’t have some medical treatments?

1.532 Respondent: Only from headache

1.533 Interviewer: Haha, only headache can happen?

1.534 Respondent: Usually, | have only headaches on my workplace

1.535 Interviewer: Okey, | understand, and do you also read a set of legal requirements for example?
For

1.536 example, like documentation, which you sign, have you ever read it or you just sign, but you
don’t

1.537 know what’s written in there?

1.538 Respondent: | signed it...they just told ne what is it and | just signed it, it’'s make, it was made by
1.539 Anna- Operation Manager

1.540 Interviewer: Yeah | know her (laughing)

1.541 Respondent: | trust her (laughing)

1.542 Interviewer: And also again the same question, like what’s your opinion about it? Do you think
1.543 that’s the right way of conducting like safety and security program or would you change
something

1.544 in here for the employees? How would you feel like safe for example?

(Desired changes in Duty of Security: 1.545-1.546, 1.559-1.1563)

1.545 Respondent: | think it’s important, because sometimes...our hotel is non-smoking hotel, like
every

1.546 hotel in Russia. So, you not allowed to smoke in a rooms, but a lot of guests do that

1.547 Interviewer: Really?

1.548 Respondent: And they don’t understand that it is really very dangerous for everybody, who stay
in

1.549 the hotel

1.550 Interviewer: Yeah, that’s terrible, you cannot do it

1.551 Respondent: Yes, but it’s Russia...for foreigners, it’s not a problem for foreigners. If | say to
foreign

1.552 person “Do not smoke in the room”, they will never do this. So, other people, mostly Russians of
1.553 course, they don’t understand this. Sometimes they smoke in the rooms, they don’t even scare
of

1.554 the fine, because it’s fine- ten thousands rubles for smoking in a room, so but the main thing is
1.555 that in a hotel there is a lot of things that can be fired. So, it’s really dangerous, we have to
solve

1.556 this problem. Firstly, the problem with the guests, to not them allow to smoke in a room, to
make

1.557 them scare to smoke in a room. | don’t know how to make them stop this.

1.558 Interviewer: Yeah, it’s very important, because it can be dangerous for other guests as well.
1.559 Respondent: So, in some hotels in Europe, | know they have this, they have smoking rooms

1.560 Interviewer: Smoking areas, normally you have like smoking areas, where you can smoke
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1.561 Respondent: Yes, smoking areas or smoking rooms. | don’t know, | was in Spain, there was a
rooms

1.562 for smoking, not rooms for smoking. Rooms, that you allowed to smoke, so it’s better to make a
1.563 smoking area, yes. But if we make a smoking area, sometimes a lot of people start to smoke in
the

1.564 rooms, because they don’t want to go outside, because they do some, | don’t know, some bad
1.565 things, so they start to go to the smoking area, start to be, you know, not crowdly, maybe they
1.566 would be drunk, they would be aggressive there. So, | don’t want to make smoking area. It is
better

1.567 “If you want to smoke-go outside”. It's better to do this way.

1.568 Interviewer: But normally you often have situations, when people still, the customers | mean,
they

1.569 still smoke and they don’t really listen and they are not really afraid of fines?

1.570 Respondent: Yes and they don’t scare of the fines, so | don’t how to do it right way. You know, |
1.571 can’t go to the room and say ‘I fine you, | fine you for this, so give me ten thousands rubles,
1.572 nobody will do this. So and you can’t let them do this...

1.573 Interviewer: So, it’s not like, it’s not mandatory

1.574 Respondent: You have a reason, but you don’t have a power for do this. So, | don’t know how to
1.575 relate in this situation. It’s better to call the police and let them go out from the room, from the
1.576 hotel. It’s better to do this way, but the police in Russia don’t work this way, so.

1.577 Interviewer: So, basically, for example, when you say to them that you gonna fine them, but if
they

1.578 smoke you don’t have any kind of power to really fine them, right

1.579 Respondent: No, no, you don’t....if they came from booking.com, you know....

1.580 Interviewer: Then these rules doesn’t make sense, right?

1.581 Respondent: The guest are clever. If they came from booking.com, they never will smoke in the
1.582 rooms, because they know if they smoke and they reserve the room from booking.com, | can put
1.583 them in black list of booking.com for smoking in the rooms...

1.584 Interviewer: Oh really?

1.585 Respondent: Yes...l allowed to do this. So, and after they can’t reserve the hotels on
booking.com

1.586 site. So, the clever guests know this, so otherwise. Otherwise a lot of people came from... they
call

1.587 and reserve, so they email and reserve and | can’t do anything with these guests. | don’t have a
1.588 power in this case

1.589 Interviewer: Yes, this very bad, because basically you need to, you need to have a power. | don’t
1.590 know at least some kind of administrative documents or...

1.591 Respondent: And even security of the hotel...they don’t have a power for maybe, you know, let
them

1.592 go out, put them outside. No, no power

1.593 Interviewer: And do you actually know... you have a security in the hotel, right?

1.594 Respondent: Yes

1.595 Interviewer: And do you know what kind of power they have, what kind of responsibility, what
they
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1.596 can actually do?

1.597 Respondent: They can’t heat you

1.598 Interviewer: What?

1.599 Respondent: They can’t use. A power, they can’t heat you....allowed you

1.600 Interviewer: Can’t heat you? They are not allowed, yes?

1.601 Respondent: Yes, so | don’t know why we have them. Maybe to take keys, when | go to the work,
1 1.602 take keys from security. So, in this way yes. In other hotel it’s the same, you know, it’s the law,
the

1.603 written law of the securities, because it’s private organizations, that secure of the hotels. And in
the

1.604 law, in the Russian law, they can’t do anything, they can’t use power and then they can’t

1.605 Interviewer: Yes, | understand...but that’s interesting and do you also have security like 24
hours,

1.606 like they stay overnight as well, right?

(Safety level : 1.607-1.611, 1.616)

1.607 Respondent: Yes, we have button under the table. If...in this case-yes, but this is only in very
very

1.608 dangerous situations. If somebody rubbers me or | don’t know, wants to... stole my...in this
case-

1.609 yes, but in other cases-no. When somebody come to be drunk, start to speak with me, try to
harm me

1.610 Interviewer: They don’t participate...in this situation

1.611 Respondent: | can’t use this button in this case, no. | will solve this problem by myself

1.612 Interviewer: But it also can be dangerous, right?

1.613 Respondent: Again?

1.614 Interviewer: It also can be dangerous for you, because if there are a few people, who you gonna
1.615 solve this

1.616 Respondent: Ah, yes, can be dangerous, that’s why we don’t take on the work girls. | think, in
the

1.617 small hotels..

1.618 Interviewer: You mean, sorry do you mean for the reception?

1.619 Respondent: Again?

1.620 Interviewer: Sorry, do you mean you don’t take girls for the reception or like for any position?
1.621 Respondent: For the reception, right. Because the reception works 24 hours and there are a lot
of

1.622 bad things happens at night, of course

1.623 Interviewer: Really?

1.624 Respondent: Yes, usually, because at day time there are a lot of people in a hotel, so at night
1.625 there is only me and in this case it’s, you can’t take the girl on this position, because drunk,
drunk

1.626 mans or some dangerous situations. | don’t think about dangerous situations. Only drunk mans,

okey
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1.627 Interviewer: (Laughing) No, but it’s still, it also can be dangerous situation, depends on the

person

(Safety level: 1.628-1.630)

1.628 Respondent: Yes, yes and she will be alone here, so it’s very dangerous for her in this case and
in

1.629 net hotels all the positions work 24 hours: reception, security, in our case too. But security in
our

1.630 hotel-on the first floor and reception on the fourth floor

1.631 Interviewer: On the fourth floor? Reception you have on the fourth floor

1.632 Respondent: Yes, so in other hotels, as | say, every position works for 24 hours, so 24 hours
1.633 reception, bar, the concierge, the...

1.634 Interviewer: Yeah, all the positions

1.635 Respondent: All the positions, cleaning too...

1.636 Interviewer: Do you also have.. do you have person who replaces you or you work by yourself 24
1.637 hours for example if it’s... For example if it’'s Monday, you work on Monday for how many hours?
1.638 You can work 24 hours, right?

1.639 Respondent: So, | don’t have a person, who can replace me. | and my colleagues, we work alone
on

1.640 the reception, so in five meters we have a bar. So, when | go out for smoke, when | go out for
1.641 dinner...

1.642 Interviewer: Yes

1.643 Respondent: | leave there only barmen in this are on the reception. | leave there only barmen and
if

1.644 somebody...if somebody comes, he just call me and | going upstairs, so that’s all

1.645 Interviewer: Yeah that’s very...

1.646 Respondent: Nobody can replaces me

1.647 Interviewer: That’s very complicated

1.648 Respondent: Yes, and in case of barmen, if he needs to go somewhere, | said, | replace him
1.649 Interviewer: Okey, so then | want to ask the last question, if you actually know something about
it,

1.650 because it’s more question for the manager, but, do you know something about separation
process.

1.651 So, for example, if the manager decides to fire someone, do you have any experience, like for
1.652 example, was any person in your company, who was fired? Do you know how it happened? Like
they

1.653 have a meeting or he just come and say “You don’t work here anymore”

1.654 Respondent: Hm, no, nobody was fired, because our manager don’t want to take part in finding
a

1.655 new person. So he don’t want to...He don’t want to lose his time

1.656 Interviewer: he doesn’t want to spend money and time, yes?

1.657 Respondent: As he say...I forgot a very simple words

1.658 Interviewer: It can happen, because we already talked for a long time
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1.659 Respondent: Yes he lose...he don’t wanna lose a lot of time to finding any persons
1.660 Interviewer: And money as well
1.661 Respondent: What?

1.662 Interviewer: And money as well. So, it requires financial support

(Working environment: 1.663,1.670,1.681,1.682, 1.686-1.689,1.712-1.714)

1.663 Respondent: And money as well... So, | want to make only one person be fired in my workplace.
It’s

1.664 one of the cooks

1.665 Interviewer: You would fire him?

1.666 Respondent: What?

1.667 Interviewer: You would fire him, if you were a manager? Yes?

1.668 Respondent: Her

1.669 Interviewer: Her? Okey, it’s her

1.670 Respondent: Because she is a woman... she very bad kind of relative person

1.671 Interviewer: You mean it’s difficult to communicate with her or she is bad as a professional?
1.672 Respondent: For me it doesn’t matter with who | will work. For me, the real matter is how my
1.673 colleagues relates with the guests

1.674 Interviewer: Ah, how they communicate with...

1.675 Respondent: How they communicate with them, how they...how they like the guest, so, in case
of

1.676 this woman, | don’t like everything, | don’t like everything, | don’t like how she look, look
herself,

1.677 so..she don’t, don’t wash up her hair usually, so...

1.678 Interviewer: Oh really, but she...

1.679 Respondent: She work on a kitchen, so sometimes

1.680 Interviewer: She is a chef in a kitchen

1.681 Respondent: Yes, sometimes | see how she work without the gloves on her hands, she can mix
1.682 something by hands

1.683 Interviewer: Yes, oh my god, it’s terrible yes

1.684 Respondent: Yes, it’s really terrible, | never eat in the restaurant, if it’s her shift

1.685 Interviewer: When she prepared the food?

1.686 Respondent: Yes, | eat only when my favorite cook on the kitchen. So, when | know that she
1.687 prepares something-I never eat it. So, because sometimes | see how something go down on the
1.688 floor, she put it back to the table, so it’s not normal for me and | want this person to be fired
and |

1.689 speak with my manager about this, but every time he says “She will be okey, as we will change
it”.

1.690 So, he really kind person, really. In this situation, | don’t think, you should be kind, you should
be...

1.691 Interviewer: Critical

1.692 Respondent: Critical and you should be realist...

1.693 Interviewer: Yeah, of course
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1.694 Respondent:.... and you should fire her, in this case. It’s only one person, that | want to be fired
on

1.695 my job

1.696 Interviewer: Yes, do you think that actually it can spoil the experience of the customer as well?
1.697 Respondent: Yes, even we have a lot of feedbacks about her even in our booking.com site. So,
1.698 about the breakfast..

1.699 Interviewer: But how it happens, because normally chefs don’t communicate with customers
1.700 directly, but in your hotel they do?

1.701 Respondent: Cooks, the cooks or chefs?

1.702 Interviewer: Yes, for example, she is working in the kitchen , but how does she communicate
with

1.703 the customers?

1.704 Respondent: During the breakfast she go out from the kitchen

1.705 Interviewer: Ah she brings the food, right?

1.706 Respondent: Yes, but the rightest way to do this you only go out form the kitchen and put the
1.707 dishes and go back to the kitchen, so the guest should not see you. So, she even go to smoke
1.708 during the breakfast, so other cooks never do this, because when it’s a lot of people sitting at
take

1.709 the time, eat breakfast | can’t go out, because something can finish at this moment, some dish
can

1.710 finish at this moment...

1.711 Interviewer: Of course

1.712 Respondent: So, we solve this problem, but she, she even now go to smoke during the breakfast.
1.713 So, it’s not normal. | don’t know. And she didn’t....and she doesn’t wash her hands, after she
goes

1.714 smoke, so | never eat what she is...It's not for me

1.715 Interviewer: Yes, that’s terrible, of course.

1.716 Respondent: Terrible, and terrible for the guest. | can’t say them “Do not it this” | don’t want to
do

1.717 this (laughing)

1.718 Interviewer: Because then you can spoil the reputation of the hotel, that’s true. Ah okey, so,
okey,

1.719 but generally, as an employee, do you think that all these kinds of maybe small problems,
maybe

1.720 lack of trainings, do you think that that influence the overall performance of the hotel. For
example,

1.721 do you think that that’s the reasons why for example you get sometimes bad reviews or
something.

1.722 Do you think that sometimes could be more trainings or some kind of improvements. What kind
of

1.723 improvements would you like to have?

1.724 Respondent: It’s depends on the persons. You know, some persons come to the hotel and they

go
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1.725 out really really happy. So, | as a | know, you know it’s like a phycology only, because you can
get

1.726 one week of the greatest, greatest guests, they like everything you do and one week of the bad,
the

1.727 worse, the worst

1.728 Interviewer: Experience in your life yes

1.729 Respondent: Yes and one week of the worst feedbacks, reviews of your hotel and one week of
the

1.730 best reviews, so it’s depends only from the people. So...because some people came to the 5
stars

1.731 hotel with every kind of...every kind of service and they go out really, really frustrated, so
because

1.732 they have a really high...

1.733 Interviewer: Expectations?

1.734 Respondent: Expectations, thank you, thank you. They have a really high expectations, so I... as
for

1.735 me, | am a person that don’t have a very big exp...very high expectations, so when | come to the
1.736 four start | know how much services they do, they should have...I want to have a big bad

1.737 Interviewer: You know what to expect

1.738 Respondent: | want to have a chair, TV, so Wi-Fi, maybe an armor, so that’s all. | don’t need a lot
of

1.739 things. Some people want “We have a parking, why you don’t have a parking... | don’t wanna
1.740 showers”

1.741 Interviewer: Oh you don’t have a parking

1.742 Respondent: So, you can’t do your best for everybody, but you should do the best for the
people,

1.743 who really understand what...Sorry

1.744 Interviewer: Ah it’s okey

1.745 Respondent: But you can do the best for the people who really understand the hotel service, who
1.746 really understand what... Sorry again. Who really understand what is four star hotel, five star
hotels,

1.747 what services they can give you

1.748 Interviewer: Yes...

1.749 Respondent: So, in...in a lot of cases the bad reviews is coming, because a lot of people don’t
1.750 understand what is four stars service, what is five star service, what is three stars service,
because

1.751 they think that...the most of the bad reviews they write, the write about us “Three star service,
three

1.752 star service”. So, that’s the most popular bad review about our hotel, the most popular

1.753 Interviewer: Yes, | understand. Yes, for them they think if you offer service at the level of three
1.754 stars...

1.755 Respondent: Yes, it’s only because they don’t understand what is three stars service and four

starts
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1.756 service. They don’t see the difference between them. So | ca see the difference and other people
1.767 who understand, who travel a lot, they understand the difference. So, even my friend now, he is
1.758 s more better than in Europe. So, Europeans understand very good what is 4 star service, so
1.759 Russians didn’t...don’t understand it...they that 4 stars, it’s like you know, it’s one step before
the

1.760 five star. Five star is all the services that you want...

1.761 Interviewer: Yeah, so you want to say that basically if you have international European
customers,

1.762 they are less picky than Russian people, they complain less...

1.763 Respondent: yes, sure, it's real, so it’s fact, | don’t know how to say it in other way...because
they

1.764 understand even the...you know, | never see the bad mark for personnel, you know the marking
of

1.765 the personal in booking.com. They have personal, comfort, cleanings... Sorry | just have to hold,
I

1.766 have so many calls

1.767 Interviewer: No, it’s okey, don’t worry about it

1.768 Respondent: So, the foreigners, they understand.. | just delay...just a moment

1.769 Interviewer: The difference?

1.770 Respondent: The mark for cleaning, the mark for place of the hotel

1.771 Interviewer: Yes, yes, | know what you mean

1.772 Respondent: The Europeans never go down than ten for the personnel of the hotel employees.
They

1.773 always give a good mark for the personnel, because they know that in their hotels...because |
was in

1.774 European hotels and you too | think

1.775 Interviewer: Of course, yes

1.776 Respondent: So, you know that the employees, the personnel in European hotels they are not
warm,

1.777 they are not...how to say, they not do every request, as you want

1.778 Interviewer: It depends yes, | would say that | was working with different people

1.779 Respondent: Not in every hotel, | don’t speak about every hotel. So, they just so their job, you
1.780 know, they know the...they know their responsibilities, they know their functional and they never
go

1.781 up this line. So, we always try to go, how to say, we always try to make them happier, make
them

1.782 Interviewer: Yes, for example, through the personal communication, right?

1.783 Respondent: Yes, Yes. In this way, that’s why they like our hotels, that’s why they like our
1.784 employees and always give a good mark for this, but the main problems with the Russians that
they

1.785 come to the hotel...

1.786 Interviewer: With a high expectations?

1.787 Respondent: Frustrated, frustrated...

1.788 Interviewer: Yeah, that’s | know what you mean
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1.789 Respondent: They come to the hotel frustrated...yet and after you can do everything, but they
will

1.790 be stayed frustrated in any case, so sometimes | break them

1.791 Interviewer: Sometimes what do you do?

1.792 Respondent: Sometimes | break, break them

1.793 Interviewer: Break them? (laughing) | hope not like literally

1.794 Respondent: Yes, yes, make them happy, male them happy in this case

1.795 Interviewer: Oh, that’s your experience already

1.796 Respondent: So, but the first view, the first view of the Russian people and European people is
not

1.797 the same, because Russians always make feedback from the first view. Europeans make the
general

1.798 view-review

1.799 Interviewer: Yes, it’s true

1.800 Respondent: So, it's very bad, | think. Because they came first day and it was, it can be...they can
1.800 stay seven days, but the first day in the hotel will be terrible

1.801 Interviewer: Yes, the first impression

1.802 Respondent: They will remember it for whole life. So, they will write about this seven lists of the
1.803 paper and only one list of the good things. So, it depends on the person, so, the Europeans-yes,
1.804 they can write about, about first view. It will be not good, they will write about this, but this will
1.805 take a part of one day of the week, not seven days of the week, so it’s the main point of the
1.806 best...of the good or bad reviews in our hotel. So, now we have a mark 8.9 on the booking.com
1.807 Interviewer: What’s not that bad, right?

(Communication of the job objectives: 1.808, 1.809)

1.808 Respondent: It’s not bad, but | want to go up at the nine, because in my latest hotel it was 9.3,
it's

1.809 very good mark. So and my General Manager want to make 9.4, but it’s impossible in any way.
1.810 Interviewer: No, in a future can be...

1.811 Respondent: Maybe, maybe yes

1.812 Interviewer: Okey, so that was my last questions. Thank you very much for the interview, | am
going

1.813 to use it for my improvement and now | would like to finish. Do you want something g to add as
1.814 well?

1.815 Respondent: Oh, | can talk for many-many hours about my work. If you would have some more
1.816 questions, you can write me

1.817 Interviewer: Of course

1.818 Respondent: | will say you by the letter, if | can, because now | have to take my time

1.819 Interviewer: Of course, yes, thank you very much, here | am finishing, Goodbye!

1.820 Respondent: Thank you too! Thank you, Have a good luck!

1.821 Interviewer: You too, Good luck!

1.822 Respondent: Bye bye!
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Interview Transcript 2

Theme: Human Resource Management policies in City Hotel 1905
Date: 17.04.19
Interviewer: Student - Natella Salamova (Interviewer)

Interviewee: Shevchenko Anna Igorevna (Respondent)

2.1 Interviewer: lobpo NoxanoBaTb Ha CerofHslWHee NHTepBblo. CeroAHA A bbl X0TeNa NOroBopuTh 06...
0 Human

2.2 Resource Management, nubo, ecniv NnepeBoauTb Ha PYCCKNN-06 YNpaB/ieHUn nepcoHasnom. 5
pewwnna

2.3 NpOBEeCTM 3TO NHTEPBbIO MOTOMY YTO CErofHsA A 6yay pasropapueaTh C BaMu Kak C MeHeaXepoMm
otens City

2.4 Hotel, koTopbii HaxoauTca B MOCKBe, NOTOMY YTO YMnpaBieHne nepcoHanoM OYeHb BAXKHO €C/IN Mbl
XOTUM

2.5 npusneyb 60sblIe MHTEPHALMOHAIBHBIX PAOOTHUKOB, CAENATb X YC/IOBUA, paboune ycnoBus
HaMHOrO nyyule,

2.6 4yTOObl OHU AENCTBUTENILHO MOHUMANK, YTO paboTaTh B BalleM OTesle HAMHOIO BbIrO4HEE U Jydlue,
yem

2.7 BonycTuM B APYrux , B 4pyrux otensax MocKBbl 1 MJIOC ele NOoBbICUTb 06LLY10...0rganization
performance,

2.8 0buLyl0 KapTUHY OpraHu3aunm, ynyywnTb yCIoBUA. A, CErofHA B TeY4€HUW...TakK...06 YnpaBieHum
MepcoHanom s

2.9 byay KOHKpeTHO 3a4,aeaTh BaM BONpocCkl 0 npouecce npvema Ha paboTy, 06 ynpaesieHum

2.10 Npoun3BOAUTENBLHOCTbIO, NMO3XKe A 0OBACHIO YTO 3TO TaKoe, O NporpamMme Nocobun o pexunme
6e3onacHoCTU ©

2.11 B KOHLLe KOHLLOB MPO MpPOLLecC YBO/AbHEHMA. B obleM, ycnoeHo B obwem. Ecnu y Bac byayTt kakune-
TO

2.12 Bonpochl, Bbl MOXeTe Bcerga cnpallvBaTb MeHA U 1, B MTPUHLLUME, CMOTY 06BACHUTL BOMPOC

2.13 pononHuTenbHoe. MHdopmauua BCs byneT KOHbUAEHLUANBHON U AenuTca A byay TONbKO CO CBOUM
2.14 yHuBepcuTeToM. Mo3TOoMy A58 Hadana s bbl XoTena nonpocuTb Bac npeacTaBnTb cebs, cBOtO
no3nuuto,

2.15 ckonbKO Bbl yXXe B OTE€/IbHOM MeHEeXMEHT...B OTe/IbHOM BM3Hece 1 Kem Bbl AB/AETECD...

2.16 Respondent: 3apacTe, MeHs 30BYT AHHa, A ABAAIOCh OMepPaLLMOHHbBIM AMpPeKTOpoM B rocTuHuue City
Hotel

2.17 1905 B ropoge Mockse. Ha gaHHbI MOMEHT A B FOCTUHMYHOM bu3Hece 4 roga. He Bce 4 roga B
aTOM

2.18 roctuHuue, Ho B oblLeM BCe MMEHHO Tak.

2.19 Interviewer: Xopowo, NPUATHO NO3HAKOMUTLCA, MeHA 30BYT HaTenna, i CTyAeHT OTeJIbHOro
MeHea)XMeHTa B

2.20 lonnanauun. Toraa 1 xotena 6l CHayana CNpocuTh YTO AnA Bac Boobuie YnpasnieHue no nepcoHany
N Kak

2.21 npoxoguTt 3TOT npouecc y Bac B otene?
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2.22 Respondent: YnpaBneHne NepcoHasioM, Hy, M3HAYa/IbHO, KaXKAbIVi Ye/loBeK noabunpaercs Ha

2.23 HenocpeACTBEHHO OnpeaeneHHy A0/HKHOCTb, @ MO TeM HaBbIKAM M MO TeM YMEHUAM, KOTOpble OH
3Haer,

2.24 xoTopble eMy NPUCYLLA... U BbIMOSIHAET CTPOro OnpejesieHHble CBOM Kakne-T1o pyHkumu. Hawa xe
3a4aua,

2.25 4yT0bbl KaXkpas WwecTepéHoYKa B 3TOM 60/bILIOM OpraHu3me nog HaseaHuem City Hotel 1905
paboTana u He

2.26 paeana cboi. BoT, cOOoTBeTCTBEHHO, MNaBHasA Halla 3a4ava, YTobbl TeM, KTO y Hac paboTaeT, BceM
WHTEpPeCcHOo

2.27 6bI10 y Hac paboTaTb, NPUATHO U COOTBETCTBEHHO, YTOObI 3TO YyBCTBO ObINIO B3aMMHO.

2.28 Interviewer: MoHANA 1 KTO y BaC 3a4acTyto OTBETCTBEHEH 3a, BOT HA AaHHbIN Nepunos, BpeMeHu, KTo
2.29 OTBETCTBEHHbIN 3a 3TOT oTAen? Hy, nmbo Booblue 3a BCe MPoLEecch YnpaeieHus nepcoHasiom?
2.30 Respondent: Hy, cenyac Ha gaHHbIN MOMEHT Yy HaC Takoro YesioBeKka, Kak Takoro, HeT. Hawa
roCTUHMLLA HOBas,

2.31 oHa oTkpbIBanach y Hac B asrycrte 2018 roaa...

2.32 Interviewer: 20177

2.33 Respondent: BocemHaguaTteini-2019, To eCTb HaM ellle HeT, B aBrycte byaeT rog...

2.34 Interviewer: A Hy TO eCTb, aBCONOTHO HOBbLIN OTEeJb

2.35 Respondent: Mbl COBCEM HOBbIN OTE/Ib U Mbl MPUBJIEKANN YEJIOBEKA M3BHE...MMEHHO CneumnanmcTa
Mo Kagpam U NPOABUMKEHMUAM, KaLpOBMKa rpybo roBops, KOTOPbIA HOJbLYI0 YaCTb MepPCoHaNa Og4HUM
XOA,0M HaMm

2.36 nogHan, Tak ckaxeM. MNpakTuyeckn Ha 80%, HO OH BbIN HAHAT Y HAC BPEMEHHO, TO/IbKO Ha Mepuoz,
OTKpbITKA,

2.37 no3TOMY Ceryac Ha AaHHbIA MOMEHT €C/IM KakKue-TO nepecTaHOBKM B MepPCOHaNe HaM HYXHbl, 3TUM
2.38 3aHMMaeTCa ynpaBnsowmnin HenocpeaCcTBEHHO. A yeloBeka, KOTOPbIM 3aHMMAEeTCA 3TUM OTAENLHO, Y
Hac Ha

2.39 paHHbIA MOMEHT MOKa HeT

2.40 Interviewer: 1 NOMUMO ynpaBastoLWero, NoMoratwT /M Apyrve MeHeaXepbl, IMb60 3TO TONbKO

2.41 OTBETCTBEHHOCTb MMEHHO YNpaBAOLLEro?

2.42 Respondent: [Moka Ha JaHHbIN MOMEHT, MPUHATUSA PELLEHNA TONIbKO 33 HUM

2.43 Interviewer: XopoLlo, U CKOJIbKO Ha AAHHbIM MOMEHT Y Bac coTpyaHUKoB B oTene?

2.44 Respondent: Ecnun Tak HaBCKUAKy, okono 16-17

2.45 Interviewer: Xopowo, 16-17 yenosek? [lymaeTte n Bbl, 4TO Bam HyXXHbl 6yAyT HOBblE€ COTPYAHMUKH,
LOMNyCTUM

2.46 NHTepHALMOHA/bHbIE COTPYAHMKMN HA Bvkanwme fonycTum napy net? Yepes napy net?

2.47 Respondent: Hy KOHeYHO, MHTEPHALMOHA/bHbIEe COTPYAHMKWN BCErAa HY>XKHbl MOTOMY 4TO B Poccum
6onblune

2.48 npobnembl A3bIKOBbIE 1 BO/bLLON A3bIKOBOW Hapbep MOTOMY YTO Y HAC MO MEHTAJIUTETY HE OYEHb, He
OYeHb

2.49 xanyeTca U3y4yeHne aHMMUCKOro, TaM KaKoro Apyroro A3blka C CaMoro AeTcTBa

2.50 Interviewer: 310 ecTb, Aa

2.51 Respondent: [la, N0O3TOMY MHTepPHALWOHA/bHbIA NepcoHan B PoccMn HapepHOe TeMa A,0BOJIbHO

aKTyasnbHas,
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2.52 ncxops U3 TOro YTo MHOCTPAHHBIM FOCTAM KOHEYHO Bblsio 6bl FOpa3no0 KoOMGbOpPTHEE HAXOAUTCS B
rocTuHuLe,

2.53 rgoe y HMX HeT HUKAKOro A3blKOBOro bapbepa. Y Hac eCcTb COTPYAHUKM, KOTOPbIE FOBOPAT Ha
AHMIMIACKOM. 3TO

2.54 xak 6e3 3Toro. Ho ropopsT He BCe

2.55 Interviewer: (CMeeTcs) Xopowo. M Boobuie y Bac ec/in NpueskarT rocTu, 1mbo nocew,aoT Bac
OTe/ib... BaLl

2.56 oTenb, €CTb M y BaC UHTEPHALLMOHAJIbHbIE FOCTM? JLoNyCTWM, Te KTO He rOBOPAT HAa PYCCKOM f3bike?
2.57 Respondent: [la, KOHeYHO ecTb. TeM Bosiee, YTO Halla rOCTUHULLA OYeHb 6/1M3K0 K EXPO-LeHTpY.
EXPO-ueHTp

2.58 310 MecTO NpoBeaeHMA BbICTABOK, HA KOTOPbIe e34AT CO BCEX YrOJIKOB 3€MHOro wapa.
CoOTBETCTBEHHO, 3TO

2.59 MoXeT b6bITb abCO/IIOTHO MHTEPHALLMOHAJIbHAA BbICTABKA, KOTAA HET HU OLHOI0 PYCCKOrOBOPALLErO
rocrts, ecTb

2.60 BHYTpPEHHMI TYpU3M, KOrga 3TO pycCKas BbICTABKA, HO HUKTO He npeayrafaeT U HUKorpa He
n3BeCTHa

2.61 cuTyaumsa Koraa nosHOCTbIO FOCTUHMLA...B TOCTUHULLE MHOCTPAHHbIA FOCTb. Takoe NPoOMCXoanT
LOBOJIbHO

2.62 vacTo.

