CBL 1 – Improving Value For Money
Problem Statement: Is outsourcing in general a good thing or are their any alternatives that may seem better in certain situations?

Questions:

1. What are the different ways in which outsourcing might improve the strategic capability of the organization?

2. What are the potential benefits or pitfalls of:

· In house provision

· Outsourcing

· Co sourcing

3. Which questions should management of any organization ask itself before deciding to outsource a particular activity or business process?

4. Discuss whether outsourcing is, in general, a good thing or not. Why?
Step 2: Gathering the facts / analysing the situation

1. What are the different ways in which outsourcing might improve the strategic capability of the organization?

Outsourcing is subcontracting a service, such as product design or manufacturing, to a third-party company. The decision whether to outsource or to do in house is often based upon achieving a lower production cost, making better use of available resources, focusing energy on the core competencies of a particular business, or just making more efficient use of labor, capital, information technology or land resources. It is essentially a division of labor.

Outsourcing provides access to a highly skilled global workforce, which can supply a wide array of services. To leverage these services effectively and benefit from lower operational costs and higher service levels, there are several business models to choose from. These are:
1. Staff augmentation - This model provides specialized resources, cost flexibility and satisfies short-term time-to-market demands.

2. Out-tasking - This model is suitable for short-term business needs, to fill skill gaps. However the integration of different out-tasked outcomes may not be a seamless one.

3. Project-based outsourcing - Vendors and clients share risks and rewards through this collaborative model. This model has high client benefits as it holds the vendor accountable for an entire project, and allows the application of industry best practices in the outsourcing process. 
On the other hand, working from project-to-project is a piecemeal approach to outsourcing. A more consolidated view of the outsourcing initiative is required, within a unified governance framework. This is provided by the multi-year managed services model.

4. Managed services model - This model fosters the development of long-term, multi-year, SLA-based relationships to provide integrated solutions across the enterprise. The service provider takes responsibility and accountability for agreed- upon strategic business outcomes. Projects typically have a large scope and scale and the knowledge gained by the vendor is invested back into the system so that the client's benefits increase year on year. These partnerships allow the sharing of risks and rewards, encourage innovation, embrace business change and contribute significantly to the strategic goals of both partners. 
Making complex decisions to obtain desired business outcomes requires a high level of sourcing maturity. It involves an understanding of factors that influence who should outsource, to whom, why, where and when.

2. What are the potential benefits and pitfalls of:

1. In house provision

2. Outsourcing

3. Co sourcing

1. In house provision:

2. Outsourcing:

Outsourcing is contracting with another company or person to do a particular function. Almost every organization outsources in some way. Typically, the function being outsourced is considered non-core to the business. An insurance company, for example, might outsource its janitorial and landscaping operations to firms that specialize in those types of work since they are not related to insurance or strategic to the business. The outside firms that are providing the outsourcing services are third-party providers, or as they are more commonly called, service providers.

Although outsourcing has been around as long as work specialization has existed, in recent history, companies began employing the outsourcing model to carry out narrow functions, such as payroll, billing and data entry. Those processes could be done more efficiently, and therefore more cost-effectively, by other companies with specialized tools and facilities and specially trained personnel.

Types of Outsourcing:

1. Structural outsourcing – The external company not only takes over the work, but partly, the people and the resources.

2. Ad hoc outsourcing – It is a matter of incidents and special types of work that are outsourced. 

3. Outsourcing of one work form – When a specific, clearly described activity is outsourced and when the management is still the responsibility of the actual organization.

4. Overall outsourcing – When all activities, including all operational activities like management and administration are outsourced. 

3. Co sourcing:

Co-sourcing is a business practice where a service is performed by both staff from inside an organisation and also by an external service provider. A business practice where a service is performed by both staff from inside an organization and also by an external service provider. It can be a service performed in concert with a client's existing internal audit department. The scope of work may focus on one or more aspect of the internal audit function

3. Which questions should management of any organization ask itself before deciding to outsource a particular activity or business process?

Deciding to outsource is done at a strategic level, which usually needs approval. Outsourcing leads to a function done using a third party. Before deciding on a particular function to outsource, the advantages and disadvantages of outsourcing must be considered. If correctly done, then the choice may lead to better results and lower expenses or poorer outcomes at higher rates.

4. Discuss whether outsourcing is, in general, a good thing or not. Why?

Outsourcing is good because it will help a company reduce its budget effectively if outsourcing is done properly.