2.63 Interviewer: [la KOHeYHO, U Balll OTe/Ib TAKXe MOCELLAOT KaK bu3HecMeHbl, BU3Hec noau, Tak u
npocTbie

2.64 TypuCTbl, KOTOPbIE Nprexany NpocTo B MOCKBY Ha Kakoe-TO Bpems

2.65 Respondent: [la, KOHeYHO, Mbl BOODLLE B MepByl0 ouepenb ABASeMCs bu3Hec oTeneM. To ecTb
M3HayasibHO

2.66 TaKoW Hall CTW/Ib U Mbl Ce6A NO3ULUOHUPYEM, KaK BU3HEC OTeJb. ITO OTeJIb, KOTOPLIN UMEHHO AJis
2.67 KOMAHAMPOBOYHUKOB. Y HAC OrPOMHOE KOMNMYEeCTBO KOPNOPATUBHbBIX K/IMEHTOB OT pUpM, OT
pPa3nNYHbIX

2.68 KOMMaHW, KOTOPbIE MPUCHINAIOT CBOUX COTPYAHWKOB HA PA3/IMYHble Npe3eHTaLLMM, HA Pa3/INYHble
BbICTABKU U

2.69 nnoC Mbl HAXOAUMCA B LLEHTpe ropoAa, paaoM € MeTpo. U nac Mbl HAXOAMMCS B LLeHTpe ropoaa
pAAoM C

2.70 MeTpPO, K HaM MPUE3XKaAIOT YKe 0bblUHbIE TYPUCTbI, HO UX He Takoe BOJIbLIOe KOMYECTBO, Kak BCe
Taku

2.71 busHec....

2.72 Interviewer: Bu3Hec...Hy B NnpuHUMNe Aa, pacrnofioXeHne y BaCc oyeHb yaobHoe A/f...MMeHHO And
Kak

2.73 b3HeCcMeHOB, Tak U TYPUCTOB, TeM Bonee ecnm OKO0 METPo

2.74 Respondent: [a

2.75 Interviewer: Xopolwo, Toraa 8 HayHy C NepBOro BONPOCa, KOTOPbIA KacaeTcsa npolecca npuemMa Ha
paboty. To

2.76 eCTb, BO-MEePBbIX, KTO AAeT BOObOLLe pa3pelleHne, s MOHANA YTO 3TUM 3aHUMAETCS TIaBHbIN
MeHezXxep, HO

2.77 eCTb N1 YEJIOBEK, KOTOPbIN TaK XKe AaeT eMy pa3pelleHune, 1Mbo OH B MPUHLMIE CaM peLlaer,

[onycTUM B
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2.78 OAVH MOMEHT, YTO HY>XHbl HOBbl€ COTPYAHMKM U HAYMHAIOT NpoL,ecc?
2.79 Respondent: Mowucku...

2.80 Interviewer: MNoncku (cmeeTcs)

(Selection process: 2.81-2.85)

2.81 Respondent: Hy, ecnu Takas HeobXoAMMOCTb NPUCYTCTBYET, TO M3HAYa/IbHO Y HAC €CTb CalT Nno
npuemMy Ha

2.82 paborty, kak HeadHunter, KOTOpbIV Mbl WTYAUPYEM, BbICTAB/ISEM HALWM BAKAHCMU, HA KOTOpbIE
OTKMKAKOTCA

2.83 mopaun. Takxke Ha Hawy NOYT JIOAM BbICHIIAKOT pe3toMe, KOTOpble TakXe Mbl MPOCMaTpPUBaEM n
CMOTPUM KX

2.84 ymeHMe 1 HaBblkK. Ecnn kKaHAMAAT HaM NOAXOAUT, TO Mbl Ha3Ha4YaeM yxe AajbHellee MHTePBbIO,
Tak

2.85 ckaxem rnasa B rnasa

2.86 Interviewer: VIHTepBbIO NPOXOAUT OANH pa3?

(Candidate assessment process: 2.87-2.96)

2.87 Respondent: [la, nHTepBbIO NPOXOAUT OAMH pa3. M3HayanbHO paccMaTpuBaAETCA pe3toMe, ec/in
KaHgmpaT no

2.88 Te3ucam, no pesoMe HaM MNOAXOAMUT, TO €CTb KAKMe-TO €ro yMeHus, OMnbiT HAM MOryT NPUrognTCs,
Mbl yXe

2.89 HauMHaeM HernocpeaCcTBEHHO NIMYHYIO beceny, B KOTOPOW yXe y3HAaeM, UTO XOUeT Ye/I0BeK, XOUET Jin
OH Yy Hac

2.90 paboTaThb, UTO UMEHHO OH Aenas, YTO OH YMEeT U, TaK CKa3aTh, MPOCTO KAKOW-TO YeNI0BEYECKUIA
¢akTop

2.91 BbiABNAETCA HA 3TOM cobecenoBaHUU. Takxe, Mbl 0OCY)XAAEM, UTO Mbl MOXEM AaThb YENOBEKY, YTO
OH HaMm

2.92 moeT patb. TO eCTb Kakne 3HaHUA y Hero eCTb, YTO Mbl MOXeEM NpeasiokuTb. Ecnm 310 BCe
COBMajaeT u 310

2.93 Bce HpaBUTCA 06enM CTOpPOHAM, TO TOrZAA Mbl YK€ HauMHaeM MoANUCbIBaTb 4OMOBOP O NMpueMe Ha
paboty, o

2.94 BpeMeHHOM-TepPBbIN LOrOBOP, KOTOPbIA Mbl MOAMMUCLIBAEM C PADOTHMKOM U TaM YyXe Aajblue Kak
nosyymTCA

2.95 (ynbibaetcsa). Ecnu yenoBeky y Hac MOHPABUTCA U €CIM Mbl MOWMEM, YTO A4, YeNoBeK ANA Hac, Hall,
TO Mbl

2.96 pabortaem ganbwe

2.97 Interviewer: XopoLwo 1 Bbl NOANMCbIBAETE A0rOBOP NOJIy4yaeTCa Cpa3y Nocae nepBoro UHTEPBbIO?

(Final decision communication process: 2.98-2.108, 2.111-2.116)

2.98 Respondent: [la, Kak TO/IbKO Mbl Onpeaensem, YTo YeJIOBEK Y HAC OCTaeTCs, Mbl MOAMMCbIBaEM

[LOroBOp Ha
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2.99 ncnbiTaTenbHbln Cpok. MicnbiTaTeNbHbINM CPOK Y HAC TPK Mecaua. Ecnm 3a aTn Tpu Mecsua yenosek
NOHUMaeT,

2.100 4TO OH X0YeT y Hac paboTaTb, Mbl MOHUMAEM, YTO Y€JIOBEK CMPABAETCA CO CBONMMU
obsa3aHHOCTAMM, TO

2.101 pansblue yxe NoannCbIBAeTCA J,0roBOpP C aBTOMATUYECKOW NMPOJIOHTaLMen, To eCTb 6e3BpeMeHHbIN,
6e3

2.102 KaKMX-TO BpPeMeHHbIX PaMOK M OrPaHNYEeHMNI, B KOTOPOM TaK XXe MPOMnuMCbiBalOTCA BCE BCe BCe
yC/noBus, BOT.

2.103 Ecnu xe, 4enoBek HaMm He MNOAXOAMUT, BOT MO UCTEUEHUIO STUX TPeX MecALLeB, TO NPUBAN3UTENbHO
Tam 3a ABe

2.104 Hepenu, 3a TPN Mbl KOHEYHO Xe CTAaBMM YesioBeKa B...

2.105 Interviewer: B n3sectHoCTb?

2.106 Respondent: [1a, 1 Mbl...OH Y)Xe MOHWMAET, YTO eMY HY)KHO UCKaTb HOBYIO paboTy, a Mbl
NOHUMAaeM, YTO HaM

2.107 HYy)XHO NCKaTb HOBOIrO COTPYAHUKA. Pe3KO 3TO He MPOUCXOLUT, 3TO NPOUCXOANT NOCTEMNEHHO,
NponCXoaunT

2.108 BCce oYeHb NOrNYHO, BOT. U 1 AyMalo, YTO HUKOIO...HUKTO 3/1a Ha HaC He AepXuT (cmeeTcs)

2.109 Interviewer: Ho Bbl onoBeLLaeTe ToXe COTPYAHMKOB Kak? OHManH? JInbo Bbl 3BOHUTE UM, N1Mbo
2.110 npurnawaere?

2.111 Respondent: 3To faxe Ha paboT...BO-NEePBbIX...BO0OLLE TO CTAHOBUTCA MOHATHO U €My B TOM
yucne, 4To

2.112 yenosek He crnpasnseTca. [lna Hero 3To COPNPMU30M yxe He aBnseTca. Ecnm Takoe npomncxoguT, To
BCe

2.113 obcyxpaeTtcs Ha paboTe, HEMOCPEACTBEHHO NPU JIMYHOM OBLLEHNN C PABOTHUKOM, KOTOPOMY
rOBOPAT UTO “K

2.114 coxaneHuto Bbl He cnpaB/siseTech C BO3/I0KEHHbIMU HA BaMU...Ha Bac 00A3aHHOCTAMU M Mbl byaem
NCKaTb

2.115 gpyroro kaHAMAaTa, a Bam Hy)kHO nonckaTb Apyroe mecTto paboTsl”. BpemeHu u y Bac, n y Hac Ha
3TO eCTb,

2.116 BoT B 0buLeM Bnepep, (ynbibaeTcs)

2.117 Interviewer: Hy, B npuHUMne pa3yMHO. bbinnm nn KOHDAUKTHbIE CUTyaumm, BOT Koraa Bam
NpuUXoannocChb

2.118 onoBselaTtsb, AONYCTUM YTO COTPYAHMK BaM He NoAXOAUT? bblan nu Kakne-To npobnemsi?

2.119 Respondent: Ham noBe3sio, MoKa YTO Taku CUTyauLuMit He b6bis1o. Hy gaxke He cka3ana bbl, uTo
noBessno, y Hac

2.120 BCe AOBOMLHO TaKM NOMMYHO. TO eCTb, Mbl MpeaJiaraemM HernJjoxue ycsioBusa TpyAa M3HavYasibHO

KaHAnApaTam.

(Standard salary: 2.121-2.125, 2.130-2.131)

2.121 3710 ochopmneHne ouLmnaibHOE C MEPBOro AHsA, 3TO 3apaboTHas nnarta, KOTOPYH KaHAUAATI
nosyuvaroT 6e3

2.122 kKakux-nmbo yaepxek C NepBoro AHsA, HUKAKUX HETY AEeHEXHbIX WTpadoB, Tak ckaxkeM. EcTb

KaKaa-To
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2.123 onpepenéHHas HenocpenCcTBEHHAA OrJiaTa exemecayHasn, KOTopas BbiMJIaYMBaeTCA ABa pas3a B
mecsy, be3

2.124 ypepxek abconoTHO, BOT. M yxke B fasibHeNLeM, eC/I Mbl He MOAXOAUM APYT APYrY...HO KaK-TO
Bce 6bI1o

2.125 Bcerpa oyeHb JIOFTMYHO U B MPUHLMME AaXKe TaKUX CUTYaLUli Bbiiv eanHULBI

2.126 Interviewer: Hy, xopowo, 1 Npo6HbLI NeproL UM TOXe OMNJlauyMBaeTCs, BOT 3TU TPU MecaLa Koraa
Bbl...KOrAa

2.127 oHn npoxogAar

2.128 Respondent: [la, KOHeYHO

2.129 Interviewer: Xopouwo...

2.130 Respondent: B pa3Mmepe nosiHow 3apaboTHoN naathl 3a Ux paboty. Jaxe 6e3 kaknx-nunb6o
yAepXaHun Ha

2.131 nepuop ncnbiTaTeNIbHOroO CPOKa

2.132 Interviewer: [la, NOTOMY 4TO 06bIY4HO B POCCUM TaKoe TOXe MPAKTUKYIOT, YTO...

2.133 Respondent: B 60/1bWIMHCTBE C/lydaeB, npakTudeckn B 80% npu npueme Ha paboTy, NepBbivi Tam
HaBepHoe

2.134 mecsu, nepsbie TPU MecALa, CMOTPSA KaK BeAET UCMbITaTe/bHbIA CPOK KOMMaHusA. O6bIYHO 3TO
HEeCKONbKO

2.135 pgpyras 3apaboTHad nnara, oHa UAeT MeHblle

2.136 Interviewer: [la, TO eCTb B NIPUHLMMAE 3TO MOXHO OTMETMTb KaK Balle NMPenuMyLL,ecTBO B KAKOW-TO
CTeneHu...

2.137 Respondent: [la, na

2.138 Interviewer: [10TOMY 4TO AN COTPYAHUKOB A CYMTAIO, YTO 3TO XOopowo. U 3TuM npoueccom Toxe
3aHMMaeTcs

2.139 06bIYHO rNaBHbLIN MeHeKep?

2.140 Respondent: Bcerpga, na

2.141 Interviewer: [la, Xopowo, a A,0MOJIHATENIbHbIX TECTOB, IMBO KaKUX-TO NPOBEPOK Bbl HE MPOBOAMUTE
B TEYEHUMU

2.142 >Tux Tpex mecaues?

2.143 Respondent: HeT, He NpoBOANM, Mbl Cpa3y BMAWUM, YTO YEJIOBEK XOUET Y HAac paboTars u
CnpasnseTcsa Co

2.144 cBoMU 0bA3aHHOCTAMMU, NNBO e HeT. ITO AL0BO/IbHO-TaKW Cpa3y BUAHO

2.145 Interviewer: OT0 A, 3TO TOYHO. XOPOLWO, 3HAYUT C STUM MOMEHTOM MOHATHO.
KacaTenbHO...BTOPOW BOMNPOC

2.146 06 ynpaeieHnn NpPoOn3BOLAUTENbHOCTbIO. TO €CTb, 3TO LOCTATOYHO TAKOW NMONYNAPHbIA Ceryac
acnekTt

2.147 nmeHHO oTAena ynpaeaeHnsa nepcoHasiom. TO eCTb, 3TO O YeM, 3TO O TOM, O KOMMYHMKaLMu
Mexay

2.148 meHepxepoM 1 COTpyAHMKamMuK. To eCTb A0ONYCTUM, BO—-MEPBbIX, €CTb /N Y BaC Kakne-
TO...M3HAYaJIbHO, ecun

2.149 nn y MeHeZ)XepPOB KaKMe-To NiaHbl Lesv, KOTopble 3apaHee 0b6CyKAaloTCA, KOTOpblie AOMYCTUM Y
BaC BOT

2.150 ecTb Ha 6avkanwme 5 net gonyctuM. KoTopblie Bbl BOT ONpefeNeHHO...Kak CKa3aTb, COCTABUIIN

CMUCOK ”
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2.151 koTOpble, TaK e, 0 HUX Bbl MHPOPMUpyeTe CBONX COTPYAHMNKOB

(Communication of the job objectives: 2.152-2.160)

2.152 Respondent: Hy, y Hac HET Kak TaKOBbIX NMaHOB. TO €CTb KOHKPETHO, HO Y HAc 6b1/10...6b1/1a Lenb,
BbIHECTU

2.153 otenb Ha 100- NPOLLEHTHYIO 3arpy3Ky B BbICTABOYHbIA C€30H. TO eCTb KOrAa BbICTABKM Y HAC
pagoMm, B

2.154 EXPO- ueHTpe, 4Tobbl O HAC y3Hanu. Mbl 3TO cAenaan, Mbl 3TO CMOTN, Cenyac Ha AaHHbIN
MOMEHT,

2.155 eAMHCTBEHHOE K YEMY Mbl CTPEMUMCS U MOAOHAEM BeCh NepcoHan. He To, 4Tobbl NOAroHsAeM,
3TO CTpoOro

2.156 cka3aHoO, HO CTapaeMca NOACTaBUTb LieNb, 3TO Halla 06uLas Luenb FOCTUHULI, YTOBbI Mbl BbILIA HA
pPenTUHT

2.157 Ha canTe booking Ha 9.0, a To 1 Bbiwe, YTObLI 3TO bbINA AEBATKA, MO0 Bbiwe. M Mbl AN 3TOro
2.158 npuknaabiBaem Bce ycunums

2.159 Interviewer: B npuHUMNe COTPYLHUKN TOXe 06 3TOM 3HaAlOT, YTO Bbl CTpeMUTECH K AEeBATKE

2.160 Respondent: KoHeuyHO, KOHeYHO. JTO oblias paboTa 1 3To Halua obuLas uenb

2.161 Interviewer: MpoxoasaT N1 y BaC BCTPeUN MeXAy MeHeAXepoM 1 paboTHukamu? Jonyctum

2.162 nHauBMAyanbHble BCTPEYU, MO0 rpynnoBbie, rae Bbl 06CyxaaeTe 4OMNYCTUM Kak...MX, NX paboty,
rae Bbl

2.163 obcyxkpaeTe Kakme-To npobnemsl. JonycTvM, gaeanite HayHeM Tak. [NpoxoasaT nm
WHAVBUAYaNbHbIE BCTPEYM

2.164 C KaXabiM COTPYAHUKOM?

(Meetings between the manager and employees, Individual meetings between manager and employees:
2.165-2.168, 2.172-2.173)

2.165 Respondent: [la, KOHEYHO, MPOXOAAT U UHAUBMAYA/bHbIE BCTPEUN U obLiMe BCTPeUUn, BCTPeUn
KaXAoro

2.166 oTtpena. byab To 160 KNUMHMHF, MbB0 ropHUYHbIE, ByAb TO 3TO KYXHS, PECTOPaHHbIe NOBapa,
odUnLUMAHTLI,

2.167 nnbo 310 bap, 1160 3TO HENOCPeACTBEHHO peceniH. To eCTb, CMOTPA Kakas CTpykTypa. Ecnm a3to
4yTO-TO

2.168 obuiee...3apeBaeT YTO-TO obuLee..3M Ha nay3y noctasmna? (yabibaeTtcs)

2.169 Interviewer: HeT, Ha ny3y A CTaBUTb He MOy NMOTOMY YTO 34eCb TAKOr0 AeNiaTb HeNb3Aa (CMeeTCA)
2.170 Respondent: A Tbl e NpOCYNTbIBAELWb, COCeAKA BEPHYNaCh

2.171 Interviewer: A, 3TO HMYero CTPaLHOro

2.172 Respondent: B obwem Bce cobpaHns NpPUCYTCTBYIOT, TO €CTb BCe, BCe 0bCcykaaeTcs, 1Mbo IMYHo,
nnbo Bce

2.173 BmecTe

2.174 Interviewer: To eCTb B IPUHLMME, K KaK YaCTO NPOXOAAT A40MNYCTUM UHAVBUAYaNbHbIE COBpPaHUA,

2.175 nHgnenayanbHble BCTpeun? JonyCcTMM KOrga MeHenXXep IMLOM K MLy C COTPYAHMUK...
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(Individual meetings between manager and employees: 2.176-2.179, 2.183-2.189)

2.176 Respondent: UHaMBUAYyaNnbHble BCTPEUM MPOBOAATCA MO0 B KAKMX-TO, MO0 eCn Kakme-To Y Hac
2.177 npobneMHble NCTOPUU €CTb, KOTOPbIe ObIBAIOT B FOCTUHMUL,AX, MO0 3TO KaKMe-TO rocTu, KOTopble
nonagawT

2.178 HaM, C KOTOPbLIMWU HY)XEH MHAMBUAYANIbHbIN NOAX0A, BOT. C KOTOPbIMU HY)XHO afAMMHUCTPATOPY
npoBecTun

2.179 beceny, nnbo 3TO NPOCTO KAKNE-TO U3MEHEHUA BHYTPU PabOTbl FOCTUHMLLbI

2.180 Interviewer: Xopoluo, a obcykaaeTe Bbl TakXKe LOMYCTUM He TOJIbKO rocTen, IMbo Kakme-To
KOH(MIMKTBI, &

2.181 UMEeHHO nepcoHasnbHbie NPObHaAEMbI COTPYAHMKOB. TO €CTb €C/IN UM YTO-TO HYXKHO, LLOMYCTUM €CTb
NN...eCTb

2.182 nn y HUX Kakne-To nNpobsiemMbl B CeMbe UK Ha paboTe, KOTOpbie OHW Bbl XOTenn 0bcyanTb 6onble
Takue...

2.183 Respondent: Hy 3T0 B OCHOBHOM OTNYCK, 0bCY)XA€eHWNe BCeraa oTnyckoB, 60/bHUYHBIX U BCE TOMY
nopo6Hoe,

2.184 BOT. A Tak, B 60/IbLUIMHCTBE CBOEM MOKa Ha AaHHbIA MOMEHT He bbl1o Takoro. EAMHCTBEHHOE Mo
rpacuky

2.185 paboTbl MOXET 6bIIN U3MeHeHUA. MI3HAYaNnbHO Y HAaC cTapwuin nopTtee-lleTpe, paboTan ¢
noHezeNbHUKA NO

2.186 natHuuy 8o 18.00 1 y Hac Ha pecenieHe 6bI1I0 ABA Ye/I0BeKA, HO MOTOM Hawu pebsaTa- nopTbe
pewunnm, 4To

2.187 Tak byaeT nyywe, ecnn oHn ByayT paboTaTh CyTKU-TPOE, TO €CTb TPU AHSA BbIXOAHbIX, OAWH AeHb
oTpaboTan,

2.188 Tak nm cTano ynobHee, Tak e Mbl 3TO Bce obcyaunu. Hy, pas um Tak BceMm yaobHee, TO nocemy
6bl 1 HeT. B

2.189 obwem rocTUHMLA Nowsia Ha BCTpeuy U n3MeHuna rpaduk paboTtsl Ha bonee yaobHbIV gns
nepcoHana

2.190 Interviewer: Hy, B npuHLMNe 3TO BAXHO, YTO HA BCTPeYy Bbl UAETE N KAKME—TO HIOAHCbl MOXHO
obcyxaaTb

2.191 ecnin...

2.192 Respondent: [la, KOHEYHO, €C/IN 3TO HUKAK He BAUSET Ha paboTy roCTUHULbI, 3TO HUKAK He uaeT
el BO Bpea,

2.193 10 Nnouemy 6bl M HeT

2.194 Interviewer: A rpynnoBble cObpaHus ecnv NPOXoAsT, YTO Bbl 06CyXaaeTe 06bIYHO? Ha...LonyCcTum
Korpa Bce

2.195 BmecTe

(Meetings between the manager and employees: 2.196-2.200, 2.207-2.210)

2.196 Respondent: 3To nMb0 M3MeHeHUs B nopagke paboT, 1nbo 3To obcyxkaeHNe Kakux-nunbo
N3MEHEHUI Takxke

2.197 B nporpamMmme KOMMbIOTEPHON, MO0 B U3MEHEHMM MOACYETOBR, MNOO TaM KakMe-TO be3HaINYHbIe

nnaTexu.
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2.198 To ecTb, 3TO BHYTpPeHHAA paboTa, rpybo rosopsd, peceniueHa, Koraa obuiue ecTb Kakme-To
cobpaHua 1 Takxe

2.199 npet paboTa no or3biaM. To ecTb ec/iv Ha booking-e, nMbo Ha KAKOM-TO HOCKTeNle HaMm
OCTaBMan

2.200 HeraTuBHbIN OT3bIB, TO OH 0OCYXA,aeTCA NONHOCTbIO BCEM MEPCOHANIOM

2.201 Interviewer: JJa n kak 4acTo NPOXOAAT Takme BCTpeun? Kak yacTo cayyaroTcs, aa

2.202 Respondent: Hy, He Tak 4acTo, He TakK 4acTo

2.203 Interviewer: Xopouwo, Booble, a Boobuie Bbl cumtaeTe, YTO 3TO HEOH6XOAUMO, A,0MYCTUM,
npoBOAUTb

2.204 BcTpeuu, Hy nmbo Kakne-To COBpaHUA MHAUBMAYAIbHbIE C COTPYAHUKAMU. JonyCcTuM, 4TObbI
obcyanTs

2.205 MMeHHO He pabouunii npouecc, a 6osblue gaxe...Hy, LONYCTUM UX UAEN, UX...HY MOXET Kaknme-To,
MOXeT

2.206 6bITb OHN XOTAT YCOBEPLUIEHCTBOBATLCA, MO0 Y HUX €CTb KaKMe-To ugeu.

2.207 Respondent: ¥ Hac B /1l0boM, noboe KenaHue ecnv y YenoBeka ecTb KelaHue NoaonTH,
NOroBOPUTb YTO-TO

2.208 npuBHECTU HOBOE, NMHO YTO-TO 0BCYAUTh, Mbl ABCONIIOTHO OTKPLITHI 4/ BCEro 3TOro U B t060W
MOMEHT K

2.209 HaM MOryT NOA4OUTU, NOAXOAUNMN NIOAU, C KOTOPLIMU Mbl BeleM Ananor. Haul...Hawu paboTHUKMN.
Mbl Bceraa

2.210 OoTKpbITHI 4NA guanora

2.211 Interviewer: Xopowo, TO €CTb B MPUHLUMME Yy BAaC OTHOLWEHUA C COTPYAHMKAMM J,0CTATOYHO
xopouwue

2.212 Respondent: 1 aymato, 4To Y Hac o4eHb braronpusTHas atMocdepa Ha paboTe

2.213 Interviewer: Hy 3To npekpacHo! Xopowo, Toraa cieayowmn BONpPoC KacaTe/ibHO NporpaMm no
pasBUTUIO

2.214 nepcoHana. To ecTb, ecnu...

2.215 Respondent: UMeHHO ceroaHs

2.216 Interviewer: f x4y, He nepexunsante

2.217 Respondent: la-pa-aa, Bce... caywato Bac

(Trainings: 2.221-2.232)

2.218 Interviewer: Tak, a NporpamMMbl MMEHHO MO Pa3BUTUIO COTPYAHWKOB U PA3BUTUIO U PA3BUTUIO UX
HaBbIKOB, TO

2.219 ecTb NPOBOAATCSA NN Y BaC TaKMe Nporpammbl, LOMYCTUM TPEHUHIU, TN6O YTO-TO A8 YNyYlleHns
paboTsl

2.220 nepcoHana?

2.221 Respondent: Ceivac Ha MOMEHT-HeT. ¥ HacC B NpuHLMNe paboTaloT 04N C OMbITOM, KOTOPbIe
paboTtanu B

2.222 ceTeBblx oTenax. EcTb noan ¢ obpasoBaHueM, s caMa roCTUHUYHKK No obpasoBaHuio. Cervac, Ha
AaHHbIN

2.223 MOMEHT KaKNUX-TO BeBUHAPOB , INOO KAKUX—-TO MOBbIWEHNN KBATUGDUKALLUMN Y HAC HE NMPOXOAUNN,

HO A
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2.224 pymato, 4TO Mbl NpopaboTaem 3TOT MOMEHT 1 0643aTeNIbHO Y Hac YTo- TO Brepeaun byaeT
nopobHoe

2.225 Interviewer: To ecTb Ha byayuiee Bbl MJIaHMpPYyeTe TakKne NporpamMmbl

2.226 Respondent: Ja

2.227 Interviewer: A 3HaeTe NPMMEpPHO, eCTb KakMe—-To naen, OTHOCUTENIbHO KAaKUX UMEHHO HABbIKOB,
nnbo...

2.228 Respondent: Hy 310 ckopee Bcero byaet no rocTUHMYHOMY B13HeCY HeNMoCpPeACTBEHHO...lac Bam
CKaxy,

2.229 UMEHHO rOCTUHWYHbIA 3TUKET, IM60 3TO UMEHHO UAET HaNpPaBNeHHO Ha NnopTbe-paboTe ¢
OT3bIBaMM, Kak f

2.230 yxe ropopuna, Ha NoBbIlLIEHNE OLEHKY, HA NMOBbILEHWNE OLLeHKMW, TAKXe KJIMHUHI, Y HaC yXe
FOPHWYHbIE

2.231 ckopee Bcero B byayuwem byayT npoxoanTb UMEHHO CTaHAAPTbl FOCTUHWYHbIE MO
HenocpeaCTBEHHO

2.232 yKOMNAEKTOBAHMIO HOMEPOB, KaK 3TO BCe BbIMAAUT. B npuHuUmMne, cernyac y Hac, Haw
yNpaBnsowWwmn BoT,

2.233 yxe uMeeT onbIT paboTbl B Pa3INYHbIX OTENAX, TAKXKe NMeeT obpa3oBaHMe U Mbl ceryac paboTaeM
2.234 poBOJ/IbHO TakM MO eBPOMNENCKMM CTaHZapTaM, HO KOHEYHO HeT npezena COBEpLUEHCTBY

2.235 Interviewer: Hy KOHe4YHO, Hy 3TO B MpUHLMMNE Aa, XOPOLW WA MOMEHT, TeM bosee ans
WHTEePHALNOHANbHbIX

2.236 COTPYLHUKOB B OyAyLLeM 3TO B MPUHLMMNE OYeHb BaXXHO. TakK, XOpOLO 1 ewwe, Kak Bbl gymaeTe,
nenarca

2.237 NW...BO-NEPBbIX, AENATCA /I OMNbITOM BalN COTPYAHUKN MEXLY CODON M LennuTech I CBOUM
OMbITOM, KakK

2.238 MmeHeaxep, A,0MNYCTUM, YTOOLI FAEe-TO UM MOMOYb, FAe-TO NMOACKa3aTh, €CTb I Y BaC Takue

MOMEHTHI?

(Knowledge sharing between the employees and manager: 2.239-2.246, 2.248, 2.249)

2.239 Respondent: [la, KOHeYHO, U3HaYa/bHO Y HAC uaeT obydyeHne COTPYAHUKOB BCE...BCEM
nporpaMmmam u apyr c

2.240 ppyromM KOHeYHO oHM Aenatca. OHM y Hac NPULLIM B NPUHLLMME BCE BMECTE, Y HAC TEeKYYKN NO
pecenLH Kak

2.241 TAaKOBOW HET. Y HAC BeCb NepCOHaN, KTO paboTaeT 3a peceniuH, Npuwes B OAWH MOMEHT, BOT. U
KOHEeYHO,

2.242 eCnv y HUX eCTb Kakne-TO BOMPOChHI, OHM BCerga obpaiatoTcs K Ham. Mbl BCe B NpuHLMME
obbacHgeM, ecnu

2.243 rpe-To NpoBMCAET Kakaa-To nHhopMauma. Takxke Bcerga npakTUYeckn B OTesie HaXo4UTCA

YN paBasoLwmnin

2.244 Haw-AHApen, K KOTOPOMY MOXHO B /o060 MOMEHT NOAONTH, 3afaThk Bonpoc. JInbo xe 3to B
pexume

2.245 oHnariH, pewaeTcs 3BOHKOM, nbo bykBasibHO coobuieHreM. Takxe y HAac ecTb obwas rpynna B
paTcane, B

2.246 KOTOpYIO B 06OV MOMEHT MOXET HaNUCaTb KAXKAbIA YH4ACTHUK, CNPOCUTbL. EMy TyT e OTBETAT
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2.247 Interviewer: 3To XOpoOLWO, TO €CTb B NPUHLMMNE Y BAC €CTb KaKaa-TO OHJIANH CBA3b MpPaKTUYECKM
24 vaca?

2.248 Respondent: [la, KOHEYHO, KOMMYHMKALMA Y HAC uaeT 24 yaca U MOXHO obCcyanTb BCe YTO
NPOVCXOAUT B

2.249 rocTUHULE M NOJYYUTb OTBET HA KAKOW-TO...NpobsieMy, KOTOpas MOXeT BO3SHUKHYTb

2.250 Interviewer: MMoTOMy YTO MHOrve paboOTHMKK TOXe Y Bac paboTaloT cyTkamu, NpaBusbHO? 24 yaca
napy

2.251 pHen?

2.252 Respondent: [la, na, cytku

2.253 Interviewer: Xopolwuo, Kak Bbl AymaeTe Ans HUX 3TO BOobLLE CNIOXKHO, MO0 3TO BCE TakU peasnbHO?
2.254 YMecTHbIN rpacduk

(Flexible working hours: 2.255-2.259, 2.261-2.262)

2.255 Respondent: Hy Boobuie, kKaxabiil BbIOUpaeT caM, KOHeYHO. OHU HanpuMep camu Bbibpanu Takyo,
TakoMu

2.256 rpaduk, Kak 2 y)xe ropopuna paHee, M3Ha4asbHO OH LOJIKEH 6bln 6bITb COBCEM ApYyrvM. Ho
MaNbuULLKKN BCE

2.257 monoasble, NOKa Ha AaHHbIA MOMEHT U UX 3TO BCe ycTpauBaeT ( ynblbaeTcs). He 3Hato, uto byaeT B
2.258 panbHenwem. Ecnm Bopyr Mx nepectaHeT yCTpanmBaTh 3TO, HY Mbl NPUAYMAEM YTO-TO APYroe,
Kakon-To

2.259 apyrov rpaduk. Ho noka Bce 40BO/MbHbI

2.260 Interviewer: To ecTb, B NpUHLMNE, 3TO BbINO UX pelleHne paboTaTb Tak?

2.261 Respondent: 3To 6b1710 aBCONOTHO UX pewweHne. M3HayanbHO MM npeanaranca rpacdumk u um
npepnaranncb

2.262 pasnnyHble BapvaHTbl TPAUKOB U OHWM OCTAHOBMJIUCh HA 3TOM

2.263 Interviewer: UHTepecHO

2.264 Respondent: Bce BMecTe, 0AHUM 60bILIMM KOJIIEKTUBOM

2.265 Interviewer: Hy MOXeT TO UTO Aa, 3a4acTyi0 Yy BaC MOTOMY YTO ellLe MOJIoAble BCe COTPYAHUKN Aa B
2.266 npnHunne?

2.267 Respondent: KoHeyHO, KOHEYHO

2.268 Interviewer: [la, MOXHO ellle ©3-3a 3TOro0, NOTOMY YTO AN4 6onee B3pOC/bIX

2.269 Respondent: Ckopee Bcero, ckopee Bcero. [1oToMy 4To s 6bl HANPUMEpP U3 MO3ULUM TOrO YTO
OeBylKa u ¢

2.270 no3uumm yxe HaBepHOe KaKoro-To BO3PacTa, A 6bl HANPUMEp YXKe Tak He CMOT/a, YeCTHO CKaszaTb
2.271 Interviewer: A Bam CKONbKO neT ecnu...?

2.272 Respondent: MHe B utoHe byaet 30

2.273 Interviewer: Hy B npuMHLMME 3TO TOXe ellle MOJI0AO0N BO3PACT, HO 3TO HEMHOXKO CJIOXHO...

2.274 Respondent: Hy na, Ho 3T0 He 518 paboTbl CyTKaMu

2.275 Interviewer: Hy 2 Mory ckasaThb, YTO 1 B CBoM 22 ToXe 6 He ocobo xoTena cyTkamu paborarb
NOTOMY YTO XOTH

2.276 6bl ona...

2.277 Respondent: Hy TyT Kak xenaHue, HO BOT Y HUX TaKoe BO3HMKIO
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2.278 Interviewer: [la, NOTOMY YTO 4TOD elle Kakas-TO IMYHASA KU3Hb ObiNa, BCE TaKU HY, AE€Hb eCTb
neHb. M kak-To

2.279 Bbl...eCTb /11 KaKMe-TO MOMEHTbI, KOrAa AOMYCTUM MeHeaXep MOXeT NPUIATKU, IMBO Kak-To
OLLeHMBaTb

2.280 paboTy coTpyaHuKos? Hy nMbo A0MNyCTUM eCcnun y Bac HeT NporpaMm, obblYHO OLLeHMBAIOTCA
pe3ynbTaThl

2.281 nporpamm. Ho ecnin y Bac TakMx TPEHUHIOB MOKa HeTY, eCTb /I BOObLLE Kakue-To Boobuie
MOMEHTbI B

2.282 TeueHumn paboyero AHA, MO0 B TeY...00NYCTUM pa3 B MecsAL, KOrga KTo-To Habnwpaer 3a
COTPYAHUKaMW,

2.283 Kak oHM paboTaloT, YTO OHU AenakT?

(Evaluation of the employee results: 2.284-2.289)

2.284 Respondent: ¥ Hac npoxoauT HabnaeHe, y HaC Be3ae CTOAT KaMepsbl, Y Hac Be34e CTOAT 3anucu
2.285 aBTOMaTU4eCKku TesieOHHbIX PA3roBOPOB. ¥ HAC HeT onpeaenéHHoro rpaduka, 4To BOT
Hanpumep cerofHs

2.286 15-0€ 4ncno, cerogHs Mbl CMOTPUM, KaK y Hac paboTaloT noaun. 3To NPOUCXonuT B Niobol
MOMEeHT. B nobon

2.287 MOMEHT MOXET BKJIIOUYNTCA KaMmepa, MOCMOTPETb YNpaBfsowWwuii KTo-rae paboraer, kak paboTaeT,
0o yeM

2.288 pasroeapuBaloT no TenedoHy 1 KaK pa3roBapuBaloT JIIOAN MPOC/yLWaB pa3roBopbl C rOCTAMU. 3TO
MOXeT B

2.289 nobo MOMEHT NPOUCXOAUTH

2.290 Interviewer: Xopowo, Torga KkacatesibHO 3Toro s noHsna. Cneayowmii BONPOC 1 XoTesa eLle
CNpoCuTh

2.291 kacaTeNibHO NPOrp...KOMMEeHCaLMKn, b0 KaKMX-TO NPUBWUIIErNA ANA COTPYAHUKOB. TO €CTb 3TO
2.292 04€Hb...A,0CTAaTOYHO CeNyac ToXe NONyAAPHbIA MOMEHT B OT€/IbHOW UHAYCTPUMN U KaK Y Bac
NpoxXoAaAr...TO

2.293 ecTb I y BaC Kakne-To NpPOrpamMMbl TO €CTb AOMNOMHUTENbHbIX MPUBUAErUIA AN COTPYAHUKOB?

(Bonuses: 2.294-2.298, Monetary rewards:2.298-2.308)

2.294 Interviewer: Y Hac npet 30% ckmaKa Ha yCayru roCTUHULbI, Ha yCIyru pectopaHa
HenocpeACTBEHHO A/

2.295 Bcex coTpynHMKOB. To eCTb, 3TO Y HAC uaeT becnnaTHoe NUTAHWE pa3 B AeHb, HAC KOPMSAT U MJIOC
eCnn y Hac

2.296 KTO-TO 3aX0Y€T NOecCTb B peCTOPaHYMKe Npu rocTuHunue, 3To byaet 30%-Haa cknaka, Takxke 30%
cKuakay

2.297 Hac Ha NPOXWUBAHWE M B MPUHLUME HA KaKMe-TO HaMUTKW, BOAA, HY MMEHHO B ByTbi/IKax: BOAA,
rasnupoBka,

2.298 coku. A Tak, KoHeyHo Cooler-nenTe CKONbKO XOTUTE, BOT (CMeeTca) COBCTBEHHO, TakuMe

npueunerun. Hy un
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2.299 KOHeYHOo, eC/IN 3TO Kakne-To NpasfHMKKM, Takne kak Hoebii [of, TO 3TO AeHEXHble NPeMun 1
2.300 Bo3HarpaxpeHus

2.301 Interviewer: A TO eCTb, BCe Taku y BaC €CTb LeHEXHble NpemMumn

2.302 Respondent: a-aa...

2.303 Interviewer: [10TOMY YTO OT OA4HOrO...

2.304 Respondent: Hy Tam Ha kakune-To npa3fHWUKN, eCIN Mbl, TaK CKa3aTb, XOPOLIO, MOTPYLAMINCH
2.305 Interviewer: Ara...nOTOMY YTO OT OAHOFO COTPYAHMKA A CAbiWana, YTO NPEeMUIA y BaC NOKa HeT
2.306 Respondent: Ha HoBorogHue 6bisn

2.307 Interviewer: Ha HOBOrogHMe...XxO0poLWwo, 3TO TOJIbKO...

2.308 Respondent: He Ha kaxabln Npa3gHUK, HO Ha HOBbIM FOA, MPEMUK Mbl MONYYaNn

2.309 Interviewer: 3To cTabunbHo? MNonydyaercs...Hy Bbl B NPUHLUIME TOJIBKO OKPLIJIUCh

2.310 Respondent: Hy Mbl TONbKO OTKPLIZIUCH, Y HAaC ewle CTabunbHO (CMeeTcs), Moka CTabuibHO
HOBOrogHue

2.311 npemuun, ckazaTb C/IOKHO, HO Ha HOBbIM FOA Mbl NOAYyYanu

2.312 Interviewer: Xopowo 1 370 30% CKUAKM TONbKO ANA COTPYAHUKOB, NMBO elLe AoNyCcTUM, ANS
YIeHOB MX

2.313 cembu , nnbo ele AnA...

2.314 Respondent: ns cOTPYAHUKOB, HY OHW YXXe MOTYT KakK 6bl ona cebs n He ToNbKO AN cebs
2.315 Interviewer: Xopowo, a NTOMUMO 3TOr0, TO €CTb KaKMMMW...MOMUMO HOBOrOAHUX NPEeMui, bbiBaoT
n,

2.316 ponycTvM, TakKMe MOMEHTbI, YTO AOMONHUTE/NbHBIN, KaK CKa3aTb, A,0MNOJHUTEbHAA 3apnnaTa, 1nbo
BbiLlE

2.317 3apnnatbl, €CAn AonycTUM, COTPYAHUK Nyywe paboTaeT, Mbo Kak-TO OT/IMYMIICSA B TEYEHUU
mecsaua?

2.318 Respondent: Hy noka HeT, HeT Takoro cenvac

(Holiday allowance, medical cover: 2.319-2.328)

2.319 Interviewer: XopoLlo, 1 KacaTeSIbHO MeAULMHCKMX CTPAXOBOK, MO0 BCEX BOT 3TUX OTMYCKHbIX,
eCTb In y Bac

2.320 Takne?

2.321 Respondent: [la, 370 BCe onJiaynBaeM...onsiaunBaeTca 28 KkafeHgapHbIiX AHeN no
3aKOHO4ATeNbCTBY

2.322 Poccuiickon depepaunm ectb rof, y Kaxaoro COTpyAHMKA Ha OTAbIX OMNauyMBaeMbli, Takke
60NIbHUYHBIN,

2.324 KOTOPpbLIV eC/In B C/lyyae yero, Takxe byaer onjaymBaTbCA

2.325 Interviewer: To eCTb 3TO BCe NPUCYTCTBYeT

2.326 Respondent: Ja

2.327 Interviewer: Xopoluo, COTPYAHMKN 06 3TOM 3HatoT? TO €CTb Bbl 3TO UM BCe 06bACHAETE B
TEYEHUM...

2.328 Respondent: 3To BCce NpONNCAHO B A,0FOBOPE, KOTOPbLIA Mbl MOAMNUCLIBAEM M3HAYAbHO MO BCEM
YC/I0BMAM

2.329 Interviewer: Xopowo 1 NpoxoaaTt v y Bac eue kakne-t1o MeponpuaTuna, To eCTb JonyctuM...Hy

YNUCTO ANA
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2.330 cnsioyeHus...cnnaymBaHne KoanekTuea?

(Team events: 2.331-2.342, 2.346, 2.348.2.349)

2.331 Respondent: HeT, team building-o0B...0l... pa3nnMyHbIX Y HAC HeTY TaKMX BelLen. ¥ Hac Bcerpa
KTO-TO

2.332 paboTaeT, NO3TOMY Y HAaC OAHMM LAPYXXHbIM KOJIJIEKTUBOM He MOJyYUTCA KYAA-TO BbleXaTb, MOTOMY
yTO

2.333 obs3aTenbHO byaeT oeHb, koraa byaet paboTaTh Kakafa-To CMeHa

2.334 Interviewer: Ho 3To noHATHO, Aa. Ho Boobuie A0MNYyCTUM Ha KakMe-TO gaxe npasgHukn, Jaxe Ha
Macxy Tam,

2.335 Ha HoBbIV rog, To eCTh, Bbl cCObMpaeTech, MO0 TaKOro HeT?

2.336 Respondent: HeT, Kak-TO y HaC Takoro HeT. Y Hac...Mbl KOHEYHO OYeHb APYXHbl BCE, HO 3a
npeaenamu

2.337 roCTMHNUBI KaK-TO Mbl He BCTpeyaemcsa

2.338 Interviewer: Xopowo, a ecnu Kakne-To npodeccnoHanbHble MeponpuaTna?

2.339 Respondent: HeT, Mbl...NnoKa, MOKa Ha AaHHbIA MOMEHT He BbINI0 TakKnx

2.340 Interviewer: Ha byayuiee niaHupyeTe Takoe?

2.341 Respondent: Hago nogymMaTb, Mbl MPOCTO... KAK-TO He CTOA/1a 3aZa4ya. Y HAc 6bIJI0 CTOJNIbKO
Pa3/INYHbIX HE TO

2.342 4yT0bbI NPO6NEM, HO BOT pellueHNe KaKMX-TO HI0AHCOB, 06 3TOM Mbl MOKa, YECTHO CKa3aTh, AaXe He
aymanu

2.343 Interviewer: XOpowWwo 1 eCTb 11 y BaC TakMe MOMEHTbI, KaK, MaJIeHbKUEe TOXe MeponpuaTua Kak
2.344 coT...A0NYyCTUM, OTMeYaeTe /X Bbl...KaK 3TO cka3aTb “ COoTpyaHMK Mecaud” AONYyCTUM, eCTb /N Y
BaC Takue

2.345 mMoMeHTHI?

2.346 Respondent: HeT, coTpygHuka mecaua...JH1 poxaeHus!

2.347 Interviewer: [1HN pOXAEHNA eCTb?

2.348 Respondent: [JHu PoxaeHus ga! [JHU poxpeHUsa, Mbl MOXEM MO34PABUTb, TAKXKe Y HAaC ecTb 23
¢eBpans, 8-oe

2.349 mapTa ANA KaXAO0ro COTPYAHMKA YTO-TO NPUAYMbIBAETCA, OPraHM30BbIBAETCA, €C/IN TOMbKO...
2.350 Interviewer: Xopowo

2.351 Respondent: OH He ymonuan eciv 06 3ToM, 6bI/IM B CAMOM Hauasie y Hac UCTOPUM, KOraa JIoAN He
2.352 roBopunaun, 4TO y HUX AHUN POXAEHMA U KAK-TO 3TO BCe BblJIeTANI0 Y HaC

2.353 Interviewer: Hy MOXeT MPOCTO YTO He XOTe/NIn 3TO 0bCyXAaTb, MaNo N, IOAUN pa3Hbie GbiBalOT
2.354 Respondent: Hy ntoamn pasHble Aa U NOC Mbl elLe TOJIbKO HauMHaM, Wwac TO Mbl yXe 3HaeM,
Korpa uTo, y

2.355 Koro, a Torga TobkO BCe HAYMHANOCh...

2.356 Interviewer: la

2.357 Respondent: HageeMcs 4To € 3TUM nNpobneM yxe Co BpeMeHeM He byaeT

2.358 Interviewer: Hy xopollo, HO B 06LLLe/ CNOXHOCTU OTHOLLEHMUSA B KOJIZIEKTUBE Y BaCc Xxopouiune?
2.359 Respondent: [la, 1 cunTato, 4TO y HAC XOpOLIMe OTHOLWEHNA Aa

2.360 Interviewer: Xopowo, Toraa cneaytouwmin Bonpoc. Ele xoTena cnpocuTb KacaTesnbHO pexuma

6e3onacHocTw.
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2.361 To ecTb BOObLLE KAk MPOXOAUT B BAaEM OTesle peXxum 6e30MnacHOCTA, eCTb JIM Y Bac
onpeaeneHHble,
2.362 ponycTtum, onpepesneHHble Npasnaa, KOTopbiM Bel cnegyete n 0 KOTOpbIX 3HAKT Bawwm

COTPYAHUKN?

(Safety level: 2.363-2.371)

2.363 Respondent: Hy Bo-nepBbIX, Y HAC NPOXOANAN KAXKAbIA COTPYAHUK O3HAKOMEH C MOXAPHOM
2.364 6€30MacHOCTbIO, CO BCEMU MPaBWiaMu, BOT. Takxe y HAaC eCTb Be3Ae pa3/inyHble CUrHaansauum,
noxxapHble

2.365 yCTaHOBKM, TO eCTb B C/lydae KakKnx-1mbo cuTyauui Bce cpasy e cpabartbiBaeTca. ECTb Takxe y
Hac

2.366 OXpaHHUKN Ha NePBOM 3Ta)e M B FOCTUHULLE 3TO HENOCPEACTBEHHO, eC/IN MPOUCXOAAT KaKne-To
2.367 yenoseyeckune haktop...rpybo rosops (cmeetcs). Hy aAa, B rocTUHMLE Takoe BMOJIHE BO3MOXHO,
BOT. Hy 1

2.368 nntoc ewe 1 camu pebaTta paboTtatoT. Kak yxke 6b1710 CKa3aHO, AEBYLUEK Y HAC HET Ha pecenuieHe, y
Hac

2.369 paboTaloT oaHUN MaNbYMKN. BOT, ¥ UMEHHO O NOXapHOW CUTHANM3ALUN, O KAKUX-TO...TaKXe eCThb
3anacHsole

2.370 BbIXOAbl, KOTOPbIE BCErAA OTKPbITbI, €CTb NJIAH 3BaKyalLlMM MO BCEM FOCTUHMLE, B KAXKA,0M HOMepe
BCe 3TO

2.371 NpuCyTCTBYET HENOCPEACTBEHHO

(Documentation of the risk appraisal: 2.372-2.374)

2.372 Interviewer: Ho BCe 3T npaswn/ia Toxe NPOnNuCbIBa...rAe-TO NPOnncaHsl, Aa?

2.373 Respondent: Bce 310 nponucbiBaeTcs, BCE 3TO NOAMNMUCHIBAETCA COTPYAHMKAMM MO O3HAKOMJIEHWIO,
KaXka,bln

2.374 6bIn 03HAKOMJIEH, BCe BbIZI0 NpoNuUcaHo, NoAnucaHo. To ecTh, BCe 3TO eCThb

2.375 Interviewer: Xopoluo v 6bian 1 y Bac...MOXeTe /v Bbl NpuBecTn Kakon-1nbo nprvmMep Koraay Bac
6bina

2.376 Kakas-ToO CUTyaums, rae Hy>KHO 6blJI0 MCNONb30BaTh CBOM HABbIKM MO 6e30MacHOCT?

2.377 Respondent: Hy no noxapHon 6e3onacHoctu, Cnaea bory, cutyaumn y HaC HUKAKUX He bbisio, HO
UMEHHO B

2.378 yenoeeyeckom (hakTope, KOHEYHO BbIIM MOMEHTbI, KOFAa roCTU MOTAN MPUNTU B CUSTbHOM
ANIKOrONIbHOM

2.379 OnbAHEHUUN M HYXKHO ObINIO KAK-TO LOHECTU, YTO Mbl B TAKOM COCTOSIHUM rOCTEN He Ce/IUM, TO eCTb
,eCTb

2.380 kakme-TO onpepeneHHble NpaBuaa n 310 YK€ MMEHHO MOAUTMKA FOCTUHULBI, BOT. Hy 1
COOTBETCTBEHHO BOT,

2.381 HyXHO bblJIO OYeHb B Takol hopMe nepenaTb rocTio. A rocTb OYeHb He XoTen yxoauTb. Ho Bce
PaBHO Mbl

2.382 cTapaemcs KOHEYHO He AO0BOAUTb A0 KaKMX-TO CUTyaL Wi, CTapaemcs, YTobbl BCe peLmnsioch

[,0BOJILHO
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2.383 MUpHbIM nyTeM

2.384 Interviewer: Xopowo, 1 KTO 06blYHO 33 3TO OTBETCTBEHEH, KTO 06LLaeTCA C roCcTAMU, AONYCTUM, B
Taknx

2.385 cutyaumax? Kto obbacHseT?

2.386 Respondent: MopTbe! ¥ Hac Bcerpa Kak-To BOT pebsATa 3a pecenweHoM bosblue BCEX CUTYALUIA
BbIMNPABNAIOT,

2.387 Kak-To UM 6onblue A0BEpPAIOT

2.388 Interviewer: IcHo (cmeeTcs) A ecn, B MNaHe...310P0OBbA, CKAXEM TakK, TO €CTb HbIIN MOMEHTHI,
Korpay Koro-

2.389 T0 661N [,ONYCTUM MPUCTYbI, MO0 YTO-TO KOrAa HYXXHO 6bI/10...MUMEHHO

2.390 Respondent: Hy 310 cpa3sy ckopas, cpa3y Bbi3bIBA€TCS CKOopas. Tak e CO 3BOHKOM HAa CTOMKY
pecenweHa u

2.391 yxe pecereH Bbi3biBaeT MeNKOB

2.392 Interviewer: Xopoluo, B OTeJie Bbl MEPBY0 MOMOLLb, AOMYCTMM, He OKa3biBaeTe? JINbo eCTb KTO-TO,
KTO

2.393 moxet?

2.394 Respondent: Hy HeT, y HAaC UIMeHHO HENOCPEeACTBEHHO MeA KA OTAE/NIbHOIO Y HAC HeT B
rocTuHuue. 310

2.395 BbI3bIBAETCA CKOpas, KOTOpas...

2.396 Interviewer: To eCcTb N0 NepPBOM NMOMOLLY TOXe MOKa HUKTO He obydyancs?

2.397 Respondent: HeT, noka Ha fLaHHbIN MOMEHT-HeT

2.398 Interviewer: Ara, xopowo

(First aid tools: 2.399-2.402)

2.399 Respondent: Y Hac ecTb KakMe-To MegULNHCKME...Hy MeAMKaAMeHTbl, 3TO B C/lydae eCn YTo-To,
Ha OKasaHwue

2.400 nepsoli MmeauumHcKon noMmown. CToaT nekapcTsa, 6UHTLI, MAaCKM pa3/inyHble, TO €CThb BCE...UYTO-TO
yem-TO

2.401 nomoub B MEPBY oYepesb Mbl CMOXEM, HO YK€ YTO-TO NMocepbEé3Hee, 3TO Y)Ke KOHEeYHO, byaem
XpaTb

2.402 meaunkos

2.403 Interviewer: Xopoluo, NoHsna. M Takxke y Bac eCTb pecTtopaH, npaeuabHo? EcTb 6ap? To ecTb 1
LOnyCTUM B

2.404 pecTopaHe y Bac COBCTBEHHO e€CTb KyxHA. TO eCTb, €CTb /1M TOXEe KaKMe-TO NMponucaHHblie npaBuia

2.405 OTHOCUTENILHO MMEHHO KyXHWU? To ecTb, Kak Bbl paboTaeTe?

(Documentation of the risk appraisal: 2.406-2.412)

2.406 Respondent: [a, KOHeYHO. MaJsio TOro, YTO y HaC MNOAMNMUCAHO ObIJI0 O3HAKOMJIEHUE Y BCEX KYyX—
paboTHMKOB C

2.407 paboToli BCeX MaluH, B TOM YMC/Ie XONOAWSIbHUKOB, MIUTLI, MACOPYOKU. KaXabii npoxoaun

MNOJTHOCTbIO
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2.408 obyueHue Ha BCcex 3TUX 0b6OpyA0BaHMAX M Obl/la NOANMCAHA TakXe Bymara KaxAblM COTPYLHUKOM
0 TOM, 4YTO

2.409 OH O3HaKOMIEH CO BCeMM NpaBuaaMu. N Takxe y HaC NpoBOAATCA NMPOBEPKU MO
CaHanunaemcTaHuun,

2.410 koTOpas NPUXOAUT U 3TO BCE KOHEYHO K& CMOTPUT. YOOpKa, KAXKAbIA pa3 MapKUpPOBKA NPOAYKTOB,
Takxe y

2.411 Hac MAayT...KaXAbl OEeHb Mbl MPUXOAMM B KYXHIO, C KOTOPOW BOT MPOCTO MOXHO, He 3Halo,
MbIIMHKW CAYBATb.

2.412 270 BCe A0/KHO BbITh ONpefie/IeHHO B TaKOM, B YACTOM BUAe, 3TO 0693aTeNbHO BCeraa

2.413 Interviewer: 3T0... U KTO 0b6bIYHO NPOBEPSAET BOT 3TU BCe. KTO NpoBepseT yC/I0BUA HA KyXHe U B
pecTtopaHe?

2.414 Respondent: Hy, Bo-nepBbiX, B 11060 MOMEHT MOTYT NMPUIATK MPOBEPKU, B I0OOM MOMEHT, AaXe
Hac He

2.415 npepynpexpas. To eCcTb, U3Ha4YaNbHO, 3T0 CaH3INMAEMCTAHLNA, KOTOPAS MOXET MNPUNATHU
NpoBepATb. Y HaC

2.416 Bce J0/IKHO 6bITh XOpowo. BoT, a 3aTeM, 4T0b6bI 3TO 66110 B 1060 MOMEHT XOPOLO, 3a 3TUM
CNexy au

2.417 Ynpaensaowmmn rocTUHMLbI

2.418 Interviewer: XopoLo 1 6bI/IM NN KaKnMe-TO HecyacTHble Clydan Ha KyxHe? Hy nnbo kakne-To
MOMEHTbI?

2.419 Respondent: [la HeT, CnaBa bory, He 6b1710, MPAM BOT He 6bI10 (CMeeTCs)

2.420 Interviewer: To eCTb, MOKA HUKAKUX...

2.421 Respondent: Hy pe3anuce, Hy Kak pe3anucb noeapa, bbiBano Takoe, Ho, c/iaBa bory, 6e3 kakux-
nmbo Takux

2.422 cTpalwHbIX UHLNOEHTOB

2.423 Interviewer: Ho Boobue, Bbl cuMTaeTe, YTO CTOUT NPOBOAUTL KAKME-TO TPEHUHTU UMEHHO
OTHOCUTE/IbHO BOT

2.424 noBeaeHNa Ha KyxHe, IMb0o Kak A0MyCTUM...