Step 3: The alternative course of action / predicting the outcomes

1. Outsourcing

· Lowering the cost of the products and service and to increase the budget.

· Having the work activity done professional by a company that has a lot of experience.

2. Co-sourcing

· Focus on the business in order to reduce its weaknesses and improve its strengths

In house procedures

· By having a department the company that does the outsourcing, this is good as the quality will be as how the company wants it to be but the problem is that the company may have lack of experience and more ideas.

· Giving the work activity to another company, that company might do the work better.

3. Merging with another company

· By merging the company, the company will have an advantage because all the facilities, services, products will be shared and the company can increase its customers.

Step 4: The decision and reasoning / choosing course of action
The alternative that is chosen is merging with another company because there are many benefits and this will help the company to reduce its losses.

Two firms on roughly equal terms into one new legal entity. 

Mergers are effected by exchange of the pre-merger stock (shares) for the stock of the new firm. 

Owners of each pre-merger firm continue as owners, and the resources of the merging entities are pooled for the benefit of the new entity. 

If the merged entities were competitors, the merger is called horizontal integration, if they were supplier or customer of one another, it is called vertical integration.
Step 5: Implementation of the decision / preconditions for communication

The list of benefits the company sees by merging:

· Combining British Airways with another company will create a more global carrier that can compete with foreign airlines.

· Customers and communities to benefit from access to a global route system. 

· More destinations mean more schedule options, and more opportunities to earn and redeem frequent flyer miles. 

· A more financially stable airline. 

· Customers will benefit from greater service to the markets. The company’s customers will benefit from the strengths of the both companies and reduce their weaknesses.

Conclusion:
Overall the aim of the company is to reduce its losses and increase its profits, so by British Airways merging with for example Air France, both companies with have lots of advantages.

Sources:

Books

· Hospitality environment reader.

Internet

· www.businessdictionary.com  
· www.google.com
· http://www.wisegeek.com/what-is-outsourcing.htm 

· http://www.slideshare.net/JeremyGislason/pros-and-cons-of-outsourcing 

· http://www.ilink-systems.com/ThinkingBeyond/Outsourcing.aspx 
CBL 2 – The Role Of A Hotel Owner In The Development Of Destinations 

The main problem:

How to ensure the evolvement of all key players in the development of a tourist developmental plan?

Questions:

1. What key player should be evolved in the developmental plan?

2. What role does government have in a new development plan?

3. What are the potential benefits of a new development plan?

4. What are the potential disadvantages of a new development plan?

5. What are the opportunities and threats for the existing accommodation facilities?

6. Discuss if the benefits of a new developmental plan outweigh the disadvantages and how threats can be turned into opportunities. 

1. Which key players should be involved in the development plan?

Development plan

A plan for guiding, implementing, and controlling the design and development of one or more products. The development plan guides and informs day to day decisions as to whether or not Planning Permission should be granted, under the system known as Development Control. In order to ensure that these decisions are rational and consistent, they must be considered against the development plan adopted by the authority, after public consultation and having proper regard to other material factors.

Developmental planning

Has a high degree of autonomy with respect to the setting of ends and the choice of means, and which tends to merge into what is usually described as policy making.

Adaptive planning

In which most decisions are heavily contingent on the actions of others external to the planning system and which tends to merge into programming.

Development planning layer

1. International tourism planning

At the international level organizations such as WTO, EU, OECD, Caribbean Tourism Organization (CTO) and the Tourism Council for the South Pacific (TCSP) all undertake, albeit limited forms of tourism planning. 

2. National tourism planning

Encapsulates the tourism development plans for a country as a whole but often includes specific objectives for particular subnational regions or types of areas within the national boundary. 

3. Regional/local tourism planning

Deals with specific issues that affect a subnational area. It tends to be much more detailed and specific than its national counterpart and can vary quiet significantly from area to area. 

The tourism development planning process

The concept of planning is concerned with organizing some future events in order to achieve prespecified objectives. 

Study recognition and preparation

This is concerned with the recognition by the planning authorities (normally the government), the private industry and the local community that tourism is a desirable development option, together with some awareness of the constraints within which it must develop. 

Settings of objectives or goals for the strategy

In order to design a developmental plan successfully it is necessary to have a clear understanding of the objectives that are to be achieved by the development of tourism. A common mistake in tourism planning is to lose sight of the reasons why tourism has been selected as a development option. 

Survey of existing data 

Before setting out on the data collection stage. It is vital to undertake an existing data search. 