2.425 Respondent: Hy, Booblie, B NpuHLMNe, BCeraa nosbileHne KBanndbukaLmm, 3To Bcerga XopoLuo u
3TOo

2.426 Bcerpa HyXHo. To eCcTb, CKa3aTb, HET, YYUTCA HE HYXKHO, 3TO KOHEUYHO K& HET, HO BCe...KaXAbll
noBap y Hac ¢

2.427 onblTOM, KakK s yXe rosopusia. To ecTb, BCe y)Xe paboTann paHee B KAKMX-TO pecTopaHax, B Kade.
To ecTs,

2.428 3TO He COBCEM C HyJig NOBapa, HO OHU Y€ KOHEYHO, KaKMe-TO Y HUX U MOBbIWEeHne
KBanudukaunm. Y Hac

2.429 opHa noBap, Y Hac cenyvac nonyvaeT Boobuie obpasoBaHMe ynpaeieHLa PecTOPaHOB, 3aX0TeN0Ch
en yuuTcs

2.430 panslue, BOT, ByAeT yuuTcs

2.431 Interviewer: Hy 3T0 cepbe3HO, 3TO 340p0B0. CKObKO Y BaC NOBAPOB Ha KyXHe

2.432 Respondent: [lgoe

2.433 Interviewer: [lBoe, 1 MOMUMO HUX KTO ellLe eCTb, Te, KTO OTBEYAIOT 3a...

2.434 Respondent: OduunaHTbl, MasbYULLIKK, Te Ke, KTO paboTaloT Ha bape y Hac Tpu oduumnaHTa

nonyyaetcsa. Hy,
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2.435 nocynoMOIKa, KIMHWHI, HEMOCPEeACTBEHHO, KOTOPLIV TaM e paboTaeT, ybupaeT 3Ty KyXHI0
2.436 Interviewer: Hy y nOBapoOB TOXe €CTb KOHTAKT C rOCTAMU, NPaBUIbHO?

2.437 Respondent: Hy, OH MMHUMUW3NPOBAH, TO €CTb UX NMPAKTUYECKN HE BUAHO, OHU C FOCTAMMU
NpPaKTUYeCKn He

2.438 KOHTaKTMpYyT

2.439 Interviewer: Ara, XOpoLoO, XOpOLWO, HAaCYeT 3TOro noHana. U ewe oanH Bonpoc, KacatesbHO
npouecca

2.440 yBonbHeHus. To ecTb, He 3Hat0, BOObLLe A/ Hayana, yBOJbHANN 1 Bbl KOro-To ¢ paboTsl yxe?
2.441 Respondent: Ha Moel namaTu 3TO He TO, YTO YBOJbHANN, NPOCTO He NPOAJIUAN AOr0BOP C
YyesiIoBeKOM. ITO

2.442 6bln MeHe[Kep MO peknaMe y Hac U Bce.

2.443 Interviewer: U kak Bbl pewasn NOTOM 3TOT MOMEHT?

2.444 Respondent: MpocTo el Takke b6bl/I0 CKa3aHOo 3a [Be,—3a TPU HeLENU, YTO “K COXaNIeHMIO, He
noaxoaunte Bbl

2.445 HaM” 1 BCe, OHa UCKana paboTy, a Mbl UCKa/IM HOBOIO MeHezXepa

2.446 Interviewer: A To eCTb NONyYaeTCs, 3TO HE TO YTO Bbl C/Iy4aHO He NPOAINAN AOFOBOP, a NPOCTO
NOTOMY 4YTO

2.447 Bbl He XOTeNM...

2.448 Respondent: HeT, cnyyaiHO He NPOAAUTbL A0rOBOP-Takoe HEBO3MOXHO. EFro MoXHO npocTo nubo
He

2.449 npoAnuUTb, MOTOMY YTO YENOBEK HE MOAXOANUT, NMM6O NPOAAUTL, MOTOMY YTO Yesl0BeK NoAXoAUT
2.450 Interviewer: To ecTb, Bbl NpOCTO He NPOANWNIN, @ He He ycrnenn 0b 3TOM CKa3aTb BOBpeMs

2.451 Respondent: HeT, noyemy, Mbl ee npeaynpeguan. 3To NPocTo caM (hakT Toro, YTo bbis He
npoasiéH A0roeop,

2.452 TO ecTb C YesloBEKOM. YUTO eMy 6bIJI0 OTKa3aHO B Aa/ibHelleM TPYAOyCTPONCTBE, BOT HA MOeN
namsaTu 6bino

2.453 eANHOXAbI

2.454 Interviewer: Xopowo, a Kak Booble 06blYHO NPOXOAUT NPOLLECC, HY TaK Kak Bbl AOMNYCTUM elle
HMKOIO

2.455 0c060 He yBObHANN NOTOMY YTO OTE/lb HOBbI, HO BOOBLLE eCTb JIN KAKNEe-TO NMPOMUCAHHbIE
npaeuna, Kak

2.456 npoxoAuT, Kak byaeT NpoxoAuTb NPOLLECC YBOJIbBHEHUA B C/y4ae...

2.457 Respondent: Hy, Boobue s Aymalo, 4To y HAC eLle He H6bIJI0 HU OLHOIO YesloBekKa, KOTOPbIN yLiesn
nocne

2.458 ucnbiTaTeNbHOro cpoka. Hy To ecTh, TOT A0roBOP, KOTOPLIA BbIN MOAMUCAH YXKe Ha ANUTeNIbHOe
Bpems y Hac

2.459 euie Bce paboTaloT, BCe KTO NOANMUCANAN 3TK A0roBOpa. Y HacC ellle HETY HU OA4HOTO YesloBeka,
YBOJIMBLLErOCA.

2.460 Ckopee Bcero, 3To byaet no cobCcTBEHHOMY XeNaHuio, A Tak AyMalo

2.461 Interviewer: Mo cobCT...TO €CTb AOMNYCTUM TOrAa B 3TOM C/lydae, YeJIOBEK-COTPYAHUK, MOXET
noaoNTU K

2.462 rnaBHOMYy MeHepXepy M CKa3aTb YTO XOYET NMOKUHYTb...

122



2.463 Respondent: KoHeYHO, KOHEYHO, YTO Y HEFO €CTb KaKMe-TO NMPUUYUHbI, MO KOTOPbIM OH HE MOXeT
NpPOAOXKATb

2.464 paboTtaTb y Hac. Mbl Bce norimeM u byaem nckath cebe noaxoadlLero KaHaunaara ganblie

2.465 Interviewer: A byaeTe Boobuie C HUM 0b6CYXAATb TO €CTb KAaKMe MPUUYUHbI, MOYEMY UMEHHO OH
pewwun 4yTo

2.466 cTonT yxoaouTb

2.467 Respondent: Hy KOHeYHO, A AymMato 4TO 3TO B Il06OM cnyyae. ECim 3To He KakMe-TO JINYHbIe
MOTWBbI, TaKne

2.468 Kkak nepee3abl, 1160 TaM elLe YTO-NMbO y Yenoseka. ECnvM 3To UMeHHO Aeno B rocTUHULE, TO 4
LyMalo, YTO B

2.469 nepeyto ouepenb HYXXHO ByaeT 06CyaAnTb UMEHHO 3TO

2.470 Interviewer: A noyemy Bbl cuMTaeTe YTO 3TO BAXXHO MMEHHO 0b6CYXAATb C COTPYAHWUKOM, KOTOPbI
pewunn

2.471 yntn?

2.472 Respondent: Hy NOTOMY YTO BO3MOXHO Mbl HE BUAMM KAaKUX-TO NpobnemM, KOTopble NPUCYTCTBYIOT
nB

2.473 pnanore C 3TUM YeJIOBEKOM Mbl CMOXEM BbISAICHUTb, YTO FAe-TO Y HAC cucTema nogsucaeTt

2.474 Interviewer: To eCTb B NpUHUMNE...

2.475 Respondent: Ho Mbl HageeMcs, 4To Takoro He byaeT

2.476 Interviewer: To eCTb B NpuHUMMe Aa, ANA yAydylleHUs opraHu3auum Toxe, gns byayuero
COTPYAHMKOB

2.477 Respondent: KoHeuHO aa

2.478 Interviewer: Xopowo v Booblie Balle MHeHMe KacaTe/bHO...BOT Ha AaHHbIN Nepuog, KacaTesibHO
Ballero

2.479 oTpena no ynpaesnaeHuio nepcoHanom. To ecTb, YTobbl Bbl onycTuM nsMeHunu, nbo gobasmnu B
npouecc...

2.480 Respondent: XM, Kak s y»xe roBopuna, s bbl HaBepHoe fo06aBnna NHTEPHALMOHANbHBIN NePCOHan,
noTomy

2.481 4yTO MMEHHO B POCCUM HAW MEHTA/IMTET HEMHOXEYKO APYrOf U Mbl HE YUMM, Y HAC HETY BUINHIBA.
To ectby

2.482 Hac, BCceraa Mbl XXMBEM C OLHMM A3bIKOM M KakK-TO HeT Yy HaC BOT TaKOro, kak BOT B EBpone, koraa
npuesxawT

2.483 TaM 13 dpaHLUKN, HABEPHOE KAKUX-TO MOMEHTOB He XBaTaeT MMEHHO, eBPOMENCKOro 3HaAHUA U
CcBOGbOAHOIO

2.484 BnapeHuns a3bikamu. BOT nosToMy ¢ 3ToW No3numm HaBepHoe bbiio bbl MHTepecHO nopaboTaTs ¢
2.485 nHTepHAUMOHANbHbIMU COTPYAHUKAMMU

2.486 Interviewer: Hy To ecTb, Aaxe He Tonbko EBpona, gaxe nobas cTpaHa B AaHHOM C/lyyae OYeHb
BaXKHA

2.487 Respondent: [a, na

2.488 Interviewer: [la, 3To NpaBWILHO U KakK Bbl AyMaeTe, HY>KHbl /1 BOODOLLE TPEHUHI M Kakne-To A
COTPYAHMKOB

2.489 n noyemy OHU HYXHbI?

2.490 Respondent: Hy KOHEYHO HYXXHbl TPEHUHIW, NPOCTO He BCerAa eCcTb BO3MOXHOCTb HA HUX

nonacTb, HO
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2.491 BooblLue B NpuHLMNe Bcerga HeobxoaMmMo CaMOCOBEPLIEHCTBOBATLCA. Bcerna ectb kakne-to
HOBOBBeAEHUSA

2.492 B roCTUHUYHOM BM3Hece, B peCTOPAaHHOM JeJie eCTh BCeraa Kakme-To HOBble BUAbl, MOABUAbI,
bu3Hec He

2.493 CcTOUT Ha MeCTe, OH TaKXXe PAa3BMBAETCS M HY)KHO ObITb B KypCe COBPEMEHHbIX, Pa3/INYHbIX
TEXHONOrnm n

2.494 cepsucos

2.495 Interviewer: Xopowo, B npuHuune g 3a4ana Bce CaMble OCHOBHbIe BOMPOChl, KOTOPbIE MHE HYXHbl
6bian gng

2.496 ynyyweHns COCTOAHUA UMEHHO 3Toro otaena B otene. Ecnv Bam ecTb 4To-TO A,06aBUTH, Bbi
MoxeTte

2.497 pobaBuThb cenivac unu s byay...

2.498 Respondent: HeT, 1 Hagewcbh 5 cMorna Bam nomous B BaleM Bonpoce

2.499 Interviewer: KoHeyHO, B niaHe MHMOOPMALUM KOHEYHO

2.500 Respondent: bblno 04eHb NPUATHO € BaMy noobuwiaTbcs

2.501 Interviewer: C Bamu Toxe, cnacubo bonblioe, Torga celyac s 3akaHuMBalo UHTepBbio. [o

N EGUEL

2.502 Respondent: Bcero gobporo!

Interview Transcript 3

Theme: Human Resource Management policies in City Hotel 1905

Date: 17.04.19

Interviewer: Student - Natella Salamova (Interviewer)

Interviewee: Petre Eristavi (1) (Respondent)

3.1 Interviewer: Okey, so welcome to today’s interview, | am going to talk today about Human Resource
3.2 Management program. Why actually | decided to talk about it. First of all, because the existence of
3.3 Human Resource Management program is important in every hospitality organization& First of all,
for

3.4 improvement of...of the organization performance and for the improvement of the employee

3.5 satisfaction. That’s why today | want to discuss Human Resource Management aspects with you.
But

3.6 first of all, | want to explain that first...you always can ask me questions, if something is unclear for
3.7 you, so | can give further explanation. All the information will stay confidential. So, | am going to
share

3.8 it only with my university and | am not going to publish it somewhere without the permission and
3.9 before | start with my interview questions, | would like to ask you to introduce yourself and tell me
3.10 about your position in a hotel

3.11 Respondent: So, my name is Peter, nice to meet you

3.12 Interviewer: Nice to meet you

3.13 Respondent: (laughing) So, | am working in the hotel. The name is City Hotel 1905. It’s based in
3.14 Moscow, in Russia

3.15 Interviewer: Yeees

3.16 Respondent: In the center of Moscow. So, my position is Shift administrator and so...
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3.17 Interviewer: Okey, as a Shift administrator, you work at the reception, right?

3.18 Respondent: Yeah, the reception, yeah

3.19 Interviewer: What’s actually your daily responsibilities in a hotel?

3.20 Respondent: So, first of all, my day starts just to take a shift from another administrator and then
I

3.21 start to....reading in our program. We have program, the name of the program is Fidelio

3.22 Interviewer: Yes

3.23 Respondent: In this program | just watch who is now arriving. We have a lot of companies, who
give

3.24 us guests and | need to make some reservations to see what kind of reservation it's, who

3.25 paid...paying it from company or guest is paying himself and them at like 10-11 o’clock | am
starting

3.26 to check out guests. So check out at 12 o’clock | am starting to call all guests, who is not already
3.27 checked out. After this, when everyone is checked out, it started to checking in and for these days
3.28 there is a lot of calls about...from companies, from another guests, a lot of questions. Telephone
is

3.29 always ringing, it’s normal, so...and people are arriving. We have 52 rooms in the hotel

3.30 Interviewer: Yes

3.31 Respondent: So, basically like every day we have minimum 15-20 arriving guests

3.32 Interviewer: It's quite a lot | would say for the small hotel

3.33 Respondent: It’s normal yes, it’s not so big hotel, but it’s not so small. It’s more than...we have
like

3.34 business hotel

3.35 Interviewer: So, most of your...your target group is actually business people, most of them

3.36 Respondent: Yes, Yes, most of them, if it’s not the weekend, like during the days it’s always
business

3.37 guests, so we have near from the hotel business center, so EXPO center. A lot of places, where is
3.37 based like business places, so the places where is a hotel based it’s very nice for these people,
that’s

3.38 why our hotel is so popular

3.39 Interviewer: Becoming popular now? It’s a new hotel, right? It’s actually like around one year?
3.40 Respondent: Yeah, we opened it in October previous year

3.41 Interviewer: Okey and do you actually have a lot of international people? International customers?
3.42 Respondent: Yes, a lot of, where is...sometimes in this EXPO center we have special events for
3.43 foreign people. So, it’s most of Italians, a lot of Italians, a lot of Indians and | think, German
people,

3.44 yeah. German people, this is the most of...from where they come from

3.45 Interviewer: Okey and can | also ask you about your past experience? Do you already have
experience

3.46 in hospitality industry?

3.47 Respondent: Yes, big experience, | like... | am working, since | was like 17 years old. | have a
practice

3.48 in big hotels, like Marriott, | worked in Georgia in Marriott, | worked in Novotel, Novotel Moscow
City.
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3.49 It’s near from our hotel too and | always worked, not always, | worked administrator and first
3.50 my...first my work was, | was waiter, waiter and hostess

3.51 Interviewer: Okey and then you changed it to like receptionist position

3.52 Respondent: Yeah, receptionist, it’s...I think it’s more interesting

3.53 Interviewer: Of course, yes and more responsibilities as well

3.54 Respondent: More responsibilities-yes, but | think it’s like...I don’t know, maybe, | like more to
work

3.55 receptionist than in a restaurant

3.56 Interviewer: Of course, yes. Okey then | am going to start with my first question. It’s about

3.57 recruitment process or hiring process. It’s about the way, the managers in a hotel hiring
employees

3.58 or the way they found it. Since you are not a manager, but an employee in a hotel, | am going to
ask

3.59 you from your perspective. So, how did you find the job? Or maybe someone offered you this job

3.60 position or maybe you were searching it for your...by yourself, somewhere in a website?

(Selection process: 3.61-3.74)

3.61 Respondent: Yeah, in Russia we have a special website, it called Headhunter

3.62 Interviewer: Yes

3.63 Respondent: So, | out there my resume

3.64 Interviewer: CV, yes?

3.65 Respondent: CV, yes, CV yes-yes. | out there my CV and our manager found me. It was quite good
3.66 story, because the woman who helped our manager, she was working in Georgia. And she was
3.67 worked in the hotel, it's hotel...it's my father’s hotel, so my father’s hotel...his own hotel in
Georgia

3.68 and she saw me and she remembered me and she said that “took this guy, just talk to him”. |
came to

3.69 the hotel, we talked and first time they don’t have the position Shift Leader, they only have...not
Shift

3.70 leader, just Shift receptionist, they only have base...like normally they needed for receptionist,
only

3.71 receptionist, but they talked to me, | had a lot of...yeah sorry someone called me

3.72 Interviewer: No, it’s okey

3.73 Respondent: So, they said me, do you have a...you worked in a lot of hotels, so we can offer you
like

3.74 another position, like shift receptionist and then | said okey, let’s try, why not. It’s near from my
3.75 home, like 10 minutes by walking

3.76 Interviewer: Yes, it’s quite good, you were lucky right?

3.77 Respondent: Yeah, | decided that it’s a profit

3.78 Interviewer: Of course, yes, and did you have an interview with a manager? Before you start to

work?

(Candidate assessment process: 3.79-3.80)
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3.79 Respondent: Yeah, interview, we have just one interview. He talked to me and the hotel at that
time,

3.80 it was not open

3.81 Interviewer: Yes

3.82 Respondent: It was like pre-opening the hotel, so he said that he now just helped me with
something.

3.83 We just have some, we just make some papers for the hotel. | write a lot of about hotel, | write a
lot

3.84 of about work for people who will come to the hotel, the new people, who don’t know how to
work in

3.85 a hotel. Yeah, we prepare the hotel and we opened it.

3.86 Interviewer: So, that was like a selection process, so you had interview, then you signed some
3.87 contract...like a contract, you discussed all the conditions

3.88 Respondent: Yes yes

3.89 Interviewer: And how did they inform you about the decision, that you are going to start to work
ina

3.90 hotel

(Final decision communication process: 3.91-3.92)

3.91 Respondent: They said me like immediately “Yes, we like you”, so the decision was on me, they
said

3.92 “just call us, when you will be ready and like after one-two days | called them and said that | am
ready

3.93 to...

3.94 Interviewer: Okey and do you actually...your own opinion about this...do you satisfied with this
way

3.95 of recruitment process?

3.96 Respondent: Yeah, it was easy, it was nice, we talked very fluently like open-talk. | just talked
about

3.97 me...about myself, about my life. Yeah, it was all nice. | think our manager is so loyalty person
3.98 Interviewer: Hmm, so you felt quite comfortable ,right? So, no problems, no conflicts? Okey
3.99 Respondent: No, no

3.100 Interviewer: Yeah, | just need to know your opinion about it for the...

3.101 Respondent: Yeah, it was great, one of the best interviews that | had in my life

3.102 Interviewer: Oh really, that’s nice to hear, okey. Okey, then | am going to my second questions,
3.103 question and it’s about performance management. So, performance management, it’s more
about

3.104 like communication between the manager and employee. So, |, first of all, want to ask if you
have

3.105 any kind of hotel goals or hotel objectives, which you dis...which you discuss with your manager.
3.106 Maybe like future goals, which they communicate to you during your working process or they

never
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3.107 talk to you about it?
(Communication of the job objectives: 3.108-3.111)

3.108 Respondent: Yes, they talked it, so this hotel is only one hotel, so only one hotel in Russia-City
3.109 Hotel, but Head manager of the hotel, like he said that he will maybe open new hotel in the
center

3.110 of Moscow and our manager said us, if he will open it, we will maybe move there and have
another

3.111 position there, more high positions

3.112 Interviewer: Hmm, it’s good

3.113 Respondent: So, these perspectives, yeah, we have it for the future

3.114 Interviewer: And also do you have in a hotel group meetings? For example, once in a month or
once

3.115 in one week, | don’t know

(Meetings between the manager and employees: 3.116-3.119, 3.123-3.125, 3.128-3.132, 3.138-
3.141)

3.116 Respondent: Hmm, we have it’s not like once for a month we always have it, when we have some
3.117 problem. So, if we know that we have some problem in the hotel, we make group meetings, talk
3.118 about this problem, decide it, talk with the manager, manager talks with us and, so we have four
or
3.119 five meetings like this
3.120 Interviewer: You had it already?
3.121 Respondent: Sorry, what?
3.122 Interviewer: You had it in a past already? Four or five meetings?
3.123 Respondent: Yeah, yeah, we had it already. So, and it was good, we talked to each other, he
listens
3.124 us, he listens our decisions, what we are talking about. He understands us. Yeah, it was quite
good,
.125 all good conversations, yeah
.126 Interviewer: Okey and could you give me like example of the last meeting? What did you discuss
.127 during this meeting?

.128 Respondent: Yeah, last meeting was, we have reception and we have...we have a Housekeeping

3
3
3
3
3.129 manager. So, we talked how we should work. So, what should do they, if we have some calls and
3.130 what should do we, so, for example, if someone calls us and ask to bring towels, something like
3.131 this. We just call to our manager of Housekeeping. He will tell his housekeepers to make it. But if
3.132it’s night and no one is in the hotel, we are making it by ourselves

3.133 Interviewer: Okey, so basically you don’t have lie meetings every day, daily or once in a week,
you

3.134 don’t have like planned meetings, but you have it when...like in case of emergency situations, or
3.135 when you have some problems or things to discuss?

3.136 Respondent: Yeah, or...
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3.137 Interviewer: Okey and do you also have...

3.138 Respondent: Yeah, just one second, for daily problems, we have it, we have our group chat, we
3.139 talked to this group chat, manager writing there and we just discuss it in group chat

3.140 Interviewer: So, you always keep a contact with your managers

3.141 Respondent: Yeah, yeah

3.142 Interviewer: That's a good point and do you also have individual meetings? Like with a manager?

(Individual meetings between the manager and employees: 3.143-3.146)

3.143 Respondent: Yeah, we have some or so...for our shift now like we are working 24 hours and then
we

3.144 have three days of rest. Before this | working five days and two days | have weekends and we
have

3.145 like individual talking with my manager about to move 5/2 to 3 and 1. So, yeah, if he want to
talk

3.146 something just one and one, we are making this too

3.147 Interviewer: Okey, so, your manager normally, always ready to listen to you and maybe

3.148 change...make some changes if it’s more comfortable for you, yes?

3.149 Respondent: Yes, it’s very, very often happens like this, that we are talking to manager to
change

3.150 something

3.151 Interviewer: Okey, then my next question is about employee development programs. Can you
tell

3.152 me about employee development programs exactly in your hotel? It’s like about some kind of
3.153 trainings, if you have them or the way they develop your skills. So, somehow contribute to your
3.154 experience?

(Trainings: 3.155-3.163,3.165, 3.168)

3.155 Respondent: Trainings, we don’t have a lot of trainings unfortunately, because all receptionists
are

3.156 with...worked in other hotels already. Unfortunately like trainings like this we don’t have, we
have at

3.157 the start of the working of the hotel. Big training to our program- Fidelia, because nobody
worked

3.158 in this program. | worked in another program, the name is Opera, someone just worked in
another

3.159 program. So, we have a big training before we start to open this hotel. Big training, special
people

3.160 are coming from this company, who make this program

3.161 Interviewer: Yes

3.162 Respondent: And they come and train us, so we have...it was like two weeks or three weeks we
have

3.163 these trainings
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3.164 Interviewer: You had these trainings before the opening, right?

3.165 Respondent: Before the opening, yeah, but after we start working, we don’t have trainings
3.166 Interviewer: And they have like a general training for every employee or it was like specifically
for

3.167 every department different trainings? Like for example, for the chefs, kitchen chefs, it was...
3.168 Respondent: It was like one guy, who knows everything about this program and we have like
group

3.169 meeting and he just open this program and put it on a monitor-big screen and he shows us how
to

3.170 work in this program

3.171 Interviewer: And what is Fidelia? It’s like computer program, right? For the reservation?

3.172 Respondent: Yes, it’s special program for hotels, so like hotels...a lot of, there is a lot of
programs

3.173 for the hotels. If your hotel is not so big, but not so small, Fidelia is the best. It’s like something
in

3.174 the middle. But if your hotel is more than one hundred rooms or something like this you are
3.175 working Opera, but Opera is very expensive program, so Fidelia is best way to make in the hotel,
3.176 that is like Boutique or business little hotel

3.177 Interviewer: And do you also have some employees, who doesn’t know how to work with the
3.178 computer programs, reservation programs, who came, for example, with no experience in a
3.179 reception, but they needed to work in the reception?

3.180 Respondent: Yes-yes, like, so, everyone was like this, because everyone works to another
program,

3.181 so it was first experience for us to work in this program

3.182 Interviewer: And how do you...how did you deal with it as well? For example, do you also have
like

3.183 knowledge sharing between the employees? If one person need something, do you help each

other?

(Knowledge sharing between the employees and managers: 3.184-3.189)

3.184 Respondent: Yes, every time we can call to each other or we can just...if we are just changing the
3.185 shifts, just ask someone. Our manager is...know this program, so he helps us and this program.
3.186 This company has their special guys, you can call them and they will help you. They just
connected

3.187 to your computer and they can change it themselves, you know. There is a program like

3.188 TeamViewer, Anydesk just connected from another computer and you can change anything to
3.189 another computer

3.190 Interviewer: So, that’s a good point as well. Okey and also, but...also | noticed that you have

3.191 relationship between your employees, right? Between everyone in a hotel?

(Working environment: 3.192, 3.193)
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3.192 Respondent: Yes, we have very friendly team, unfortunately, for my big story working in a hotel,
this

3.193 is the one of the friendliest team

3.194 Interviewer: Oh really? And why? Why do you think...

3.195 Respondent: Because it’s a small hotel. We don’t have a lot of people here and so...unfortunately
we

3.196 are all young, like young people, working in the hotel...

3.197 Interviewer: Unfortunately?

3.198 Respondent: Unfortunately yes, like, all... everyone is like, our manager is like not more than 35
I

3.199 think, maybe that...

3.200 Respondent: So, we worked and the funny story is that all receptionists are guys

3.201 Interviewer: Yes, | heard about it, but it’s normally, is it like, do you think it’s coincidence or it
3.202 happens because of some reasons, why do you have all the guys?

3.203 Respondent: | think it’s just because it happens like this, because our manager wanted to have
one

3.204 or two girls, but for girls it’s difficult to work 24 hours. It's easy for, it’s more easy for guys to
work

3.205 24 hours

3.206 Interviewer: But do you think for example, if these girls wanted to change the shifts or maybe
work

3.207 less hours per day, maybe it would be possible to discuss with the manager as well?

3.208 Respondent: Maybe, but we have very good shift. It’s like three days...one day you are working,
3.209 three days you are rest, for our receptionist it's a good shift and we don’t want to change it,
so...l

3.210 think we found this balance for receptionist. It’s okey and for manager it’s okey, because we are
3.211 working

3.212 Interviewer: Of course, yes and who's idea was it to work 24 hours? Was it yours or your
managers?

3.213 Respondent: First...it was more ours, because when | came to the work he asked me to think
about

3.214 how can we work, so he said me there will be four receptionist and just tell me your vision about
3.215 this. What do you see? How to work and | told him that working one and three it’s like best way,

3.216 because three days to rest after 24 hours it’s normal, it’s okey

(Desired changes in the employee development program: 3.220-3.224)

3.217 Interviewer: Yes, of course. Hmm, okey, and for example, if you had a chance to change
something

3.218 exactly in a development program, what would you change? Maybe you have some ideas about
like

3.219 future changes or something that you like, wanted to develop in yourself, in your skills?

3.220 Respondent: Maybe | would just make more group meetings just to talk about what we have like,
3.221 maybe once in two months. Maybe just meet all who is working in the hotel, just talk about
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3.222 problems, discuss it and solve them together. Because sometimes we have this problem, that
3.223 someone do...do not talk the manager, then it’s...it"’s a problem sometimes, | think if we just talk
to

3.224 each other like once in two months, we have less problems

3.225 Interviewer: You mean like a meeting between all the employees and all the managers, right?
3.226 Respondent: Yes-yes

3.227 Interviewer: Hmm, okey, | understand this one. Then, the next question is about compensation
and

3.228 benefit program, which normally many hotels have, maybe since you were working in Marriott,
3.229 maybe you know what is it?

3.230 Respondent: Yes

(Monetary reward: 3.231-3.249, 3.256-3.257)

3.231 Interviewer: So, could you tell me something about, if you actually have it, some kind of

3.232 compensation and benefit program in your hotel, in a City Hotel?

3.233 Respondent: So, for this time we have it once. It was a New Year

3.234 Interviewer: Yes

3.235 Respondent: When the year is over, we just have like plus some money

3.236 Interviewer: Amount of money?

3.237 Respondent: Some amount of money (laughing)

3.238 Interviewer: Like extra money?

3.239 Respondent: Everyone has his own, how he works and something like this. How our manager
said to

3.240 us. He said that when everyone have one year in the hotel

3.241 Interviewer: Yes?

3.242 Respondent: He will have two salaries at the end of this year

3.243 Interviewer: So, if like, for example, my salary is fourteen thousands, it will be twenty seven
3.244 thousands foe example

3.245 Interviewer: Two times more

3.246 Respondent: Yeah, two times more

3.247 Interviewer: But it will be, you mean, this salary you will get every month or it will be like once as
a

3.248 reward?

3.249 Respondent: It will be once, yeah

3.250 Interviewer: Could be better if every month, right? But (laughing)

3.251 Respondent: Yeah, if every month, | think this is not work in this way...some heaven (laughing)
3.252 Interviewer: Okey, but also do you have some monetary rewards or like money rewards, in case
you

3.253 have like during certain month, if you have like very good job performance?

3.254 Respondent: This...for now we don’t have, sometimes our manager could give us some...some
3.255 missions that we can do. Like last one he asked, who wants to translate some present...special
3.256 presentation for our hotel. So, | translated it and he just...he gave plus five thousands rubles for
3.257 this work
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3.258 Interviewer: Okey, that’s sounds good as well
3.259 Respondent: Yeah, normal
3.260 Interviewer: Normal (laughing). And also about some kind of working benefits. Like, for example,

3.261 medical cover, do you have it? Like insurance or medical cover?

(Medical cover: 3.262-3.265)

3.262 Respondent: So, we don’t have medical cover, but we have discount in a medical center, if

3.263 something happen, we can make something with discount

3.264 Interviewer: Every employee, right?

3.265 Respondent: Yeah

3.266 Interviewer: It’s also a good start for the new hotel, right?

3.267 Respondent: Yes, not bad

3.268 Interviewer: And what about team events? Do you also have them in a hotel? Like for example for

3.269 the New Year or for the Easter like now we have

(Team events: 3.270-3.273)

3.270 Respondent: Unfortunately no, we don’t have team events, but like just, we can just see each
other

3.271 only if we make it like ourselves. So, we are just so friendly. We have barmens with receptionist,
so

3.272 we can just chat each other, but if...our manager do not do it like this “let’s do somewhere a
party”.

3.273 This is more for big hotel

3.274 Interviewer: Yeah, | think about it and also flexible working hours?

3.275 Respondent: Yeah, so you are talking about is it flexible, if...

3.276 Interviewer: Yes, if you can change sometimes your shifts or if you can discuss it with the

manager?

(Flexible working hours: 3.277-3.279)

3.277 Respondent: Yeah, this is not problem, you know, so we can change it with my receptionist or
one-

3.278 two hours. If | need to go somewhere, so we can just come back to the work, someone can just
3.279 change me for two-three hours, it's okey. It’s not a problem

3.280 Interviewer: And also at the beginning of the interview, you told me about management, that in a
3.281 future your manager wants to open another hotel and then you will have some opportunities to
3.282 grow, so could you tell me more about this? If he actually discuss it with you? What kind of
3.283 opportunities would you have?

(Opportunities to grow: 3.284-3.290)
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3.284 Respondent: Unfortunately, | don’t know like a lot of about this. | know that opportunities will
be,

3.285 because the hotel will be bigger. So, | think there will be more places to work. So, not only like
shift

3.286 receptionist, maybe they needed to who just have all the reception by himself

3.287 Interviewer: Like a Front office...like a Front office manager, right?

3.288 Respondent: Yeah, like Front Office Manager. Maybe they would need someone else. We do not
3.289 discuss it a lot, but the main thing | know, that hotel will be bigger, so the opportunities will be
3.290 more in this hotel

3.291 Interviewer: And also could you tell me about your working environment? | already understood
that

3.292 you are quite friendly. All the employees in the hotel, what’s quite good, but also you... do you
have

3.293 also some kind of recognition events? Employee recognition events? For example, if you again,
3.294 celebrate someone’s achievements or something like this or it’s....you just do it by yourself? Not
in

3.295 a hotel

3.296 Respondent: | think, we just do it by ourselves

3.297 Interviewer: So, so far it’s just more between you, between employees, but not in a working
time,

3.298 but like outside the hotel, yes?

(Working environment: 3.299-3.302)

3.299 Respondent: Yes, outside, we can just, | can come, because | live not that far from here. | can
come

3.300 like in the evening to the hotel just to seat with them, if all arriving guests already come. We can
3.301 just seat, talk, we can watch football sometimes. If it’s...hotel already full, there is no work there.
3.302 But it’s all about the situation, you know.

3.303 Interviewer: Yeah, but sounds good

3.304 Respondent: Yeah, do not tell our manager (laughing)

3.305 Interviewer: | am not gonna do it (laughing). And also about Safety and Security. How do you feel
in

3.306 a hote...do you feel safe in a hotel. Did you have some problems in a past, which scares...scared
3.307 you?

3.308 Respondent: First like...for my past hotel and for this | know that Security is the thing.
Unfortunately

3.309 in Russia, they are just seating there and if you want to save yourself, it's better to learn it how

to
(Safety level: 3.310-3.316)
3.310 do yourself. For the City Hotel it’s like our security is on the first floor, the hotel is on the fourth

3.311 floor, so there is no security in the hotel, there is security only downstairs. So, if something

3.312 happens, we have special button. We can tap it...push it, | don’t know...so yeah

134



3.313 Interviewer: Yeah, press it

3.314 Respondent: The policemen will come and they will come like in 5-10 minutes

3.315 Interviewer: And did you...

3.316 Respondent: But for now never happened this

3.317 Interviewer: So, never happened so far and how many security guards you have in a hotel
3.318 Respondent: How many? | think like about 10 people, plus-minus

3.319 Interviewer: Ten people? But they don’t work all together, right? It’s like they work in a shift
3.320 Respondent: Yeah, they have...they change their shift, they are living in the hotel?

3.321 Interviewer: Hmm, they are living in the hotel?

3.322 Respondent: How | know-yes

3.323 Interviewer: Wow

3.324 Respondent: Yes

3.325 Interviewer: So in...for example, five people are sleeping and another five are working, right?
3.326 Respondent: Yeah, maybe some...five people are in the hotel, five people have rest somewhere
like

3.327 for ten days, maybe more and then they just change the shifts and ten days they are working
and

3.328 living in the hotel

3.329 Interviewer: Hmm, okey and they also work 24 hours shift?

3.330 Respondent: No, they have shifts, they changing, because they have a lot of places. We have
office,

3.331 the hotel office there. So, they have one guy in the hotel office. One guy is working in the
enterness

3.332 of the hotel and some guys just watch the camera, something like this. So, | think they just
3.333 changing these places. You know, like two hours you are seating in one place and two hours you
3.334 change it and they...someone goes to enterness and someone goes to cameras

3.335 Interviewer: And did you already have a situation, when you need to ask them for help as well?
3.336 Respondent: Hmm, | don’t have

3.337 Interviewer: So, no emergency situations so far?

3.338 Respondent: No, sometimes guests are screaming, sometimes guests are, of course, arguing,
but

3.339 this is not the reason to call them, | think we can solve it by ourselves

3.340 Interviewer: And actually as...how do you solve this kind of problem, for example, when you
have

3.341 drunk guests or, who start to fight with you? How do you solve this?

(Safety level: 3.342-3.347)

3.342 Respondent: So, for the fight, the good thing is that our reception is close, so it could not come
to

3.343 me like to the distance to fight with me. So, this is a big plus of the hotel. But when they are
3.344 screaming, we just talk to them, just to talk that if he don’t have the passport, | could not
checking
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3.345 in him, because this is the law of Russia. Yeah, we just talk to them and listening a lot of about
us,

3.346 a lot of interesting things about us, because they understand it, nothing happened | will not
3.347 checking in him and he can scream all night

3.348 Interviewer: Negative things

3.349 Respondent: | will not checking in him and he can scream all night

3.350 Interviewer: Seriously, you had these situations, when they were screaming the whole night?
3.351 Respondent: Yeah, of course, of course. On the weekend it's normal situation. A lot drunk
people

3.352 coming and they are always arguing, they always want something from you. And if you don’t
have

3.353 rooms, they think you are lying. You have rooms and you don’t want to checking in them, so the
3.354 guests in the weekend are wild people. | don’t know, but they using...they are drinking, but at
the

3.355 weekend

3.356 Interviewer: Crazy?

3.357 Respondent: Yeah

3.358 Interviewer: Maybe that’s why you don’t have. A lot of girls at the work place

3.359 Respondent: Yeah, this true, of course, because girls are so emotional. We are, guys, we can just
3.360 listen

3.361 Interviewer: Yeah. It can be also quite dangerous as well sometimes with the drunk people
3.362 Respondent: Yeah, of course

3.363 Interviewer: And also about Safety and Security, since we started about it already. Did you
about...|

3.364 want to ask about the documentation for the risk appraisal for example. Did you read some kind
of

3.365 documentation or, | don’t know, information about the Safety and Security, which you signed or
3.366 maybe they explained to you, the managers how to deal...

(Documentation of the risk appraisal: 3.367-3.375)

3.367 Respondent: Yeah, we have this kind of papers, we signed it, we read about this, special guy
came

3.368 for us. He told us what do we need to do if there is a fire somewhere, who do we need to call,
where

3.369 do we need to call, because in the back office we have special computer, that have a lot of lights,
3.370 green lights. If there is a red light there, you just need to call somewhere, we need to solve this
3.371 problem. So, yeah, we have trainings...

3.372 Interviewer:: You have trainings?

3.373 Respondent: Yeah, trainings and after this we signed

3.374 Interviewer: So, all like...all the basic information you received during this explanation?

3.375 Respondent: Yeah, yeah, of course

3.376 Interviewer: And also the same question for example...are you satisfied, first of all, with this way
of
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3.377 Safety and Security program? Small introduction?

3.378 Respondent: Yeah, it’s normal you know like...unfortunately we don’t have problems a lot about
3.379 security

3.380 Interviewer: It's fortunately, right?

3.381 Respondent: If we are talking about fire or something like this, everything is okey about this, if
you

3.382 are talking about wild people and security, so we solve ourselves

3.383 Interviewer: And what would you change for example? In case you had a chance to change

3.384 something in Safety and Security program?

(Desired in the Duty of Security: 3.385, 3.387-3.388, 3.392-3.394)

3.385 Respondent: Maybe | will took one of the guys from Security to our level...floor-floor

3.386 Interviewer: Again, what do you mean?

3.387 Respondent: So, like on our floor. So our hotel has first floor and fourth floor and security is on
the

3.388 first floor. So, maybe | just took one guy to be there

3.389 Interviewer: Yes, you want to have some security guards next to the reception, right?

3.390 Respondent: Yes, something like that

3.391 Interviewer: Yes, could be nice

3.392 Respondent: Because it feels sometimes more safety and maybe someone, who sees the security
do

3.393 not start to blaming, because he knows that there an another guy who can, who can out you out
3.394 very fast (laughing)

3.395 Interviewer: Okey and also do you have first aid tools in a hotel? Do you know where is it? An do
you

3.396 actually have this things?

3.397 Respondent: First what?

3.398 Interviewer: First aid tools just in case of some...

3.399 Respondent: Aid

3.400 Interviewer: Yes, it’s like some kind of medicaments, medical treatments

(First aid tools: 3.401-3.402)

3.401 Respondent: Ah, yeah- yeah, of course we have...like our manager bring it to our hotel, special
3.402 boxes, so there is everything inside there, everything, if the guests...

3.403 Interviewer: Okey, that’s good, | understand and one more question about Separation process or
3.404 firing process. So, basically it’s more a question for the manager, but just in case. | want to ask
you

3.405 have some in a hotel, who has been fired already?

3.406 Respondent: Hmm, fired you are talk about

3.407 Interviewer: Left the job

3.408 Respondent: Leave the hotel

3.409 Interviewer: Yes, because the manager ask him to leave
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3.410 Respondent: Yeah, because | though fired like fired

3.411 Interviewer: No-no-no (laughing)

3.412 Respondent: Ha-ha, burnt or something

3.413 Interviewer: No, not this

3.414 Respondent: Ha-ha, oh, okey, yes, we have people, but these people was not from reception,
these

3.415 people not from the bar. These worked in the Housekeeping and worked in the Sales

3.416 manager...Sales Management

3.417 Interviewer: And do you know why they have been fired?

3.418 Respondent: Hmm...they do not work...they do not work. So, manager don’t like how they work
3.419 Interviewer: Okey and have you been able to observe the process or do you know maybe how
3.420 they...the way they fired people? The process | mean. For example, they had interviews with
them,

3.421 maybe they asked what was wrong, they discussed this or they just fired them without any
3.422 explanation?

3.423 Respondent: | think, yeah. How | know, everyone, who like. Everyone, who was fired, he was so
3.424 loyalty...So manager just talked to these people and so explained them why they not work
anymore

3.425 in this hotel. And how | know, everything was okey, no problems with this

3.426 Interviewer: Could you repeat what did you say? It was because of the loyality or...?

3.427 Respondent: It was loaylity talk | think between manager and the man

3.428 Interviewer: Like a kind and polite talk, yes?

3.429 Respondent: Yeah polite

3.430 Interviewer: Okey, and also do you have some employees in the hotel, who would you fire, if you
3.431 could do this?

3.432 Respondent: For now, unfortunately | think...maybe yes for like you have someone works...but
it's

3.433 not a big problem. Maybe | will change it, but it’s okey. It’s maybe just only my opinion

3.434 Interviewer: Okey and also like a general question, also if you would be able, what would you
3.435 change in the Human Resource Management policies in this hotel? Would you have some kind of
3.436 benefits or maybe something, that would make you feel more comfortable working in a hotel?
3.436 Anything?

(Working environment: 3.437-4.3440)

3.437 Respondent: To say...really everything what happens | like it, because | have a lot of hotel,
places,

3.438 where | worked and it was worse, really worse. For the benefits, for another things...A lot of
hotels

3.439 have...oh | forgot how to tell about it. So when you just doing something wrong and they took
your

3.440 money

3.441 Interviewer: Ah yes, it's like, it’s a financial punishments
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3.442 Respondent: Yeah, yeah-yeah-yeah, something like this. In our hotel we, like reception don’t
have it.

3.443 SO, sometimes, we have problems with guests, sometimes guests do not pay for their rooms
and,

3.444 you know, sometimes there is a guest, who wants to cheat...cheating something like this and
yeah,

3.445 sometimes we have when the guest just took towels and they don’t want to pay and so for this
time

3.446 manager not took money from our pocket

3.447 Interviewer: But did you have it in a past? When, for example, other hotel, when people,
managers

3.448 reduced your salary, because of your wrong performance for example?

3.449 Respondent: Yeah, a lot of times. All mistake that | made in my previous hotel, | always paid
from

3.450 my pocket and they don’t recognize, they don’t realize that it was my first experience or
something

3.451 like this. They just took it from your pocket and don’t worry about it

3.452 Interviewer: Oh, that sounds terrible actually

3.453 Respondent: Yeah

3.454 Interviewer: It happened like in a big hotel chains or in a small hotels?

3.455 Respondent: It’s in a big hotels, they have like big...

3.456 Interviewer: And could you also give an example, what exactly did you do? Just for my
observations

3.457 Respondent: Yeah, | can tell my first month | worked in Novotel, like in reception and work in
3.458 reception is difficult for the first time of course.

3.459 Interviewer: It’s like...

3.460 Respondent: And | took money from the credit card, but | took nor right price, you know. It was
like

3.461 fourteen thousands and | took ten thousands, because there is mistake in the program. But they
3.462 told me this is my mistake and | paid

3.463 Interviewer: So you charge...charged the customer with the wrong lower price and for this they
3.464 reduced your salary at the end of the month, right?

3.465 Respondent: Yeah, yeah, my salary

3.466 Interviewer: Yeah, that’s interesting, | never heard about it, but it’s a wrong way of...

3.467 Respondent: Yeah, in big hotels you always pay from your pocket. It’s normal. They...the thing
they

3.468 could give you just time. They can tell you “okey, you can pay this price for this month one half
and

3.469 second half then”. But you need to pay at the end of your...

3.470 Interviewer: Life (laughing)

3.471 Respondent: Yeah, at the end of your life, yes (laughing)

3.472 Interviewer: Okey, yeah. | understood this, but this something new for me. But about this hotel,
SO

3.473 you have more, some additional information, which you want to add to all this conversation?
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3.474 Respondent: Hmm, for me... what to tell that it’s not the...the big hotel. SO, this is small hotel.
3.475 There is only one hotel in Moscow. So, before | worked only in big hotels. Only in hotels that
have a

3.476 big...

3.477 Interviewer: Like international hotel chains

(Working environment: 3.478-3.481)

3.478 Respondent: Yeah, international chains. So, end | understand that for me it’s better work in
small

3.479 hotel, because there are more polite people there. Loyality, there is a lot of loyality for you and
3.480 more...how to tell you...more human talks with the manager. It's okey, that | come to the
manager

3.481 and talk to him about myself, like | couldn’t come to the work tomorrow, something like this.
They

3.482 listen you, they understand you. For big hotels it’s more work, work and work. It’s like work in
the

3.483 small restaurant and work in McDonalds, something like this

3.484 Interviewer: So here you have like a small, friendly family

3.485 Respondent: Small restaurant, small family

3.486 Interviewer: And also you have a lot of international employees, right? In a hotel, it’s like you all
3.487 from different countries, all different nationalities

3.488 Respondent: Yes, a lot of, we have Armenian, Russians, Azerbaijanians

3.489 Interviewer: And do you like to work with international people?

3.490 Respondent: Who | like? Who?

3.491 Interviewer: Do you like to work with international people? Is it interesting?

3.492 Respondent: Yes, of course, for me it’s okey. | am the international too, from Georgia, so it’s
okey

3.493 Interviewer: So, okey, it’s sounds good. | got all the information from you. SO, if you don’t have
3.494 anything to add, then | am going to finish this interview. Or you want to say something?

3.495 Respondent: | think, thank you!

3.496 Interviewer: Thank you very much! Then | am going to say you goodbye and stop with this

Interview Transcript 4

Theme: Human Resource Management policies in City Hotel 1905
Date: 17.04.19
Interviewer: Student - Natella Salamova (Interviewer)

Interviewee: Egor Gusev (Respondent)

4.1 Interviewer: 106po NoxanoBaTb Ha CeroAHAWHee UHTEPBLIO. 1 pelinsia NPOBOAUTL 3TOT ONpPocC
NOTOMY 4YTO B
4.2 otene. 4 pewnna npoBecT 3TOT ONPOC NOTOMY YTO yrnpaB/iieHne NepcoHaIOM B MPUHLUME OYEHb

BaXXHbIN
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4.3 acnekT B OT€JIbHOW UHAYCTPUN, KaK B MaJIEHbKMX Tak U B BONbIUMX OTeNSAX U 3TO 3HAYMTE/IbHO
BAMAET Ha...KakK

4.4 Ha 3(hheKTUBHOCTb PAbOThbl COTPYAHUKOB, TaK U HA 3 PEeKTUBHOCTL PabOThbl BCEM OpraHu3aLuu.
Mostomy

4.5 ceriyac mouM knuneHTom sensaetcs City Hotel B MockBe 1 s 66l XOTes1la NpoBeCTH ONpoc cpeaun
HEeKOTOpPbIX

4.6 COTPYLHUKOB 3TOr0 OTe/IsA, YTOOLI MOJIYYUTb AOMOJHUTENBHYIO MHMOPMaLKio 06 OTaene YnpaeneHus
4.7 MNepcoHanoMm. B TeueHUM Bcero UHTepBbIO A Byay 3apaBaTb Bam BOMpoOChl KacaTesbHO pasHbiX
acnekToB Human

4.8 Resource Management unu YnpaesieHus [epcoHanoM Ha pyCCKOM f3blKe U XoTena 6bl YTo6bl Bbl
6binn...0anm

4.9 poCTAaTOYHO AeTasbHble OTBETbI, UTOObI A MOIr/1a B AA/IbHENWEM NPUAYMATb NporpamMmy no
YAYYLIEHUIO 3TOro

4.10 oTpena ans otens

4.11 Respondent: [la, xopowo

4.12 Interviewer: Ecnn 6yayT Kakne-To BONpPOChl B TEUEHUN UHTEPBbLIO, Bbl MOXETe BCcerga Ux 3a4aBaTb,
A mory

4.13 06BACHUTb BONPOC AOMNOJHUTENbHO. Xopowo? BoT, B npuHuune nHdopmaumein 1 byay oenmtscs
TONBKO C

4.14 yH/BEpPCMTETOM, NMO3TOMY OHa byneT bonee-meHee KOHbDUAeHUNaNbHA. TO eCTb AN Hadana A 6ol
xoTena

4.15 nonpocuTb Bac npeacTaBuTh Cebs, TO €CTb CBOE UMSA, CBOIKO MO3MLMIO B OTeJIe U TaM f yXKe
cnpouwy...

4.16 Respondent: MeHs 30ByT...MeHs 30ByT Erop, pabotato s B City Hotel 1905 6apmeHoM

4.17 Interviewer: W 6611 11y Bac Kakon-To onbIT paboTbl B 3TOW...A0 3TOro?

4.18 Respondent: Ja-ga, no 31oro s pabotan B otene Garden Embassy, npopabotan Tam nosaroga u
MOW

4.19 ynpaBnaowmin-3amMecTuTesNb ynpasaatoLLero nepesencs Ha A0/HKHOCTb YNPABAAIOLLErO U 5
nepeiuen B Apyrou

4.20 oTtenb

4.21 Interviewer: A kem Bbl TaM paboTanu?

4.22 Respondent: Ta xe camas AO/KHOCTb-bapmeH

4.23 Interviewer: Toxe 6apmeH, 1 B 06LLLEN CNOXHOCTU CKONbKO Bbl npopaboTanu B oTenbHOM 6uM3Hece?
4.24 Respondent: MNontopa ropa

4.25 Interviewer: MNontopa roga, To eCcTh rog, TaM 1 nonroaa Bel paboTaeTe 3aech?

4.26 Respondent: Bce BepHO

4.27 Interviewer: Bbl paboTaeTe C OTKPLITUA OTENA UM YyTb NO3XKe?

4.28 Respondent: MOXXHO CKa3aTb C OTKPbITUA OTeNs

4.29 Interviewer: Ara, XopoLo

4.30 Respondent: To ecTb B TOM pexuMe 1 He Y4yBCTBOBAJI, d Y4YBCTBOBAJ Y)Xe HEMOCPEACTBEHHO B
caMmom

4.31 oTKpbITUYK

4.32 Interviewer: Ara, xopoLo, Bbl, 4yTo B BaweM noHnMaHuu BoobLLe yrnpasneHne nepcoHanomM? Bel kak

3HAKOMbI
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4.33 ¢ 3TMM oTaenoM u yto Bel nogpasymesaete?

4.34 Respondent: 4 yuycb Ha ynpaBneHue nepcoHasioM

4.35 Interviewer: O, a Bbl ceriyac yumtech B yHMBepcuTeTe, Aa?

4.36 Respondent: Bce BepHO

4.37 Interviewer: M/ Bbl ceryac npoxoaunTe Toxe, nosydaeTcs kak, Human Resource Management? He
3Halo KakK y

4.38 BacC OH Ha3bIBaeTCA

4.39 Respondent: YecTHO f y4yCb Ha ANUCTAHLLUOHHOM M Kak-TO B POCCMM C 3TUM HAMHOIFO npoue
4.40 Interviewer: Ara, HO y Bac B npuHUMMe TOXe ynpaBieHne NepCoHAIOM UMEHHO B OTe/IbHOW
MHOYCTPUN

4.41 nunbo...

4.42 Respondent: HeT, He B OTe/IbHOW UHAYCTPUK

4.43 Interviewer: NpocTo B 06uLeM?

4.44 Respondent: B obuiem-pa

4.45 Interviewer: W Torga ckaxuTte noxanyncra, yto gns Bac... kak Bel gymaeTe, 4To A0/IKHO
BK/1HOYATb...YTO

4.46 ponxeH BKAOYATb 3TOT OTAEN AONYCTUM B OTE/IbHOW MHAYCTPUX, UMEHHO YnpaeneHue
MepcoHanom?

4.47 Respondent: YTo LO/MKHO BKIOYATh B C€bs MMeHHO YnpaBneHue MNepcoHanom? 3710
HenocpeaCTBEHHO MHe

4.48 KaXeTCs CNnexka 3a nepcoHasioM, Takxke nogbop ero. A Kak NpaBubHO UM YNPaBAATb, MHe
KQXeTCA, HY>XHO

4.49 nobbiBaTh M3HAYA/ILHO HA BCEX A,0/BKHOCTAX, YUTOObI MOHMMATb, KOHTPOIMPOBATb BECb 3TOT
npouecc, Ytobsl

4.50 HMKTO He MOr YKpacTb AeHbIN C oTensa. To eCTb MOHMMATb BCE 3TN Na3enkn

4.51 Interviewer: [Ja, Xopowo 1 Kak NPOXOAUT ynpaBieHue nepcoHaaoM MMeHHo B Bawem oTene, B
KOTOpPOM Bbi

4.52 cervac pabortaete-City Hotel?

4.53 Respondent: 4 npsAM He 3HAO KaK 3TO TaK AOC/IOBHO ONMCaTb

4.54 Interviewer: Hy HeT npocTo B obwem. 4 cenyac byny 3agaBaTbh 60siee KOHKPETHbIE BOMPOCHI,
NpocTO BOT B

4.55 obwem Bbl cumTaeTe, YTO OHO Ha, HY KaK CKa3aTb, HA XOPOLUEM YPOBHE HAXoAuUTCs, IMbo BCe Taku
HY)XHbI

4.56 Kakme-TO KOPPEKTUPOBKN 1, KaK CKa3aTb, ynyyweHuna?

4.57 Respondent: Hy, nOoCKO/ibKY OTe/lb TOJIbKO Pa3BMBAETCS, TO €CTb €LLe He BCEe A,0/IKHOCTM eCTb,
LOMNyCTUM, eCnin

4.58 CcpaBHMBATb C NpeAbIoYWUM OTesleM, rae s paboTan. A TaM B6bI1I0 HECKOILKO MEHeKEPOB MO
ynpassieHunto 3a

4.59 cnexkom no nepcoHainy, CAeXKOon 3a TeM, KTO C/IeAnT 3a nepcoHanom. Hy, BO3MOXHO,
KOHTPO/ZIMpPOBATH

4.60 kaxAayl 3Ty No3Muuto

4.61 Interviewer: Ara, Xxopowo

4.62 Respondent: kak 3TO onncaThb s He 3HAO TOYHO
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4.63 Interviewer: Torga s NpocCToO...5 HA4HY C MEPBOro BOMPOCa, B NPUHLMNE KaK pa3 Bbl MHe 0b6bACHUTE
C nosnuum

4.64 paboTHukKa 3aToro otensa. To eCcTb NepBbIN BOMPOC ByAeT Kak pa3 Mo Npoueccy npueM...NnpoLeccy
npuemMa Ha

4.65 paboty. To ecTb, MOXeTe Bbl MHe cka3aTb Kak Bbl Hawu paboTy n kak Bac cobcTBeHHO ycTpaunBanu
Ha 3Ty

4.66 paboty?

(Selection process: 4.67-4.72, 4.93,4.94)

4.67 Respondent: Hawen s 3Ty paboTy TeM, UTO A e, KaK CKa3as Npexae, MoV 3aMecTUTeb
yMpaBnsoLLero

4.68 nepewen Ha HOBYIO A,0/HKHOCTb YNPABAAIOWENO OTeNA U NO3BAJI MEHA B HOBbIA OTE/b, NPEAJIOXUN
bonee

4.69 nyywue ycnosus, yem 6bian TaM. To eCTb, Y HacC He BblJI0O KOHKPETHOrO NPAM TaKoro
cobecepoBaHus. NpocTto

4.70 Mbl NpULWAK, OH Hanucasn, rpybo roBops, 4To 6yaeT NPOUCXOANTb, NPEAJIOXKM JyULLYIo 3apniaTy u
noobewan

4.71 kapbepHbIN pocT. [Mo3TOMY Kak bbl 5 COrnacuics 1 BeCb NePCOHas, KOTOPbIN...C KeM i paboTas, OH
nepesencs

4.72 B HOBbIN OTeNb. M Mbl Kak 6bl BCe C AeTcTBa 0bLLaeMCa, MHe MPUATHO HAXoAuUTCA B 3TOM
KOJI/IeKTUBeE.

4.73 Interviewer: Ara, KCTaTu A yXe cabiwana npo 31o ot Apama u ot lNeTpe, ga?

4.74 Respondent: [la, n rae-To HaBepHoe ele OoT AMuUKa?

4.75 Interviewer: [Ja, na-pa-aa v oT Hero Toxe. TO eCTb Bbl BCe B MPUHLMUIME 3HAeTe ApYyr Apyra co
BPEMEH...CO

4.76 WKONbHbIX BPpeMeH, aa ew,e?

4.77 Respondent: [a

4.78 Interviewer: 310 300p0BO

4.79 Respondent: Hy MHe KaXeTcs Aaxe [,0LWKOJbHbIE BpeMeHa

4.80 Interviewer: Hy 3To 30,0p0OBO, MHe KaXeTcs, Korga Tak paboTaelb CO CBOMMU APY3biMU

4.81 Respondent: HeT, 370 Beceno, ropasgo /yylue, Korga HeM3BeCTHbIA KONNEKTUB 1 BCe APYr Apyra
noaCTaBAAOT

4.82 Interviewer: Hy pa, 1 cornacHa. Her B Bawem cnyyae Bam, Aa, MOBE3/10 B 3TOM MjaHe. Hy
nosnyyaetcsa Bbi

4.83 HawW...CKaXKeM Tak, MeHezXep nomor Bam HanTu paboTy 1 nepemectun Bac B 3TOT oTenb, Aa?
4.84 Respondent: Hy na

4.85 Interviewer: BoT, a kacaTenbHO, Koraa Bbl yxe npuwwnum, To ecTb 66111 y Bac kakme-To
cobecepoBaHus, nnbo

4.86 4TO-TO BOT C MeHeAXepaMun yxe 3TOro orens?

4.87 Respondent: HeT, Ha TOT MOMEHT He bblI/I0 HM MeHeaKepa, HUKOro, TONbKO BOT, YNPaBAIoLLUNA
oTesieM U Bce

4.88 Interviewer: N Bbl C HUM pa3roBapuBanm? Kakme-To MHTEPBbIO MU YTO-TO ObIJIO Nepes TeM Kak OH

Bac HaHan?
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4.89 Respondent: HeT (cMeeTcs)

4.90 Interviewer: Het?

4.91 Respondent: He 6b1710 K COXaneHuto

4.92 Interviewer: Bbl MPOCTO Kak NpULLAK, CIPOCUN, HY KakK, YTO cobupaeTech paboTaTs?

4.93 Respondent: HeT, oH MeHs no3Ban C npeablaywero otens n sce. MpocTto oH y MeHA CNPOCU/ Xouy
n A, s

4.94 ckasan «Aa, A cornaceH», BCe «MOXeTe C NoHeAe/ibHNKA NPUCTYNaTb»

4.95 Interviewer: Npo nNpeAblAYWMA ONbIT TOXE He Crpawmnean?

(Candidate assessment process: 4.96-4.104)

4.96 Respondent: Mbl paboTanu ¢ HUM B O4HOM OTesne

4.97 Interviewer: MNony4yaeTcs 37O 1 BbIJ1 TOT MeHeAXep, KOTOPOro NMOBbLICU/IN, 3TO OH U bbiN, Aa? To ecTb
OH

4.98 nepewen kak ynpasnsatowun B City Hotel...

4.99 Respondent: [la, OH ...

4.100 Interviewer:....Tenepb NoHANa

4.101 Respondent: ...ynpaBnsiowmni, KOTOpbIN cenyac MO ynpasasiowmnn B MOem oTesle, 4,0 3TOrO
pabotan B

4.102 Garden-e, oH bbl1 3aMeCTUTEIEM YNPABAAIOLLENO

4.103 Interviewer: A pa, Tenepe...

4.104 Respondent: OH NpocTo, BUANMO, BULAEN KaK Mbl BCE paboTaeM 1 NMO3TOMY MO3Bas BCEX B HOBbIW
oTenb

4.105 Interviewer: Xopoluo, ga, Tenepb NoHaNa 1 AonycTuM, ecam 6bl y Bac bbia Toraa BO3MOXHOCTb
4yTO-TO

4.106 M3MeHUTb, HY ZOMNYCTUM Ha byayuiee AN HOBbIX COTPYAHUKOB MMEHHO B MpoLLecce npueMa Ha
paboty,

4.107 yTObbI Bbl U3MEHUAU? YTO 6bl Bbl, HY CKaXkeM TaK y/y4YlIUTb COCTOSAAHME, HY YYYLIUTb
3¢hPeKTUBHOCTD

4.108 opraHusauuu, niM60 ynydwmnTb 3pdeKTUBHOCTL PaboTHMKOB. Hy nnn 6onee npodeccnoHanbHbiM
KOJ/IeKTUB

4.109 HaHMMaTb, YTOObI 3HAaTb KOHKPETHO, KOro Bbl HaHUMaeTe. YTo 6bl Bbl U3MEHUAN UMEHHO B 3TOM
npouecce?

4.110 Ha byayuiee?

4.111 Respondent: B npouecce npuema Ha paboTty?

4.112 Interviewer: [la, Hy TO eCTb KaK, A,OMYCTUM, HOBbIX COTPYAHWUKOB HAHMMATb

(Desired changes in the recruitment process: 4.113-4.117)

4.113 Respondent: Hy npenBapuTenbHO, s 6bl HaBepPHOE MPOBEPWJT €r0 HABbIKKU, MOTOM XXejaTe/bHO
KOHEYHO

4.114 6b110 y3HaTb FA4e OH paboTan B NpeablAYLINX MeCTax, YTObbl MOXHO OblJIO KAK-TO Y3HATb 3TO Y

npeabiaywmnx
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4.115 Bnapensues noyemy OH yuien, BoT. [ToToOM, Kak bbl Tak CKa3aTb, MOXHO MPeAJIOXKUTb pa3Hbie Mo
nporpamme,

4.116 ponycTuM no npoaaxe, No BCEMY, YTODbI KaK-TO 3aUHTEPECOBATb COTPYAHMKA. [1OTOM, HY
0b6a3aTeNbHO

4.117 KapbepHbIN POCT, MHAY€e COTPYAHWKN He ByayT e BeYHO CUAETb HA CBOUX L,0/KHOCTAX

4.118 Interviewer: Hy na, 3T0 pa3yMHO

4.119 Respondent: A Tak, B NpUHLLMNE, MHE Ka)KeTCs, BCe

4.120 Interviewer: Ara, Hy B npuHumMne Aa, 3T0 NpaBuabHO. MHe NPOCTO HYXXHO 3HaTb Bawe MHeHwMe.
MpocTo A4, B

4.121 BaweM cnyyae 06bIYHO eCTb KAKOW-TO MpoL,ecc, HO eciv Bbl HAUMHANM C caMoro Havyana oTens,
Torpay Bac s

4.122 npvHuUMNe camMoro oTbopoYyHOro npoLecca ewe 1 He bbi10, NPaBusIbHO? MOTOMY UTO ecin
4.123 cOTpyAHMKA...COTPYAHMKM C CAaMOro Havyana

4.124 Respondent: Hy aa

4.125 Interviewer: Xopowo, Torga ciegyowmin BONPOC CNpoLy KacaTesibHO ynpaBaeHus
NPOM3BOANTENbHOCTbIO-

4.126 3TO ecnun A0CNOBHO NepeBoAuTb. JIN6O 3TO UMEHHO 06 OTHOLWEHUN MeX Ay MeHeAKepPOoM U
COTPYAHMKAMMU.

4.127 To ecTb, BO-MNepPBbIX 3HaeTe /N Bbl €CTb /1N B OTeNle KaKMe-To NaaHbl Ha byayuwee, 1160 KakMe-To
uenu,

4.128 koTopble, A,ONYCTUM, €CTb Yy MEeHeA)XepPOB N KOTOPble OHM FOBOPAT BaM?

(Communication of the job objectives: 4.129-4.131, 4.136)

4.129 Respondent: ¥ MeHe...Aa, eCTb NAAHbI , CKOPO A,0/KEH OTKPbITHCA Y HAC PeCTOpPaH HA Kpbilwe U Mo
naaHam

4.130 TONbKO NOAHATL NPUBLINL OTENA U OTHOLIeHMEe € rocTAMU. COOTBETCTBEHHO MOAHATbL OLLEHKY
oTend Ha

4.131 booking-e

4.132 Interviewer: o kakon umdpbl?

4.133 Respondent: NNOTOMy YTO OT OLLeHKWN 3aBUCUT N CTOMMOCTb MPOXMBAHWNA U CTOMMOCTb BCEFO TOrO,
yTO

4.134 HaxoAMTCA B CAMOW rOCTUHULLE

4.135 Interviewer: [10 KakoW OL,EHKWN Bbl XOTUTE NOOHATH?

4.136 Respondent: 9.5, Ha AaHHbLI MOMEHT OLLeHKa BpoJe 6bl 8.9

4.137 Interviewer: U yTo...

4.138 Respondent: Ha AaHHbI MOMEHT oL,eHKa Bpoae 6bl 8.9

4.139 Interviewer: Hy B npnHuMne Bbl MOYTU yXKe 3TOr0 AOCTUTIN

4.140 Respondent: Hy Ha caMoM fene 3TO BCe He TakK NPOCTO

4.141 Interviewer: Hy na, A 3Hat, 3TO A 3Hat. A 4TO 3a pecTopaH?

(Knowledge sharing between the manager and employees: 4.142-4.147)
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4.142 Respondent: ¥ Hac HaxoauTca Lobby bar n Lobby bar y Hac Toxe pa3suBaeTcsa. Ha paHHbIN
MOMEHT Yy OTens

4.143 noka HeT /IMLEH3UM Ha aNkoroJib, HO B Aa/ibHeNlleM NoABUTCA U BapHOe MeHlo, KOTopoe, 1
aymaio, byaem

4.144 mbl cocTaBnaTb. W fomxkeH eue pa3BmBaTbCa pectopaH. BoT Ha AHAX fo/mkeH npuexaTb wed-
nosap v

4.145 po6aBNTb...TOUHEE BHECTM KOPPEKTUPOBKM B HOBOE MEHIO

4.146 Interviewer: Ara, TO eCTb MOJlyyaeTCsa 3a MEHI0 OTBEYAIOT NOBAapa, a Bbl CMOXETE...

4.147 Respondent: 3a 6apHOe MeHI0 TO/IbKO OTBEYaeM

4.148 Interviewer: Hy B npnHuMne 3TO TOXe NHTepecCHO, Aa?

4.149 Respondent: [la u ecnu 1 He olumbaloch, To Bpoae 66l HaM obelany KakMe-To NPOLEHThl C 3TOrO.
Ecnn npam

4.150 bapHoe MeHlo byneT xopouiee

4.151 Interviewer: MpoLeHTbI C NPOAAX, KOrga yxxe nonayr, aa?

4.152 Respondent: Bce BepHoO, aa

4.153 Interviewer: 310 xopowo. M 3To BaM 06BbACHANOCH KaK...BOT 3TK byayLline naaHbl, TO €CTb Ha
KaKOM-TO

4.154 cobpaHuu nmbo OHM NPOCTO AOMYCTUM HY MO OAHOMY K BaM MOAXOAAT U HY MPOCTO obcyxaaeTe?
4.155 Respondent: MHe KaXeTcs KaKA0MY BOT MMEHHO YTO-TO FOBOPSAT CBOE, BOT. A TaK Ha 06LWuX
cobpaHuax y

4,156 Hac obcyxaaeTca Hy BCe TOXe CaMoe, YTO MO NMOAHATUIO OLLEHKU 1 obLeHne C rocTamMu

4.157 Interviewer: U 5 ewe cablwana, YTo rnaeHbIi MeHeAXep Y BaC cObUpaeTcs OTKPbIBATb OTEJIb B
byaywem

4.158 TOXE KaKON-TO BTOPOW

4.159 Respondent: 3To Bpoae Kak s C/billajg, HO NOKa HEU3BECTHO. BOT MMEHHO TO/IbKO C PeCcTOpaHoOM
Kak Obl

4.160 yTBEpXAEHO

4.161 Interviewer: To €CTb C PeCTOPAHOM YK€ TOYHO, HACUYET OTEJIA MPOCTO YTO, HY Kak Obl OH
NAaHMPYeT, HO eLLe

4.162 He...

4.163 Respondent: HeT, Hy 3TO B fa/ibHENLWMX MJaHaX, a Yepe3 CKOJIbKO 3TO ByAeT s He...HUKOMY NnoKa
HEeN3BeCTHO

4.164 To4HO

4.165 Interviewer: Hy npocTo s c/ibiwana, YTo Bpoae Kak OH CObUpaeTcs ero oTKpbIBaTb M HEKOTOPbIX
COTPYAHMKOB

4.166 Toraa Kak pas um aanyt 6onee BbiCOKMe A0/MKHOCTU. Hy OH Bpoae Kak obelan Tak

4.167 Respondent: HeT, Hy s e roBopto 3TO bblJI0, HO 3TO B AanekoMm byayuem. To eCTb 3TO He B
bnuxanwee

4.168 Bpems, 3TO JaXe He ro4 M He MosTopa U He ABa

4.169 Interviewer: A, TO eCTb KOrAa ye 3TOT OTeJib PACKPYTUTCA, CKAXKEM TakK

4.170 Respondent: Hy aa, uTobbl oLeHKa yxe cTosna. Bce yxxe pyHKUMOHNPOBANO

4.171 Interviewer: Xopowo

4.172 Respondent: Toraa, a1 AyMat, MOXHO YXXe NepexonuTb YXKe U K CnefylouemMy oTesnto
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4.173 Interviewer: A KacaTesibHO COBpPaHNN UMEHHO MEXAY MeHeXepoM U paboTHMKAMM, eCTb I Y BaC
Takue

4.174 cobpaHus 1, LONYCTUM, KaK 4aCTO OHU NPOXoaAaT?

(Meetings between the manager and employees: 4.175, 4.176, 4.179, 4.180, 4.190-4.193)

4.175 Respondent: CobpaHua Takne obbIYHO MPOUCXOLAT NOC/Ie KaKUX-TO KOCAKOB, IMbO anob rocren.
Hy Bce

4.176 NponcxonuT UMEHHO MOC/ie KOMMeHTapueB, a Tak He NPOXOAAT 0ObIYHO

4.177 Interviewer: To €CTb UMEHHO NOC/Ie KAKUX-TO KOHDNKTOB, MBO , HY, NpobaeM, B 3TOM C/iyyae
NpoBOJATCSA

4.178 cobpaHus, a 4,0 y Bac He 6b110 Noka?

4,179 Respondent: Hy, KOH®OANKT, 1M6O KOrAa YTO-TO XOpollee NPoUCXoauT, MHOIro TaM
NOJIOXMNTEJIbHbIX OT3bIBOB,

4.180 Torpa Toxe NpoucxoaaT cobpaHus

4.181 Interviewer: To eCcTb, Kak B C/lyyae HeraTUBHbIX, Tak U MO3UTUBHbLIX MOMEHTOB, MPOCTO KOrAa ecTb
yTO

4,182 obcyauts

4.183 Respondent: Ja

4.184 Interviewer: Ho 3To rpynnoBbie cobpaHus, npaBuabHO? TO eCTb CO BCEMU COTPYAHUKaAMU?

4.185 Respondent: [la, rpynnosblie

4.186 Interviewer: To ecTb TaM U C KIMHUHIA, 1 C Ballero oTAesna, U C pecenieHa u Bce...

4.187 Respondent: Bce BepHO, HO OHM OBbLIYHO NPOUCXOAAT pa3aenbHo. MNMpsam obuee-obuiee, YTOOLI Mbl
4.188 HaxoAMNNChb BCe BMeCTe-HeT

4.189 Interviewer: M uTo ewwe Bbl 06CYyXAaeTe NOMUMO KOH(MIMKTOB HA 3TUX COBpaHMAX?

4.190 Respondent: Hy ganbHeliwee pa3sutue, Kak byaer npoMcxoaunTb, y HaC CNpaLnBaloT «4TO Obl Bbl
xoTenu

4.191 BMAETb B 3TOM OTeJie», KAaKoe MeHI0, MOXeT Aaxe NoAcKa3aTb YTO-TO NMoBapam, YyTobsl nosapa
nopckasanmu

4.192 4yTO-TO HaM, BOT. M yTOBbI KaxAabii U3 HAC ceaunn 3a paboTon apyrnx. M ecnm ecTb Kakne-To
owunbKu, yTobHI

4.193 06 3TOM CO0bLWANOCh, YUTOOLI UX MOMIN YCTPAHUTD

4.194 Interviewer: Xopowo, a €C/n...a MHAUBUAYAJ/IbHble CObpPaHUA y Bac ecTb? CKaXkeM Tak, He
cobpaHus, a

4.195 BCTpeUYM MMEHHO KOraa Mexay MeHeAXepoM U COTPYAHMKOM

4.196 Respondent: XMM, HeT

4.197 Interviewer: To eCTb MOKa He HbIJIO elLe TakuX. A ec/iv AOMNYCTUM Y BaC €CTb KaKne-To BOMpPOChHI,
TaM He 3Halo,

4.198 kacaTe/ibHO CBOEro byayuiero pocTa, IMbo KacaTeslbHO Hy KAKMX-TO NPob6aeM NIMYHBIX, TOrAa Kak
Bbl

4.199 obcyxpaeTe C MeHeXepoM?

(Individual meetings between the manager and employee: 4.200-4.204)
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4.200 Respondent: Hy Torga HeT, TOraa 1MYHO KOHEYHO K€ MOXHO MOAONTH

4.201 Interviewer: To eCTb MOXHO B NPUHLLUIME NPOCTO NOAOWUTUN C HUM NOFOBOPUTb HO

4.202 Respondent: MoxHO noobuw,aTbcs

4.203 Interviewer: Bbl He...Hy KaK, 3apaHee He NaaHupyeTe 3TU BCTpeun?

4.204 Respondent: HeTt

4.205 Interviewer: Xopowwo, 1 MHOIO /I Y BaC elLe MHTepHaLMOHaNbHbIX UMEHHO rocTel B oTene? To
€CTb 4acTo NN

4.206 k BaM npuesxaeT KTO-TO U3 APYTUX CTpaH?

4.207 Respondent: [la, MHOCTpPaHLLEB O4€Hb MHOIO, MOTOMY YTO MPOXOAUT MHOIO BbICTABOK PALOM W,
KakK 6bl MHe

4.208 cka3aTb, MHe KaXeTCsa NpoLeHTOB 50 N3 HUX MHOCTPAHLLbI

4.209 Interviewer: 3HaeTe M3 KakMX CTPaH MPMMEPHO MPUE3XKAT?

4.210 Respondent: KasaxcTaH, Typuus, AsepbanxaH, kutarnupl. Bcé, BOT Hef,aBHO Npuesxasn YesoBek
n3 NpaHa,

4.211 onwuceiBasn, YTO €My O4€Hb BCe MOHPABU/IOCH B HALLIEM OTesne, BOT

4.212 Interviewer: Ara, 3T0 XOpoLoO

4.213 Respondent: A Tak B OCHOBHOM MpPME3XKAIOT TO/IbKO HA KAaKMe—-TO BbICTABKW, €C/IN HAC CBA3bIBAOT C
yem-TO0. A

4.214 1o NpsAM rpynnupoBKaMun npuesxarwT

4.215 Interviewer: A Ha KakoM s3blKe Bbl 0DbIYUHO Pa3roBapuBaeTe C HUMK?

4.216 Respondent: Ha aHrannckom

4.217 Interviewer: To ecTb BCe y Bac bosiee-MeHee aHMIIMNCKWIA 3HAOT, fa? COTPYAHUKM, HY TaK Ha...
4.218 Respondent: Hy 6a30Bbili ypOBEHb Y BCEX €CTb

4.219 Interviewer: Xopowo, u Kak Bl gymaeTte, TO eCTb, B NpuHLMNE, BOT 3TUM MHOCTPAHL,AM HPABUTCA
B BalUeM

4.220 otene? JInbo OHM KakMe-TO 3aMeyaHUs MOXeT BbITb FOBOPUIN?

(Working environment: 4.230-4.255)

4.230 Respondent: Hy, kak 6bl Tak cka3aTb, LOMNYCTMUM, €C/IM CpaBHMBATL C EBponol Haw oTenb, TO
COBCEM HeTy 4-

4.231 ex 3Be34, MHe KaxeTCs, 3TO 3Be34bl Tpu. HO B npuHLMNe, BCex BCe yCTpamBaeT, MOTOMY YTO eC/n
naxe

4.232 cpaBHMBaATb C TOW e camon Kutaem unu Kopeen, y HUX OTeNN MOryT bbiTb NATU3BE3L,04HbIE, HO
HOMepa,

4.233 rpybo roeops, TaMm CeMb KBaApaTHbIX METPOB. A TyT, B MpUHLUUMNE, NPOCTOPHbIe HO/bLIME HOMEpPA
4.234 Interviewer: To eCTb, B NpUHLMNE, 3aBUCUT OT TOrO OTKYZAaA eLLe npuexan 4yeaoBek

4.235 Respondent: Hy aa, elie 3aBUCUT, 3TO ellLe KOHEYHO...LLeHOBAaA NOJIMTMKA OHA AMHAMUYHA Ha
KaXAbIA AEHb,

4.236 BOT. U, nonycTuM, eciv rocTh NpuesxaeT B OAHOMECTHbIN HoMep 3a 9000 pybnen, TO OH KOHEYHO
He ocobo

4.237 poBosieH. A Koraa /loaun npuesxarT U nx Homep ctout 3000 pybnei, To, B NpuHLMNe,
KANI0BATbCA HA YTO-TO

4.238 Boobue Kak 6bl beccMmbicieHHO, Bce naeanbHo. COOTHOLIEHUE LLeHbl U KayecTsa
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4.239 Interviewer: Hy y Bac B npuHumMne LeHbl Hegoporune, Aa? Ha KOMHaTbI?

4.240 Respondent: B npuHuune, MHe KaxeTcsa, cpeaHune no Mockee. [laxke MHOrAa HUXe CpeaHero
4.241 Interviewer: A ecnu, 0NyCcTUM, BbIIN 3aMeyaHs UMEHHO BOT rOCTel, TO Kakue nocnegHui pas?
YT0 Bbl

4.242 cnblwanun?

4.243 Respondent: 3To 0bbIYHO CBA3AHO YTO-TO MHO C CAHTEXHUKON, NMBO C TeM, YTO TeMMnepaTypa
BO3A4yXa He

4.244 nacTpanBaeTcs B HOMepe

4.245 Interviewer: To eCTb Takue KakK ObITOBbie MOMEHT 60/bLIe?

4.246 Respondent: [la, kak 6bl )anobbl Ha 6ap UK Ha KyXHIO OBbIYHO He MocTynarT

4.247 Interviewer: Ha cepBuc Toxe He 6b1s10?

4.248 Respondent: Ha cepBuc ecTb Kak bbl, MHE KaXeTCs, rOCTU He COBCEM MOHUMAIOT cepBUC. MIMEHHO,
OH Xe

4.249 ponmKeH Kak-To pasgenartbca. JLonycTum, peceniueH, 6ap n ropHUYHbIe

4.250 Interviewer: [a

4.251 Respondent: U, MHe Ka)xeTcs, U3-3a FOPHUYHBIX MHOrAA OLEeHKa XpoMaeT

4.252 Interviewer: Mouyemy? (cmeeTcs)

4.253 Respondent: (CmeeTca) Hy, roe-To 4To-TO OHM 3abbiBaloT ybpaTh, FOCTU HAXOAAT KaKOM-TO BOIOC
y cebs un

4.254 cunTaloT, YTO HOMEpP COBCEM He ybupanu. JInbo n3-3a Toro, YTo O4EHb MHOIO BbI€3L,0B U 3a€3408,
TO

4.255 3a6bIBalOT MHOMAA MONOXKUTL INLLIHEE MONOTEHLLE, & FOCTb UMEHHO aKLEeHTUPYET Ha 3TOM
BHUMaHWe

4.256 Interviewer: Hy 370 na, Ha Menoyax Aa, ceyac B Halle BpeMs

4.257 Respondent: Hy To eCTb MIMEHHO MbITAOTCA UMEHHO KakK-To cebe BbibUTb BOHYCHI B OTene, Mbo
4.258 KOMMNEHCMPOBATb 3TO CKUAKAMU, MO0 KAKUMU-TO HANUTKaAMMU

4.259 Interviewer: A ecnv roBOpUTb O MONOXUTENbHbIX OT3bIBaxX? Kakue 6binn nocneaHune
NONOXNUTESIbHbIE

4.260 oT3bIBbI?

(Working environment: 4.261-4.262)

4.261 Respondent: MonoxutenbHble OT3bIBbI ObIIM O 3aBTPaKax, O CTONKe pecernweHa, o bape. B
npuHLKUNE, TO YTO

4.262 roBopAT KOJIIEKTUB OY€Hb XOPOLIUI, ObLLEHE MPOUCXOANT

4.263 Interviewer: Xopowo, 1 ecnu Bbl 4onycTnm, onuwnTe CBOW AeHb. Hy, cBon 06s3aHHOCTU B
TeyeHUn AHA. Yto

4.264 06bIYHO BXOAMUT B Bawin oba3aHHOCTU Kak bapMeHa?

4.265 Respondent: Mou 0653aH...nPOUCXOANT C 9-TK yTpa HACTynaeT Mol pabounin geHb n o 10-u
mimpao 11-na

4.266 HaxO0XyCb HA 3aBTpakax. To €CTb, KOHTPONMPYIO NPOLLECC NUTAHUA FocTel. [OTOM Takxe rocTu
3aKasblBatoT

4.267 yan/kode, 2 MX NPUHOLLY, MOTOM HYXXHO Y6paTh 3aBTPaKM 1 3aCEPBUPOBATH Y)Ke 0beabl, KOTopble
byayt
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4.268 nponcxoamnTb NO MeHlo. B aanbHenem, nocie Toro Kak HauMHaeT yHKLMOHMPOBAThL oben, u
KyXHS,

4.269 HauuHaeT paboTaTb yxke room-service. [0CTU MOryT 3aka3aTb ey cebe B HoMep. CKo...y Hac ele
4.270 opMuUMaHTOB, TO BapMeH y HAC MO COBMECTUTENIbCTBY...0PULUAHTOM

4.271 Interviewer: Ceryac euie pa3 NoBTOpUTE NOTOMY YTO CBA3b MNjoxas bbina, bapmeH?

4.272 Respondent: YTo eute pa3? Toxe He C/bILLHO bbl/I0

4.273 Interviewer: [la, cBa3b nnoxasn 6eina, y BaC HET cenyac oL MaHTOB, NO3TOMY bapMeH Mo
COBMECTUTENbCTBY

4.274 opnumaHT TOXe, Aa?

4.275 Respondent: bapmeH oduumaHT, 4a, BOT

4.276 Interviewer: U ckonbko y Bac bapmeHOB?

4.277 Respondent: YTo CKONbKO?

4.278 Interviewer: CKkonbko 6HapMeHOB Yy Bac ceivyac Haxo4uTcs Ha...

4.279 Respondent: Tpu yenoseka

4.280 Interviewer: Ara, xopoLo

4.281 Respondent: padunk y Hac CyTKM-Tpoe. BOT 1 nocsie fecaTu YacoB Kak bbl KyxHs nepectaeT
4,282 hyHKUMOHNPOBATL M OCTAeTCA TONbKO H6ap. To ecTh, Yaii/Kode, NM1NBO, BOT, MPOXNaANTENbHbIE MO
UMEeHNN

4.283 nacnopToB, perucTtpauuu, sce. A ganblie HaCTynaeT yTPO U OMAThL BCe 3aHOBO. 3aBTpaku, obeabl
4.284 Interviewer: Nocne TOro Kak BOT 3TOT MOMEHT Yan/kode, uTo Bbl AenaeTe, ewe pas? lNoTomy uto
CBA3b

4.285 wHorpa nnoxasd, 1 Bac npocTto He cabiwy

(Working environment: 4.286-4.289)

4.286 Interviewer: A, Noc/ie TOro Kak y)e y MeHsl He OCTAaeTC MOoel paboTbl 1 FOCTIO Y)XKe BPeMS HOub,
06bIYHO

4.287 nogu CnaT, TO MOXHO YXe MOWTU NoMoraTh CTOMKe pecernuieH ¢ J0No/IHEHWEM NacnopToB, NM6o
BooOLLe ¢

4.288 yeM-HMbYAb UM MOMOYb. [TOTOMY UTO Y HUX €Cnu 3a Beuep, A0ONYyCTUM, TaM 70 3ae3408, TO, B
npuHuune,

4.289 NOCKOJIbKY HOUYbIO HY)XXKHO ellLe MocnaTh Yaca 3-4, y Hac COH AeNIMTCA, TO Mbl OBbIYHO MOMOraeM UM
4.290 Interviewer: To eCTb, aMUHUCTPATUBHbIMK AeslaMu, oa?

4.291 Respondent: Bce BepHO

4.292 Interviewer: Bbl BCce paboTaeTe, noslyyaeTcs, CyTku yepes Tpoe, aa? To ecTb 24 yaca, NOTOM
4.293 Respondent: CTolika pecenieHa paboTaeT CyTKM-A,BO€, a Y HAaC CYyTKM-Tpoe

4.294 Interviewer: Ara, TO eCTb TPU [1HA Y BaC BbIXOAHbLIX U MOTOM OAMUH AeHb Bbl paboTaeTe 24 yaca?
4.295 Respondent: [1Ba AHSA BbIXOAHbIX MONy4YaeTcs

4.296 Interviewer: [1Ba oHA BbIXOAHbIX. I B TeueHUM 3TnUX 24 4acoB Bbl...y BaC €CTb NMepuoL, Korga Bbl
cnuTte? Hy

4.297 ponycTunm, yaca yetbipe, Aa?

4.298 Respondent: Hy aa, 310 0bbl4HO € 12-TK 4,0 Tpex 4acos

4.299 Interviewer: Ara, Bam ya06Ho Tak?

4.300 Respondent: B npuHuune, MHe KaxeTcsa, Aa
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4.301 Interviewer: NoTOMy 4TO, B NPUHLUMNE, 3TO MO-MOEMY PabOTHUKM 1 NMPOCUAN, fa 06 3TOM?
Cpenatb Takomn

4.302 rpaduk

4.303 Respondent: XM, aa

4.304 Interviewer: 24...He cnoxHo 24 vyaca noapag pabotaTs?

4.305 Respondent: HeT, npocTo s Bce Bpemsa paboTtasn, y MeHs rpaduk bbis1 CBA3aH € cyTkaMu. Lo aToro
6b110

4.306 CyTKM-ABO€, BOT CYTKUW Tpoe bbIJIO NOoTAXenee, HO B UTOre NocC/e TOro Kak Thl MpopaboTaellb yxe
mecsy, Tbl

4.307 npuBbiKaewb K 3TOMY rpaduky

4.308 Interviewer: Hy na, Toxe aa. Hy ceobogHoe BpeMs, B MPpUHLLMME, BCE paBHO OCTaeTcs, Aa? 3a cyeT
4.309 3TuX...000rnx

4.310 Respondent: [la, KOHEYHO, MONYyYaAETCA NOC/AE 3TUX CYTOK ObIBAaeT, He 3HaAl0 KaK TaK MojydyaeTcs, 3a
TpY nn

4.311 3a 4 yaca BbiCbiNaewscs U y Tebs, rpybo roBops, CHa HeTY U BeCb A,eHb 3aHVMMaeLbCs CBOUMMU
nenamun. Hy

4.312 MHe KaXeTcs 3TO MOTOMY YTO Ccenyac NeTo. 3MMOK NPsAM NOCAe CMeHbl MPUXOAWIN, Cranu,
noJsiy4yaeTcsa oguH

4.313 TONbLKO BbIXOAHOW. M TO, BLIXOAHBIM HE Ha3BaTb, MOTOMY UYTO C YTpa yXke Ha paboTy ocobo He
norynsewsb

4.314 Interviewer: Hy aa, Aa, 3MMOW CNOXHO

4.315 Respondent: A neToM, B NnpuHLMMNe, HOPMaJibHO

4.316 Interviewer: Hy netom pa, neTom n CyTku AJIMHHee, NpaBunbHO? Bpoae kak cseTno

4.317 Respondent: Hy aa, Hy oa u Kak 6bl BCTaBaTb NPOLLE, U COJIHLE, BUANMO, KAK-TO 6OAPUT K
4.318 Interviewer: [la, 3TO eCTb Tak0Oe, 3MMON TO MOC/e NATU yXKe HOUb

4.319 Respondent: (Cmeetcsa) Hy na, TaM BCe BpemMs TEMHO

4.320 Interviewer: Xopowo 1 eCTb JIN Y BaC elLe Kakne-To MOMEHThI, KOrga, 4onycTuM, MeHegxep Bac
oueHuBaeT?

4.321 Hy, To ecTb Bawy paboTy gonyctum. [OTOMY YTO OBLIYHO 3TO MOXET MPONCXOAUTb B TEYEHUN
cobpaHun, HO

4.322 ecnn y BacC HeTy CTabubHbIX COBPaHUIA, TO €CTb /I MOMEHT, KOra MeHeaXep NOAXOAMUT, YTO-TO
coBeTyeT.

4.323 JInbo TaM, Hy OLLeHMBAET Bawy paboTy, KAK-TO FOBOPUT BaM CBOe MHEHWUe 06 3ToM

(Evaluation of the employee results: 4.324-4.330)

4.324 Respondent: Hy, HenocpeACTBEHHO OLeHKA U KaKMe-TO KOMMEHTapuUn NPOUCXOAAT B TeYEHUN
pabouero gHs.

4.325 MeHea kep MOXET NPOCTO NOAONTU U TOHKO HAMEKHYTb YTO HaA0 YTO-TO CAenaTh, MMbo
HaobopoT

4.326 NoxBanuTb C MPOUCXOAALLUM, YTO BCe BbIJIO XOPOLIO

4.327 Interviewer: OH He CMAUT MNOCTOAHHO NOJIy4yaeTCA B 0hnce, OH TOXKE MOXET XOAUTb MO OTEsH0 U
CMOTpEeTb Kak

4.328 paboTaloT COTpyaHUKM, fa?
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4.329 Respondent: [la, nony4aeTcs ero KOMHaTa HaXxoAMTCA 3a CTOMKOWN pecerniueHa 1 HanpoTuB bapa.
To ecTs,

4.330 NOCKOJIbKY OH XOAUT TyAa-CloAa, OH NOCTOSHHO MOXET BUAETb paboTy

4.331 Interviewer: Xopowo 1 Torga Takou e BONpoc, HpaBUTCA M Bam BOT 3TOT Npouecc, Hy CKaxem
Tak,

4.332 KOMMYHUKaLMN C MEeHeZKepoM 1 YTobbl Bbl M3MeHUAN ecnm 661 Mornu? Hy ponyctum vatie
cobpaHua nnu

4.333 yTO-TO B 3TOM poae

(Meetings between the manager and employees: 4.334-4.336)

4.334 Respondent: HeT, KOMMyHMKaLMA C MeHeaXepoM, B NpUHLMMe ecTb BaTcan, a1 Bceraa mory emy
Hanucarb,

4.335 OH MHE OTBETUT W...MN A0XKLATbCA TaM CBOEN CMEHbI U YXXe JINYHO 3aiTK B ero KabuHeT u
noobuiarsca,

4.336 eCcnn BO3HMKAKOT KakmMe-TO BOMPOCHI

4.337 Interviewer: Ara, TO eCTb B NnpuHumne Bac 310 ycTpansaeTt

4.338 Respondent: To eCTb, B NPUHLUMNE, HUKAKUX NPOBSEM HET C 3TUM

4.339 Interviewer: Ara 1 ecnv 6bl UTO-TO U3MEHWUIN, TO YTO Bbl...4TO-TO Bbl XOTENUN U3MEHUTH?

4.340 Respondent: MHe kaxeTcs, TyT f06aBuTb coBceM Heuero. C MeHs e He TpebyloT yepes Koro-To c
HUM

4.341 cBA3bIBATLCA, A MOTY BCe CAenartb CaM—JINYHO

4.342 Interviewer: XopoLo, C 3TUM NOHANA, TOrAa C/IeAyoWmnini BONPOC KacaTe/lbHO pa3B...Kak CKa3aTb,
nporpamMmm

4.343 pa3BnTnA COTPYAHUKOB. TO €CTb 3TO MMEHHO O TPEHMHIaX, KAKUX-TO AOMNOJIHUTENbHbIX HY
YpOKax, CKaxem

4.344 Tak. To eCTb , €CTb /IN Y BaC BOODLLE KaKMe-TO TPEHUHI U B oTese?

(Trainings: 4.345-4.367)

4.345 Respondent: TpeHUHT OB, K COXaJIeHMIO, HET TaKNX, HO AyMalo B AadJibHeNwWeM, ecnv Bce byneT
pa3BMBaTbHCA,

4.346 TO KaKMe-TO TPEHUHTU HYXHbl ByayT

4.347 Interviewer: Ara, Hy noka Bbl 3TO He 0bcyxaanu?

4.348 Respondent: MNoka HeT

4.349 Interviewer: A n3HayasbHO Koraa Bbl TonbKo Npuwan, To ecTb 06bACHANN 11 BaM kak paboTaTtb
Tam ¢

4.350 nporpamMMoin Ha pecernuieHe, C NPorpaMMamMmm KOMMNbOTEPHbIMU, MO0 YTO-TO B MJIAaHE NMEHHO
bapa?

4.351 Respondent: A HeT, 0byueHUne NpsaM 6bI10 U 3TO NPOUCXOANNO FAe-TO BYKBaSIbHO MUHYT 20,
NOTOMY 4YTO B

4.352 npuvHLMNe BCe CUCTEMbI OAMHAKOBbIe-KacChl. M Tam BykBasibHO Napy MOMeHTOB. [poCTO nokasaTb

rae Tam,
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4.353 KaK OTKPbITb—3aKPbITb, 32 3TOT cyeT, X-set yeT. To eCTb, €CIN .0 3TOro paboTan yxe Ha 3TOM
KOMMbloTEpE, TO

4.354 nobylo cucteMy, KOTopyto Tyaa MNOCTaBAT, B MPUHLLMMNE HUKAKUX BOMPOCOB He ByaeT BO3HUKATh.
Tonbko BOT

4.355 noHATbL rNaBHOe rae Kakas KHomnka. Ytobbl BOT Noka3anu oAMH pa3 U B NPUHLMME TaM BCe
3anoMmHaeT ¢

4.356 nepBoro pasa

4.357 Interviewer: Kakne MoMeHTbl Bbl 06CyXaanv B TeUEHUUN 3TON, HY TPEHMPOBKU, CKakeM Tak? To ecTb
UMEHHO

4.358 no pecenweHy, 1Mbo 4To ewe Bam ob6bACHANN?

4.359 Respondent: XMM, HeT No pecerniueHy Mbl He 0b6CyXaanu, No peceniweHy 3To yxe
HenocpeACTBEHHO C

4.360 coTpyaHUKamMuK 9 MOTY TONbKO 06CcyanTb. [TOCKONLKY MOS A,0/IKHOCTb Xe 6apMeH, 1 oTBevato
TONBKO 32

4.361 KaccoBbIM annapar, KOTOPbIM TaM HaXOAMUTCA

4.362 Interviewer: To ecTb € 3TUM Bac Toxe o3Hakomunn?

4.363 Respondent: Ja

4.364 Interviewer: Ara, Xopowio, a €Cc/iu FOBOPUTb 0...TO €CTb B MPUHLMMNE Y BAC 3TO bbina...6biN, Kak
cKasaTb, OAMH

4.365 pa3 3Ta TpeHupoBKa, koraa Bel Tonbko npuwnu B otens. Hy, ckaxeM Tak, Bam npocto obbacHunu,
UMEHHO

4.366 nokasanu Kak paboTtaTb C KOMMbIOTEPHLIMU MPOrpamMMaMit Ha pecenieH U Kak paboTaTs B bape,
na?

4.367 Respondent: Ja

(Knowledge sharing between the employees and managers, Meeting between the managers and
employees: 4.368-4.374)

4.368 Interviewer: Ara, a eCqim rOBOPUTb MPOCTO O KOMMYHUKaLMKN C COTPYAHMKAMMK, TO eCTb Im y Bac
Takoe, YTO Bbl

4.369 apyr 4pyry 4To-TO NopacCKa3biBaeTe, MOMoOraeTe, Kak-To 06CyXaaeTe KaKMe-To MOMEHTbI?
4.370 Respondent: [la, KOHEYHO, €C/IM BO3HUKAKT KakMe-To BOMPOChl, Y HAC €CTb BATCamM, Mbl MOXEM
Tam

4.371 cBA3aTbCA C obuie rpynmnon, Kyaa A MOry HanucaTb U MHe BCe MOTyT noackasath. CTonka
pecenweHa

4.372 HaxopuTCsa NPAM HANPOTUB MeHS. JonycTUM, eCu Yy MeHs BAPYr BO3HWKHET KakOM-HUbyab
A3bIKOBOW

4.373 bapbep Mexay roctem, To pecerniieH MHe Bceraa nomoraeT. Mnu pecenuieH He ycneBaeT 3acenTb
rocTtemn,

4.374 TO 4 yXe HenocpeACTBEHHO NMOMOrakw UM

4.375 Interviewer: To ecTb 6ap HaxoAUTCA NPSAM O4YeHb BIU3KO K pecenweHy, na?

4.376 Respondent: [la, bykBalbHO MHe KaXeTCs MeTpax B ABYX

4.377 Interviewer: Xopowo, a YTo nocnegHee, NOMHUTe 0 YeM Bbl B mocnefHWin pa3 nonpocunm o

noMoLLn Koro-
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4.378 1O U3 CBOUX KOJNler?

4.379 Respondent: 3To bbIn room-service, YTobbl Mbl OTHEC/IN 3aBTPAKKN B HOMep. [TOCKOJIbKY S He
ycnesasn, a

4.380 HaxopuWncs HeNOCPeACTBEHHO HA 0BC/Y)XMBAHMM CAMOI0 3aa C FOCTAMU

4.381 Interviewer: A Boobule 6bIBAIOT KaKMe-TO C/IOKHOCTU, YTO Bbl ZiyManu HYXKHO JIN...HY)XHO 6bl 6bIJ10
B

4.382 bynyuiem, 4yTobbl MeHeaXepbl BAC AOMYCTUM YEMY-TO HAYUYU/IN, KAKME-TO TPEHUPOBKHU
nposepuan?

4.383 Respondent: Hy, s Aymaio HaBpsaA M MeHeZXep MeHs HayduT 6apHoMy geny. [oTomy uTo, HY
HACKOJIbKO A

4.384 3Halo, HaWw MeHeapxep He paboTtan bapmeHoM

4.385 Interviewer: Hy HeT, 3TO npocTo

4.386 Respondent: 3To MHe KaXeTcA TO/IbKO Ye/I0OBEK CO CTOPOHbI MOXET MoACKa3aTh

4.387 Interviewer: Hy 0bbluHO Ha Takne TPEHUPOBKM U NpuUriawalT ngen-npodheccMoHanos, NosTomy
HY 34eCb

4.388 HeobsA3aTenbHO MeHexep. MNpPocTo MeHeaXep AO/KEH OPraHM30BbIBaTb 3TO. [103TOMY 1

4.389 Respondent: HeT, Hy ecnin byaeT pa3BuUTe HOBOrO MEHIO U MOABATCA a/IKOrOJibHbIe KapThl, TO
cKopee BCero

4.390 KTO-HMBYAb NPUAET K HAM Ha TPEHUHT

4.391 Interviewer: A ceryac y BacC B NpuUHLMMNE a/IKOFOJib He npogaeTte?

4.392 Respondent: JlnueH3na ToNbKO Ha NMNBO

4.393 Interviewer: A UME@HHO KaKMe-TO KOKTEW/IN, TO €CTb 3TUM Bbl MNOKA He 3aHMMAETeCh?

4.394 Respondent: HeT, k coxaneHuto HeT

4.395 Interviewer: A Boobuie yMeeTe KOKTeNU aenaTb?

4.396 Respondent: [la, KOHEYHO, B NpeablAyLLEM OTesie HAC TOXe 3TOMY He 0bydanu, Bann TOJIbKO
TEeXHONOr YKy

4.397 no KOTOpPOW 3TO BCe AenaTh U FOBOPUIN « C/IN Y BAaC eCTb CBOBOAHOE BpeMs, noyuTanTe-
NOCMOTPUTE», HO

4.398 Mbl BCe 06bIYHO KaK TOJIbKO FOCTM 3aKasblBa/iv, CaMU CMOTPENIN BULEO YPOKHU

4.399 Interviewer: To eCTb NpAM B Npouecce, KOrAa Aenanv KOKTennb cMoTpenn?

4.400 Respondent: [la, B npouecce. Hy Tam otaada HanuTkoB 370 10-15 MUHYT, Koraa 6bin HebosnbLo
noTOK, TO B

4.401 npuHUMNe ycrneeaaun Bce 3TO AeNnaTtb

4.402 Interviewer: A ecnu 6bIIN 3aHATHIE MOMEHTbI?

4.403 Respondent: YTo ewe pas?

4.404 Interviewer: A ecnu 6bIIN 3aHATbIE MOMEHTbI, HY KOTa OY€Hb MHOIO oA el, He bblsio Npobnem?
Hy uto

4.405 Bpoae OHW XAYT. MIHOrAa xXe OHWM HAYMHAKT XaJloBaTb MOTOM

4.406 Respondent: BoT MeHHO B npeabiayuieM oTene bbi1o Tpy odurLMaHTa U Tak NOBE3/0, YTO ABa U3
HUX

4.407 paboTanu 0o 3T0ro bapmMeHamu, TO eCTb OHU B MPUHLMIME TOXE BCEraa NoMorasiu.
B3anMonomoub BCcerga

4.408 npucyTtcTBoBana
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4.409 Interviewer: XopoLio, XOpoLO, Torga cefyroLWwmin BONPOC KacaTeslbHO NporpaMmmMbl Nocobun,
nnbo Kakmx-To

4.410 KoMneHcaumin, N0 KaKUX-TO AOMOJIHUTENbHLIX NPUBUAEruin. To eCTb 0BbIYHO B OTENAX, 1 He
3Hal Nnoka Kak

4.411 y Bac, 0b6bIYHO B OTENAX NMPOXOAAT...HY KaK AOMNOJHUTE/bHbIE MPUBUIENMN, CKAXKEM TaK. TO eCTb,
BOT 06 3TOM

4.412 pacckaxuTte, eCTb /M Yy BaC KakMe-To AOMYCTMM, MeAULMHCKas CTPAxoBkKa, IMbo Kakne-To
4.413 pONoNHUTENbHbIE...00NOJIHEHUA K 3apnaTe, ecnn Bbl caenann paboTy cBoto fiyywle yem Bawm
Konneru.

4.414 Yt0-TO BOT B 3TOM pope eCTb?

(Monetary rewards: 4.415, 4.416, Medical cover: 4.416, 4.417)

4.415 Respondent: boHycHas nporpamMmMa NpuUCYTCTBYET TOJIbKO, MOJIy4aeTCA, KOrAa NPOUCXOAAT Kakme-
TO

4.416 npa3gHUYHbIE AHWU. DTO YMHOXaeTca Ha ABa pabouunii geHb. U MeanumnHCKas CTPaxoBKa, OHa Xe
4.417 obsa3zaTenbHa NO-MOEMY BKJ/IlOYEHA, B TPYAOBOM LOroBope nponucaHa

4.418 Interviewer: To eCTb, MEANLMHCKAA CTPAXOBKA €CTb

(Holiday allowance: 4.419-4.425)

4.419 Respondent: MeguunHckas CTpaxoBka, OTNYCK

4.420 Interviewer: OnnaynBaemMblin?

4.421 Respondent: OnnaynBaeMblini OTNYCK KOHEYHO

4.422 Interviewer: CKONbKO AHeNn?

4.423 Respondent: lBaguaTtb BOCEMb, MO-MOEMY ABaALLATb BOCEMb. DTO YETbIpe HeAenu

4.424 Interviewer: [MouyTn mMecaL nonyyaeTcs

4.425 Respondent: la, nmbo mecau, nnbo 28. 1 npocTo NnoYyeMy-TO CMyTHO MOMHIO 1 601OCh OLWMOUTLCA
C 3TUM

4.426 Interviewer: He cTpawHo, Nosy4aeTca OKOI0 MecaLa

4.427 Respondent: Ja

4.428 Interviewer: A fononHNTENbHbIE UMEHHO ONAATbl MPUCYTCTBYOT?

(Monetary rewards: 4.429-4.434)

4.429 Respondent: Hy ononHuTeNbHbIE ONAATbl MPOUCXOAAT TO/BKO MO KOHLY FoAa, TO eCTb 3TO
npemus B

4.430 pa3mepe AByx 3apnnat. Takxke, TpUHaALUaTas 3aprnjara npucytcreyeT. Hy u Bce npasgHuyHble
OHN

4.431 onnaymBaloTcs B ABa pa3a 6onblue, YeM 0bbIYHO

4.432 Interviewer: A B KOHLLe roZia 3TO MNOy4aeTcs, B ABa pa3a bonblue Bbl monyyaeTe 3a Mecsl,
npasunbHo? Hy,

4.433 TO eCTb AONYCTUM KaK...AOMYCTUM €Cn Y BaC
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4.434 Respondent: Hyy fa, Hy 3To Kak 13-aq 3apnsarta, rpybo rosops. Nepes HOBbIM rogoM ecTb 13-as
3apnnaramu

4.435 no KoHLy rofa, KoToporo npopaboTan ToXe OH OMJIAaYNBAETCA

4.436 Interviewer: XopoLwwo, BaM NNATAT 3apn/aTy B KOHLLe Mecaua oauH pas? JInbo kak?

4.437 Respondent: HeT, ecTb aBaHC 15-ro yncna v 3apnjata cama HenocpeaCcTBEHHO 3TO KOHel, MecaLa
4.438 Interviewer: To eCTb YaCcTb 3apnaaThbl Bbl NosydaeTe 15-ro n oCcTaToKk B KOHLLe Mecsaua, Tak?

4.439 Respondent: Ja

4.440 Interviewer: XopoLwo ¥ KacaTesibHO, €C/iv BaM HyXXHO Ky#a-To YWTU, IN60 NOMEHATb paboune LHu,
TO eCTb

4.441 BO3MOXHO Nu 3TO caenaTh? To ecTb MOXeTe 1 Bbl 06CyAUTb, A0NYCTUM NOMEHATb. Hy € kemM-To

4.442 pnoroBopuThLCA, A0MNYCTUM, ceroaHsa Bel He paboTaeTe, KTO-TO BMECTO BaC BbIXOAUT?

(Flexible working hours: 4.443-4.448)

4.443 Respondent: [la, 1 MOry Hanpsamyto 06paTUTbCA K COTPYAHMUKAM, C HUMU MOMEHATbLCA, HO LOJIKEH
4.444 npepynpeAunTb CBOEro MEHeAXepa O TOM, YTO Sl MOMEHSJ, YTOObl OH BHEC KOPPEKTUPOBKY B
rpacuk n

4.445 byxrantepus 3Hana ob 3Tom

4.446 Interviewer: To eCTb B NPUHLMMNE HA BCTPEUYY OH MOXET MONTWH?

4.447 Respondent: [la, Bcerga MoXHO C KEM-TO MOMEHATHCA B TaKMX... TAKOrO HW pasy He Hb110, YTOObI
MeHepxep

4.448 He MOr OTKa3aTb MHe B 3TOM

4.449 Interviewer: Ara, XOpoLoO U KacaTe/lbHO BO3MOXHOCTMK A/1s pocTa B byayuieM? To ecTb, Bbl npo
3TO Hayanw,

4.450 MoxeTe NoApobHee HEMHOXKO pacckasaTb, Kakue Yy BaC BO3MOXHOCTY A1 POCTa, HY BOT B 3TOM
oTerne,

4.451 nubo B ByaylLeM, KoTopbili byaeT?

(Opportunities to grow: 4.452-4.465)

4.452 Respondent: Hy, noobewann kapbepHbii pocT. Bo3MOXHO, CKOpee BCEro 3TO CTapluii bapmeH,
HO BOT

4.453 UMEHHO B CTOWKEe perncTpaunmn eCTb HENOCPEeLCTBEHHO KapbepHbI POCT. ITO B AAJIbHENLLEM
MeHepxep,

4.454 ynpaBnaoowmmn, 3amectuTesNb ynpasnatouiero. A... TO eCTb C1enTb 3a 3a10M—-0ULUNAHTbI U
6apmeHsbl. Hy 1

4.455 Takxke onATb K& MOXHO YXOAUTb B CTOPOHY 3aMeCcTUTeNs ynpasgnaouero. A Tak TONbKO CTapLuni
b6apmeH u

4.456 meHenxep NO nepcoHany

4.457 Interviewer: To eCTb, CHauasa cTapwnn 6apMeH, NOTOM MeHezXep Nno nepcoHany. To ecTb
4.458 Respondent: Ja

4.459 Interviewer: M 3TO roBOpMAM MMeHHO BaM 1y 3TO B NPUHLLUNE MOXET J11060A COTPYLHUK HY Kak
4.460 paccunTbiBaTh Ha 3TO?

4.461 Respondent: JTioboli COTPYAHMK, MHE KQXKETCA, MOXET BOCMO/Ib30BATbCA 3TOW JIECTHULLEN
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4.462 Interviewer: Ara, Hy B NpUHLMMNE He AJA KOKAOro eCTb MeCTo, NPaBuibHO? HAaCKONBKO A 3HA0, HY
pa3 oTesnb

4.463 ManeHbKWi. JIN6O B NPMHLMNE KAKAbIA MOXET B OyZyLLEM, HY CKAXXEeM TaK BblpacTu?

4.464 Respondent: HeT, Hy Mbl e yxKe YNOMSAHY/IN, UTO ByZeT OTKPbIBATLCA €LLe OAMH OTeJb. TO eCTb,
Kak

4.465 MMHMMYM, ABA YeNOBeKA MOMYT MOMNacTb HA 3TN AO/HKHOCTMU

4.466 Interviewer: Hy 3To yXe Hennoxo, Aa, A8 ManeHbKUX oTener. A ecnm ropopuTh 06 obluen
pabouen

4.467 atMocdepe? To eCTb, 5 MOHSAMA YXe, YTO Y BaC APYKECKUe OTHOLLIEHUS C KOJIJIEKTUBOM, HO ObiBaloT
NN Kakue-

4.468 TO KOHM/IMKTLI. JIN6O, B NpMHLMMNE, Bbl BCErAa B XOPOLIMX OTHOWEHMUAX?

4.469 Respondent: Hy MHe KaXeTcs, KOH(/IMKTbI ObIBAIOT Yy BCEX, AAXKE Y CAMbIX NIYYLINX APY3eN, HO
06bIYHO 3TO

4.470 BCe NPOXOAUT MO KOHLY paboyero gHs

4.471 Interviewer: Ho B npnHumMne Bam pabotaTb KOM(OPTHO, MO0 eCTb KaKNe-TO HHAHCHI?

(Working environment: 4.472-4.474)

4.472 Respondent: HeT, koMOpTHO, B NpUHLMME, MEHS BCe yCTpanBaeT. TO eCTb ynpasaswolime Bcerpa
NMAYT K HaM

4.473 Ha BCTpeuy, 06w,aTcs ¢ HaMU. KakMx-To KeCTKUX PaMOK UM YCTAHOBOK HET, TakK YTOObl OHM
MeLanm

4.474 paboTe, HY WM YTOObI Y MeHs He BbINOo XeNaHUA AT Ha paboTy

4.475 Interviewer: ¥ BaC Take MHOIO MHTePHALMNOHA/bHbIX COTPYAHUKOB, Aa? Hy To eCTb, nouTun BCe?
4.476 Respondent: Ja

4.477 Interviewer: U kak Bam paboTaeT...kak Bam, Hackonbko komdpopTHO BaMm paboTaThb C
WHTEePHALNOHANbHbIMU

4.478 coTpyaHukamm?

4.479 Respondent: [la B npuHuune KOMMPOPTHO. HETY HUKAKMX Y MeHs Xanob Ha HUX

4.480 Interviewer: He, He xanob, MOXeT Mano N1, KaKMe-To HaHchl. JlonycTum ecnu B byayuiem
NnoABATCA

4.481 ewe...euie Noamn 1 Toxe 6yayT UHTEpHALMOHa/IbHbIE, BaM byaeT KOoMDOPTHO C HUMKU paboTaTh?

4.482 Respondent: Jymato aa

(Safety level: 4.483-4.488)

4.483 Interviewer: XopoLwo, a €c/iv FOBOPUTb O NporpaMmMe 6e3onacHocTn? To ecTb, YyBCTBYETE N Bbl
cebs Takxe

4.484 be3onacHo B oTesne?

4.485 Respondent: [la, KOHeYHO, Y HAC NPUCYTCTBYET OXpaHa B oTesne. [pun BXoae y HAC eCTb paums,
4TOObI

4.486 coepuHnTbCA. lonyCcTM, eCin 3TOT BONPOC HE MOXET pelnTb 0XpaHa, 3TO YTO-TO

Yype3BblyalHOe, TO eCcTb
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4.487 kHOMKa Mo BbI30BY MOMAMLMM N BbI3OBY OXpPaHbl. HenocpeACTBEHHOW OXpaHbl, KOTOpas OXpaHsaeT
yXe oTenb

4.488 1 He KOTOpas HAaXOAMUTCA B CAMOM OTejle ec/in YTo rpybo roBops MOXXHO Bbi3BATb

4.489 Interviewer: Ara, 66111 yXXe CUTyalunu, KOraa Bbi3biBasi 0XpaHy? IMEHHO CO CTOPOHbI

4.490 Respondent: HeT, noka Hu pa3sy. [TonnMuunio HeT, o4HaXAbl MpUuexana noamuns u To 3To 611 cboii
B

4.491 nporpamme

4.492 Interviewer: [MpOCTO KTO-TO KHOMKY Haxasn?

4.493 Respondent: KHonku BooblLe He bbl10, €e NOYEMY-TO YCTAHOBM/IN, a OHA cpaboTana Beyepom
4.494 Interviewer: (CMeeTcs) MIHTepeCcHO 1 YTO BaM CKa3a/v Ha 3TO Noauuenckme?

4.495 Respondent: (CmeeTcs) MNpuexana nonmMuma, CNpocusia YTo Cy4nsoch 1 b6bin B HeL,0yMEeHUM Kak
4yTO-TO

4.496 morno npousonTn. OHM nopoxaanu MUHYT 10, OT3BOHWINCH M yexann

4.497 Interviewer: (CmeeTcs) 3TO CMELWHO, @ UMEHHO OXPaHA UMEHHO OTeNsA, OHA KaK-TO YYyBCTBOBasa B
KaKNX-TO

4.498 koHbnmKTax? bbinn cutyaunn?

4.499 Respondent: HeT no-mMoeMy, KaKUX-TO KOH(M/IMKTOB AaXe MEXAY roCTAMU HUKOraa He 6bi1o. He
3Hato, BCe

4.500 Nponcxoamnno TMXo U CMOKOMHO, HO MHE KaXeTcsA Moc/ie Hallero pa3rosopa 06a3aTefibHO YTO-TO
CyynTca

4.501 (cmeeTCH)

4.502 Interviewer: (CMeeTecs) MoTomy 4TO BCeraa Tak?

4.503 Respondent: [la, Bceraa Tak nponcxoaut

4.504 Interviewer: Hy Bbl MHe pgaliTe 3HaTb Kak pa3 €C/in YTO-TO CAYUUTCSA

4.505 Respondent: Xa-xa, xopowo

4.506 Interviewer: Hy HapewcCb YTO He ByaeT, MwWHUE NpobsieMbl 3Tu

4.507 Respondent: §l Toxe byay HageaTbCs Ha nyyliee

4.508 Interviewer: M Booblie No pexnMy 6€30nNacHOCTU B OTese, TO eCThb, €CThb /I Kakad-To
OOKyMeHTaums, Kakne-

4.509 TO ALOKYMEHTbI, KOTOpPbIe Bbl NOANUCLIBANN. Hy, 0NYCTUM, UMEHHO KacaTesbHO 6e3onacHocTu. To
€CTb,

4.510 obyyanu nu Bac KaKMM-TO HaBblKam, B 3TOM MjaHe

(Documentation of the risk appraisal: 4.511-4.516, 4.522, 4.523)

4.511 Respondent: Hy, pexumy 6e30nacHoCTV Hac B oTefle He 0bydyann, HO JOKYMEHTbl, MHE KaXeTcs, 5
4.512 nognuceiBan

4.513 Interviewer: Bbl nx yntann?

4.514 Respondent: KoHeyHO

4.515 Interviewer: [a?

4.516 Respondent: MNpocTo, MHe KaxXeTcs, 6erno npounTan, BOT U Yxe 3abbin

4.517 Interviewer: O vem...

4.518 Respondent: Hy, ckopee Bcero, s nognucbiBan

4.519 Interviewer: O yeM BoobLLe BOT 3TV A,OKYMeHTbI? Hy B 06ueM XOTA 661 MOXET NOMHUTE?
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4.520 Respondent: O yem?

4.521 Interviewer: Hy 4TO OHU BK/IHOYAIN TaMm

4.522 Respondent: TaM no-MoeMy LOJIKEH Bbl/1 HAXOAUTCA MHCTPYKTAXK Mo 6€30MacHOCTU, MHCTPYKTaXK
no

4.523 3KcnsiyaTauum TEXHUKU MUK, HY KaKOM-HUBYAb ele MHCTPYKTaX

4.524 Interviewer: Xopowo (ynbibaeTca), HO Bbl MOAMNUCHIBANIA NX?

4.525 Respondent: [la n noxapHblI, NOXapPHbIM BbIXOA TOYHO, rae HaxoguTca. CTO NpOLEeHTOB HaM 3TO
4.526 pacckasbiBasn Kak 3BaKynpoBaTbCA C OTeNA

4.527 Interviewer: Hy 370 Bbl, B nprHUune 3HaeTe, Aa? B cayyae noxapa Kak 3BakyMpoBaTbCA?

4.528 Respondent: Hy aa

4.529 Interviewer: CKOJIbKO Y BaC 3TUX BbIXOA0B 3amnacHbIX?

4.530 Respondent: YeTbipe BbIXOAA

4.531 Interviewer: A 3Taxewn B oTene?

4.532 Respondent: YeTbipe

4.533 Interviewer: A, Hy, pa3yMHO

4.534 Respondent: lymato, ycrneem ybexaTb (CMeeTcs)

4.535 Interviewer: A ecnv roBOpUTb O KAKMX-TO...HY CKaXXeM Tak, MHCTPYMEHTaxX Mo OKa3aHWo NepBou
nomowm. To

4.536 eCTb, €CTb /IN Y BaC KakMe-To, Hy MHCTPYMEHTbI 3TO, rpybo roeops. MeguumHa, nimb6o 4To-TO AN
OKasaHus

4.537 nepBoli noMoLm?

(First aid tools: 4.538-4.540)

4.538 Respondent: [Jaaa, anTeyka KOHEYHO NPUCYTCTBYET. BOT, MHe KaxeTcsa, C oka3aHMeM MepBOK
NOMOLLM He

4.539 poMKHO BO3HMKATb BOMNPOCOB, MOTOMY YTO BCE XKe& Mbl 3TO eLle B LWKOJIe MPOXOAW/IN, KaK 3TO
LOJIXHO BCe

4.540 nponcxonuTb. Hyyy, Ha NpakTuke He XoTes bbl 3TO UCMbITATb

4.541 Interviewer: Hy, noka He 6b1710 CUTyaLUI, KOr4a Ha NMPAKTUKE HY)KHO BbIJ1I0 UCTbITLIBATD

4.542 Respondent: HeT, MakCMMyM, YTO ObIIO 3TO rOCTY TabNeTKy OT rosIoBbl NPOCUIIN

4.543 Interviewer: Hy f IMMHO BOT, MHE KaXeTCA AXKe He BCMOMHIO TO, YTO Mbl MPOXOAWIN B LWIKOJE NO
OKasaHuio

4.544 nepBon noMoLn. BOT s He MOMHIO 3TOr0 MOMEHTA, MOXeT TaM

4.545 Respondent: Hy Tam nynbC Hawynatb

4.546 Interviewer: Hy nynbc fa, nynbc Mory. lNomMoXxeT nn 370 (CMeeTCA)

4.547 Respondent: Hy nynbc, CKyCCTBEHHOE AbiXaHue, Bce. Hy, byaeM HageaTbCs, YTO HAYETO He
npounsongeT n

4.548 ecnn 4To, Byaem 3BOHUTbL B CKOPYI NMOMOLLb. Hy, HexenatesbHO, YTObbI Takne CUTyaummn
npoucxoannm

4.549 Interviewer: Hy KOHEYHO, HY 3TO XU3Hb B MPUHLMIME, MOXET ObiTb, KAKOW-TO MUHUMYM. Hy
OKasaHuto

4.550 nepBoli NOMOLLM Yy BacC, A4OMNYCTUM Bbl CMOXETe, He JIMYHO Bbl, HO COTPYAHUKN CMOIYT OKa3aTh?
4.551 Respondent: 1 gymato aa,
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4.552 Interviewer: Hy xopowo 1 onATb TOT e BOMNPOC, YTOobbI Bbl, £,0NYCTUM, U3MEHWUSIN, B 3TOM
npoecce Ha
4.553 byayuiee? Hy utob gonyctum caenath otenb 6onee 6e3onacHbIM, Kak 418 COTPYAHWUKOB, TaK U AN

rocremn?

(Desired changes in the Duty and Security: 4.554-4.556)

4.554 Respondent: MHe KaxXeTcs, MOXHO 6bI10 elle KHOMKN 6e30NacHOCTM B KaXKJ,0M HOMepe, MOTOMY
yTO

4.555 ofHaxAbl TaM B HOMepe bbina ccopa, s NoMH. Hy, OHM Kak-TO BbICTPO YTUXOMUPUANCH, NPaBAa
ecnn

4.556 npono/mKkaTh, eCIN 4,0MYCTUM YesloBek bbl Hayan M3bueaTb 4pyroro, B MpUHLMMIE, KHOMKA 6bl He
nomewana

4.557 Interviewer: ocnoau, Hy ga

4.558 Respondent: lonycTvM, eCn Ha TPETbEM 3TaXKe YTO-TO OyAeT NPOMUCXOAUTb, HABPAL, /M CO
CTOVKM

4.559 pecenweHa uan ¢ 6apa Mbl 3TO CMOXeM YC/blWaTh. EC/IM TONbKO HenocpenCcTBEHHO, FOCTU U3
Apyrux

4.560 HOMepPOB MO3BOHAT U yXXe CaMW Ha 3TO OTpearupyT

4.561 Interviewer: To eCTb, B NPUHLUMNE, KHOMKA 6€30MaCHOCTW, BapuaHT 6bi/1 6bl XOPOLWUNI B KOMHATaX
4.562 Respondent: Hy na, HO MHe KaxeTcs ee bbl HaXMManu NonpocTy

4.563 Interviewer: Hy aa, s cornacHa

4.564 Respondent: Bblsio 661 MHOIO C/ly4yaeB, YTOBObI KTO-TO MPOCTO TakK €e Haxan

4.565 Interviewer: [a

4.566 Respondent: OTesnto 66l NPULWIOCH NIATUTL MHOIO AeHer 3a WTpad 3a JIOXKHbIN Bble3s,

4.567 Interviewer: (CmeeTecs) XopoLlo, TOrAa elie oauH BOMpPOC, A He 3HAK Kak bbl OTesb HOBbIN,
CJly4yanochb nu

4.568 310, HO Npouecc yBonbHeHUa. Habnoganu nu Bel Kak KOro-To YBONIbHANN M KaK 3TO
npovcxoanno?

4.569 Respondent: {1 Habnwoaan Kak KOro-To YBO/IbHANM HU B 3TOM OTeJle, HO B NpeablAyLLeMm

4.570 Interviewer: Hy B npeablayuLeM HET, B NpeAblayl,eM TaM 4pyroi MOMeHT. B 3ToM oTesie He 6bis10
y Bac noka

4.571 Takux cutyaumn?

4.572 Respondent: lNoka HeT

4.573 Interviewer: A s ciblllana eLe YTo MeHeaKep KaKoW-TO MO MAPKETUHTY WU KTO-TO 6bl/1 yBOJIEH
4.574 Respondent: Aaa, 2 noHan. la, yBOAWUIN, HO K COXAJIEHUIO KAk MPOUCXOLUN NPOL,EecC yBOJIbHEHNA
A He

4.575 3Hato. Ckopee BCero, 4enoBeka yBoaMaM OAHUM AHEM

4.576 Interviewer: Ara, To ecTb B npuHumne. Hy aa, Bel npu 3TOM He NPpUCYTCTBOBA/IN €CTeCTBEHHO. Ho B
npuHUKUne

4.577 y Bac He 6bIJIO el e B OTesie KaKUX-TO YBOJIbHEHU, YBOJIbHEHUIN, KOTOPbIX Bbl MOT/IN Obl
HabnooaTh

4.578 npouecc?

4.579 Respondent: HeTt

160



4.580 Interviewer: Oken, a Boobuie B BaweM NoHUMaHWM Kakom 6bl 6bIN1 MAeanbHbIN NPoL.ecc
yBOsIbHeHUA? Hy

4.581 ponycTuM, KaK HY)>XHO COTPYAHMKA MOXET MOroBOPUThL CHavyasna, YTo-To 0bcyaunTs, NMbo NpocTo
yBOMUTL 6e3

4.582 obbACHEHWIA?

4.583 Respondent: YTobbl NPOCTO HE MYyUYUTb HU CeBSA, HU COTPYAHMKA MOXHO 6€3 06BACHEHMS MPUUYMHBI
ero

4.584 yBONINTb, MPOCTO MOMNPOCUTbL He BbIXOAWUTb Ha PaboTy U ecnn LOoMNyCTMM HeT NepcoHana, To no
O,0rOBOPY OH

4.585 0b6a3aH xe oTpaboTatb 14 gHen, yTobbl 6bIIO BpeMs HAWTKU HOBOIO COTPYAHMKA. A ecnin B
npuHuune,

4.586 cOTpyAHUK NpAM BOODLLLE HE YCTPAUBAET, TO MOXHO YBONIUTb OAHUM AHEM, YTOObI Aae He
3aCTaBnATbL €ro

4.587 oTpabatbiBaThb

4.588 Interviewer: A ecnuv, A,ONYyCTUM, 3TO He BMHA COTPYAHMKA, 2 UMEHHO opraHu3aumm?

4.589 Respondent: Ero yBonbHeHne? HeT ero yBoJsibHeEHME UMEHHO CBA3AHO C BUHOW OpraHm3auunmn?
4.590 Interviewer: Hy mano nu, oonyctum, oH 3axoTtes. HeobsazaTtenbHo, YTOOLI A,0MNYCTUM MeHeaXep
YBOU,

4.591 MOXeT OH CaM 3aX0oTesn YUTU M TorAa CTOUT JIN KAaK-TO C HUM 0bCyXaaTb MOYEMY OH peLumn yHTun?
4.592 Respondent: HeT, ecnin yenosek 3axoTen cam YATU, TO MeHeZXep Bceraa obuiaeTca « moyemy xe
Tbl X0OYelb

4.593 yiiTn», NnpeanaraeT KakMe-To yC/10BUA MOJyylle, YTobbl Kak-TO 3a4epxaTb. HO HY)XXHO Kak-To K
COTPYAHMKY

4.594 noHUMaTb TO YTO, BOT 3TO BCe BpeMeHHO. Ceryac npensoxaT, HO Y)Xe CKopee BCero HaYHyT
NCKaTb 3aMeHy

4.595 Interviewer: Hy na, ans 6e3onacHocTy

4.596 Respondent: MNo3TOMy B Takuve MOMEHTSI...Aa, A1 6e30nacHOCTU. TO eCThb, OHU Xe He XOTAT
COTPYAHMKA,

4.597 KoTopbli B 11060 MOMEHT MOXET YITK. Jlyuwe HanTu apyroro. To ecTb, HY)KHO 3TO Kak bbl

NOHNMATb

(Team events: 4.598-4.605)

4.598 Interviewer: Xopowwo, BoObLLe MEXAY COTPYAHMKAMMU U MeHea)XepaMu NPOXOAAT /M Y BaC Kakue-
TO

4.599 MeponpuaTua, Koraa Bo. Bel UMeHHO BMecTe cobupaeTech, UTO-TO OTMeyaeTe?

4.600 Respondent: MNoka He 6bIJI0, HO BONPOC 06 3TOM NoAHUMANCA

4.601 Interviewer: U kakne MoMeHTbI? OTHOCMTENbHO KakUX MeponpuUATUiA?

4.602 Respondent: Hy BO xOTenn HOBbIV FOA, BpOAEe KAaKOM-TO KoprnopaTue ycTpouTb. Hy, B uTOore Bce
3aMANM U Kak

4.603 6bl HMYero He npomsowso. Ja u Kak bbl M3-3a TOTrO, YTO Mbl BCe 3HAKOMbI, HY Fpybo roBops Tam
BOT C

4.604 meHepxepamu, ey € yNpaeasloWMM-TO 3TO TPU UK YeTbipe YenoBeka. TO eCTb, a Tak,

peceniueH n bap,
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4.605 Mbl 06bIYHO BCE BCTPEUYAEMCH KAXAO0AHEBHO

4.606 Interviewer: Hy pna

4.607 Respondent: MoxeM caMu yCTpoUTb KOpnopaTue

4.608 Interviewer: A eCn KTO-TO NPOCTO OTANYUIICA HA paboTe, LOMNYCTUM CAENAN YTO-TO Jlydlue
OCTaJIbHbIX. Takume

4.609 MOMeHTbI y BaC He oTMeyvalTca? Hy ¢ noMoLLblo MeHeaXepoB yxxe? TaM COTPYAHUK mecaua...
4.610 Respondent: MNoka Ha NpakTUKe A TaKoro He Habnwaan Booblle HU B O4HOM OTese

4.611 Interviewer: B cmbicrie B MockBe?

4.612 Respondent: Booble Ha BCex CBOMX...HA BCEX CBOUX MeCTax paboTbl BOT s HUTAE TaKOro He
Habnopan

4.613 Interviewer: Hy TMna Tam 4To-TO Ha NOA06UM COTPYAHUKA MeCALA TaKMX MOMEHTOB HeTy aa? He
Buoenn?

4.614 Respondent: HeTt

4.615 Interviewer: Hy xopowo. Hy Ha byayuiee 6b1/10 661 HEMIOXO MHE KaXKeTCs, AN MOTUBALMM MOYEMY
HeT

4.616 Respondent: MHe KaXeTcCs 3TO NPOUCXOAUT TONIbKO B CETEBbIX OTeNAX

4.617 Interviewer: [la, 370 Aa, y HUX eCTb

4.618 Respondent: A NOCKO/IbKY Y Hac He CEeTKa, Y HAaC U HeT Takoro. Jlymato, eciiv 6bl 3TO bObls1 CeTeBOM
oTesb, TO

4.619 ckopee BCero 31O BCe MPOMCXOAMNIIO

4.620 Interviewer: Hy na, Hy B NpuHUMMNe NO 3TOMY NMPOLLecCy A 3a4ana nobsbl... Bce Bonpockl. Ecnm y Bac
4yTO-TO

4.621 pobaBnTh €CTb MOXETe CKa3aTb. JlonycTuM, 4yTobbl B 06LLEM, KaK BeicunTaete, UTobLl Bam, Kakne
4.622 “3MeHEeHWs B yNpaBJieHMM NepCcoHasioM caenanu 6ul Baw pabouunn npouecc bonee NpUsTHLIM,
CKaxeM Tak,

4.623 6onee KOMMOPTHLIM?

4.624 Respondent: MHe kaxeTcs, MOl pabounii npouecc, TaMm MakKCUMyM BCe MAEeaJIbHO

4.625 Interviewer: To ectb Bac Bce ycTpanBaet?

4.626 Respondent: BoT umeHHo b6ap, BCce uaeanbHO NPOMCXOANT, CTOVKA pecenileHa, MHe KaKeTcs
pebAT ToXe BCe

4.627 yCcTpauBaeT, YTO ecnuv bbl He YCTpanBano, HUKTO Bbl He 3a4epXUBAJICA HAa 3TON paboTe, 1 gymato
4.628 Interviewer: Hy na, Toxe BepHO

4.629 Respondent: A BHECTV Kakne-TO U3MeHEHWsS, UMEHHO BOT Mo paboTe He 3Hat. Hy 0bbIYHO Kak-TO
He 3Halo,

4.630 nepcoHanam C nepcoHasioM Kak-TO A0rOBapMUBAETCA, TAM YTO-TO XOYeT cAenarth, eC/iv YesI0BeK
xoueTr

4.631 OTAOXHYTb, TaM YUTU KyZLa-TO MUHYT Ha 30, To 6ap MOXET 3aHATLCA LLe/IMKOM U peceniueHoM U
6apom, ecnu

4.632 ponNyCcTUM HeT onpefeNieHHON Harpy3kun, MOXHO e MOCMOTPETb Koraa roctu 3aesxatot. Hy, y
HUX Xe

4.633 nocTtaeneHo Bpemsa. M Takxke c 6apoM, Hy ¢ 6apoM rocT MeHs He NpeaynpexAaloT, KOraa oHu
nAaHupyoT

4.634 4yTO-TO 3aKa3aTb, HO B MPUHLMIME A TOXE MOry 3aHATbLCA CBOMMU AeNnamMu...luac ogHy MUHYTY. Bce,

1 TYyT
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4.635 Interviewer: Hy cMoTpuTe, B NpMHLUMME A 3aZiana BONPOCH! BCe, eCnn y Bac Heyero 0o6aeuTs,

Torga s mMory

4.636 3aKaH4YMBaTb

4.637 Respondent: 1 gymato, Heyero f,06aBuUTb, 8 AyMal €C/IM YTO-TO BO3HUKHET C YBOJIbHEHWEM WK

KaKUMN-TO

4.638 NMUYHBIMU CNTyHaAAMMN-A PACCKAXKY

4.639 Interviewer: lanTe MHe 3HaTb (CMeeTcH)

4.640 Respondent: Xopowo (cmeeTcs)

4.641 Interviewer: Xopowo, Torgaa s celyac 3akoHuy 3annch, cnacubo bonblwoe, Bam xopowero gHs

4.642 Respondent: Cnacn6o, B3aMMHO TOX€e XOPOLLEero AHA

Appendix 7: Axial Coding

AXIAL CODING
DIMENSION = AXIAL CODES OPEN CODES
Human Recruitment process = Selection process
Resource
Management Candidate assessment
policies process

Performance

management

Employee
development

programs

Final decision
communication
process

Desired changes in
the recruitment
process
Communication of the
job objectives
Meetings between the
manager and

employees

Individual meetings
between manager and
employees

Evaluation of the

employee results

Trainings

FRAGMENTS

1.115-1.124, 1.189-1.196, 2.81-2.85,
3.61-3.74, 4.67-4.72, 4.93,4.94
1.127-1.139, 2.87-2.96, 3.79-3.80, 4.96-
4.104

2.98-2.108, 2.111-2.116, 3.91-3.92

1.200-1.204, 4.113-4.117

1.808, 1.809, 2.152-2.160, 3.108-3.111,
4.129-4.131, 4.136
1.141-1.145,1.170-1.173, 1.287-1.323,
2.165-2.168, 2.172-2.173, 2.196-2.200,
2.207-2.210, 3.116-3.119, 3.123-3.125,
3.128-3.132, 3.138-3.141, 4.175, 4.176,
4.179, 4.180, 4.190-4.193, 4.334-4.336,
4.368-4.374

1.324-1.330, 1.336, 2.176-2.179, 2.183-
2.189, 3.143-3.146, 4.200-4.204

1.493-1.498, 2.284-2.289, 4.324-4.330

1.489-1.492, 1.500-1.503, 2.221-2.232,
3.155-3.163,3.165, 3.168, 4.345-4.367
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Compensation and

benefits programs

Duty of Security

Knowledge sharing
between the
employees and
managers

Desired changes in
the employee
development
programs

Standard salary

Bonuses

Monetary rewards
Medical cover

Team events

Flexible working

hours

Opportunities to grow

Holliday Allowance

Working environment

Desired changes in

the compensation and

benefits program

Documentation of the

risk appraisal

First aid tools

Safety level

Desired changes in

the Duty of Security

1.154-1.163, 1.506-1.508, 2.239-2.246,
2.248, 2.249, 3.184-3.189, 4.142-4.147,
4.368-4.374

3.220-3.224

2.121-2.125, 2.130-2.131

2.294-2.298

.377-1.397, 2.298-2.308, 3.231-3.249,
3.256-3.257, 4.415, 4.416, 4.429-4.434
2.319-2.328, 3.262-3.265, 4.416, 4.417
.416-1.418, 1.450-1.453, 2.331-2.342,
2.346, 2.348.2.349, 3.270-3.273, 4.598-
4.605

1.225-1.226, 1.232-1.235, 1.409-1.415,
2.255-2.259, 2.261-2.262, 3.277-3.279,
4.443-4.448

1.419-1.434, 3.284-3.290, 4.452-4.465
1.343-1.346, 1.398-1.400, 2.319-2.328,
4.419-4.425

1.356-1.359, 1.509-1.513, 1.663,1.670,
1.681,1.682, 1.686-1.689,1.712-1.714,
3.192, 3.193, 3.299-3.302, 3.437-4.3440,
3.478-3.481, 4.230-4.255, 4.261-4.262,
4.286-4.289, 4.472-4.474

1.463-1.470, 1.477

j—

j—

1.518-1.523, 2.372-2.374, 2.406-2.412,
3.367-3.375, 4.511-4.516, 4.522, 4.523
1.529-1.532, 2.399-2.402, 3.401-3.402,
4.538-4.540

1.607-1.611, 1.616, 1.628-1.630, 2.363-
2.371,3.310-3.316, 3.342-3.347, 4.483-
4.488

1.545-1.546, 1.559-1.563, 3.385, 3.387-
3.388, 3.392-3.394, 4.554-4.556
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Appendix 8: Best HRM Practices of IHG and Hilton hotel groups

The best practices of HRM policies in the International hotel chains
This part describes the best and the most appropriate HRM policies, which are used by IHG and Hilton

international hotel chains and can be appropriate for future recommendations for City Hotel 1905.

1. Human Resource Management policies in IHG hotels group

InterContinental Hotels Group is one of the leading hotel organizations because its main purpose is to
provide both the customers and the employees with an excellent service, hospitality and positive
emotions (IHG, 2019). Therefore, the Human Resource Management practices of this hotels group have
been chosen as an example. The best and the most appropriate HRM practices can be used for the
future improvement of City Hotel 1905. IHG hotels group always put the effort in the creation of
comfortable and pleasant working conditions for the employees, because they want the employees to
be happy and stay with this brand for a long period of time. They also believe that when the employees
are happy, they treat the customers with a friendly attitude (IHG, 2019).

Recruitment or application process of the IHG hotels group starts from their official website. The hotel

management offers the potential candidates the website, where they can search for the appropriate job

position and choose the best option. This website calls www.carrers.ihg.com. This website helps the

candidates to find more detailed information about the possible job positions and decide for
themselves if they want to become part of the hotel brand (InterContinental Hotel Group, 2018). After
the application of the candidates, the hotel management promises to contact them within the next 24
hours. The next step is to check the skills and past experience of the candidates. If the candidates suit
the company, the manager invites them for the interview and additional assessment. Moreover, people,
who are not able to search for the job online can contact the IHG support team (InterContinental Hotels
Group, 2018).

Performance managementis one of the most developed parts of the Human Resource Management in

IHG hotels group. The hotels chain developed a new way of checking the performance of the
employees in order to attract and retain top talents (IHG annual report and Form, 2018). Check-in-
conversations have been developed in 2018 to provide the employees with additional feedback and
discuss their career and development opportunities. Furthermore, the hotels group came up with the
additional forums and toolkits for the identification of talented people and the future direction of their
career. Another aspect of performance management is the development of “Leading Others” and
“Career Insights” programs for the new younger generation in order to nurture future leaders (IHG
annual report and Form, 2018). For example, virtual learning summits provide the employees with the
lectures from the IHG and external leaders, which can positively influence their motivation and future
goals (IHG annual report and Form, 2018). Moreover, IHG hotels group has a set of values, which are
communicated to every employee. All the growth procedures are based on these values. Shared values
are important, because they give a feeling of one common purpose and mission (IHG annual report and
Form, 2018). The management of IHG hotels group maintains contact with the employees through a

variety of ways. It can be conferences, employees’ surveys, online blogs, newsletters, and different
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kinds of events. The managers are interested in the employee’s wellbeing and creative ideas (IHG
annual report and Form, 2018).

Employee Development programs of IHG hotels group mainly consist of the learning experience (70%),

which happens through the job interchange, creative projects, and additional responsibilities.
Moreover, 20% of learning happens via additional relationships like manager coaching, repeating the
tasks after the professionals and networks. Finally, the last 10% belongs to formal learning like online
learning, conferences and a variety of case studies (InterContinental Hotel Groups, 2019). IHG hotels
group invests a lot of money and time in the development programs for talented employees. Therefore,
there is a variety of training schemes, which are available for all corporate employees (InterContinental
Hotels group, 2018). There are three different types of programs. The first one is “Excom potential” for
the employee, who has the potential to become a Head of Department. “Number 2 potential” is a
second program for those who have a desire to become the hotel managers. The third one is a
“General Manager potential”, which is, obviously, for the experienced people, who want to gain a
General Manager position in the future. “Leading Others” is another six months program for those who
are about to gain a leadership role. IHG hotels group intends to give every employee a room to grow
and provide them with a variety of development programs (InterContinental Hotels group, 2018).

When it comes to the Compensation and Benefits program, IHG hotels group promises to provide every

employee with the number of work advantages like proper work/life balance, caring and extra
attention to every employee within the working hours, individual and group recognition for those, who
perform better than others or greatly contribute to the certain task (InterContinental Hotels group,
2018). The benefits, which corporate employees can receive from the IHG hotels group are: discounts
for the apartment prices for every employee and their relatives and friends in different counties and
continents, creative programs, pension perspectives, insurances, flexible working hours, worldwide
recognition programs and employee special suggestions and discounts (InterContinental Hotels group,
2018). Healthcare for the employees includes private medical insurance, which gives the employee a
chance to include their family members, eyecare vouchers and dental services. Older works have an
additional opportunity to use corporate cars or cash alternatives in order to make their movement
easier and more comfortable. Recognition schemes were organized for the celebration of 5, 10 and 20
years of employees’ service. Moreover, the Bravo Awards program was specially organized to say
“thank you” for the excellent employees and provide them with the financial incentives (Employee
Benefits, 2016).

When it comes to the Safety and Security aspect of HRM, the managers in all the hotels of

InterContinental Hotels Group have a set of responsibilities. First of all, every hotel should have a Risk
Manager, who is responsible for the safety rules and regulations, HACCP, FLS and all the brand security
standards. Moreover, the manager has to have a Risk Management team with the proper skills
regarding safety and security (Hosco, 2019). Risk Management Team has to be provided with the
training programs and additional development programs, which help the employees to recognize the
risks and correctly handle the problems. The programs include health and fire life safety, health rules
and regulations and food hygiene (Hosco, 2019). After the development programs, all the Risk
Management team members are checked and controlled according to the well-organized plan.

Managers also have to develop a set of new goals, communicate it to the employees and provide every
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employee with detailed feedback (Hosco, 2019). Information security is another important
implementation of the InterContinental Hotels Group. According to the brand standards, every
corporate employee must receive a set of innovative training programs, where they learn how to deal
with the customer’s personal information and keep it confidential (IHG Annual Report and Form, 2018).
The best practices include EU General Data Protection Regulation, to show the working collective how
to take care of the guests’ privacy. Furthermore, the Board and Audit Committee regularly checks the
employees’ knowledge and approaches to the safety issues handling (IHG Annual Report and Form,
2018).

2 Human Resource Management policies in Hilton hotels

The main functions of Human Resource Management in Hilton hotels are planning, training and
development and salary management (Kim and Sung-Choon, 2013). Planning includes the process of
analyzing and selection of current HRM practices, which will be appropriate for future changes in the
hotel.

Training and Development program includes effective development programs to improve the

employees’ skills and help them to achieve the hotel’s goals. Wages and Salary management is
responsible for the standard salaries, bonuses, gifts and rewards for the employees (Snell and

Bohlander, 2010). Recruitment and Selection procedures include the selection and assessment process

of the candidates. The manager not only pay attention to the skills and past experience of the
candidates but also checks their personal qualities (Locus assignment, 2012-19).

Line managers are those, who are responsible for the daily issues and tasks. Line managers also
participate in performance management by maintaining close contact with all the employees in the
hotel. First of all, if the employees experience any difficulties or have some personal problems, line
managers have to listen to their issues and come up with a possible solution (Gilbert, 2011). Secondly,
the line manager helps the hotel to achieve its strategic goals by developing the plan of action, setting
measurable performance rules and clearly communicating these rules to the employees. The plan of
action has to be made in a SMART way in order to keep an organized atmosphere in the hotel (Bos-
Nehles, 2013). The line manager is the one, who individually assesses every employee, provides them
with proper feedback and points out the aspects, which are not good enough (Townsend, 2013). Hilton
hotels use a variety of performance evaluation methods. There are two most common ways. The first
method is to hire a professional person, who checks the performance of the working collective and
provide feedback. The second method is to come up with a challenging task and ask the employee to
fulfill it within a certain period of time (Shah, 2011).

Hilton Management team knows that it is essential to motivate the employees. Therefore, there are two

types of Compensation and Benefits program: financial and non-financial rewards. Financial rewards

include additional payments for those, who greatly perform the tasks (Mason & Watts, 2010). Non-
financial rewards include the desired work mission, task or assignment, promotion and special cards
(Zani, 2011). Hilton directors believe that the motivation improves the productivity and loyalty of the

employees.

Separation process includes 6 main steps. First of all, if the employees decide to leave the workplace,

they should inform the hotel by sending a written notice of resignation two weeks prior to leaving in
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order to let the hotel find another person (Yin-Fah, 2010). Procedures on the application is a second

stage, where the management tries to recognize the reasons of employee’s resignation and probably

offers possible alternatives to keep the employee in the hotel. If the employee gains permission to

leave the hotel, the management will start a return procedure, where the employee should return ID

cards, key and equipment they used during the working period (Zopiatis, 2014). The next stage is an

account clearance, where the authorization of the employee has to be cancelled. The legal procedure

includes the additional check of all the official documents to make it transparent for the legal

authorities. Meeting and feedback stages are the last parts of the separation process, where the

employer and employee discuss the reasons for the resignation (Allen & Shanock, 2013).

Appendix 9: Open Questions for the written test of the Job Interview

1.
2.

© X NV AW

If you could have lunch with three people, who would it be and why?

What would you do if a client had a bad mood and started to argue with you without any
reason?

Describe your Time Management and Organization Skills

How do you plan to become a successful employee?

Describe a real situation, when you had to handle a difficult problem

Who or What motivates you?

Why is it important for the company to maintain a good reputation?

Why is it important to work with international employees?

What professional skills does the manager of the hotel should have?

10. Could you describe one of the latest news of the hospitality industry? (TARGETjobs, 2019)
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