Implementation of new survey

Once, the existing data are known and the scope of the planning objectives have been set, the information gap can be filled by undertaking primary data collection. 

All of the above factors are considered with respect to both their existing states and their project states within the development plans time scale.

The survey of existing data and primary data collection should generate an awareness of the importance of good quality data for planning, management and monitoring purposes.

Analyses

Once the objectives have been formulated, the analytical framework chosen will determine the precise assets of data to be collected. Once collected the data are analyzed by considering a wide range of issues. The major issues to be considered generally fall into four areas.

1. Asset evaluation – This area of analysis examines the existing and potential stock of assets, the way in which they can be developed and the probable constraints on that development. 

2. Market analysis – The market analysis is clearly a crucial component of a sound development plan. The market analysis must also incorporate a study of developments in competitive markets and or in competitive models of transport. 

3. Developmental planning – A major issue to be studied is the time phasing of the development plan in order to ensure successful implementation.

4. Impact analyses – the impact analyses should be all embracing, covering issues such as the profitable effects that the development will have on the host community and the environment, the economic implications in terms of key indicators (employment, income, government revenue and foreign exchange flows) and the probable economic rates of return. 

2. What role does government have in a new development plan?

Principles for sustainable tourism development

1. Integration of tourism into overall policy for sustainable development.

a) National strategies:

Ensure that tourism is balanced with broader economic, social and environmental objectives at national and local level by setting out a national tourism strategy that is based on knowledge of environmental and bio-diversity resources and is integrated with national and regional sustainable development plans.

b) Interagency co-ordination and co-operation:

Improve the management and development of tourism by ensuring co-ordination and co-operation between the different agencies, authorities and organizations concerned at all levels and that their jurisdictions and responsibilities are clearly defined and complement each other. Ensure that all stakeholders, including government agencies and local planning authorities are involved in the development and implementation of tourism. Maintain a balance with other economic activities and natural resources uses in the area, and take into account all environmental costs and benefits.

c) Integrated management:

d)  Co-ordinate the allocation of land use and regulate inappropriate activities that damage ecosystems by strengthening or developing integrated policies and management covering all activities, including integrated costal zone management and adoption of an ecosystem approach. Use integrated management approaches to carry out restoration programmes effectively in areas that have been damaged or degraded by past activities.

e) Reconciling conflicts resource uses:

Identify and resolve potential or actual conflicts between tourism and other activities over resource use at an early stage. Involve all relevant stakeholders in the development of sound management plans, and provide the organization, facilities and enforcement capacity required for effective implementation of those management plans. Enable different stakeholders in the tourism industry and local communities, 

2. Development of sustainable tourism

a) Planning for development & land use at sub-national level:

Conserve the environment, maintain the quality of the visitor experience and provide benefits for local communities by ensuring that tourism planning is undertaken as part of overall development plans for the needs of all area are addressed.

b) Environmental impact assessment (EIA):

Anticipate environmental impacts by undertaking comprehensive EIAs for all tourism development programmes taking into account cumulative effects from multiple development activities of all types.

c) Planning measures:

Ensure that tourism development remains with national and local plans for both tourism and for other types of activity by implementing effective carrying capacity programmes, planning controls and management. 

d) Legislation & standards

1. Legislative framework:

Support implementation of sustainable tourism through an effective legislative framework that establishes standards for land use in tourism development, tourism facilities, management and investment in tourism. Provide a flexible legal framework for tourism destinations to develop their own set of rules and regulations applicable within their boundaries to suit the specific circumstances of their local economic, social and environmental situations while maintaining consistency with overall national and regional objectives and minimum standards. Promote a better understanding between stakeholders of their differentiated roles and their shared responsibility to make tourism sustainable.

2. Environmental standards:

Anticipate environmental impacts by undertaking comprehensive EIAs for all tourism development programmes taking into account cumulative effects from multiple development activities of all types. Ensure that project proposals respond to regional development plans and guidelines for sustainable development.

3. Regional standards:

Ensure that tourism and the environment are mutually supportive at a regional level through cooperation and coordination between states, to establish common approaches to incentives, environmental policies and integrated tourism development planning. Develop regional strategies to address trans boundary environmental issues such as marine pollution form shipping and form land based sources of pollution.

3. Management of tourism

a) Initiatives by industry

Ensure long-term commitments and improvements to develop and promote sustainable tourism, through partnership and voluntary initiatives by all sectors and stakeholders, including initiatives to give local communities in the ownership and benefits of tourism. Consider integrating initiatives for small and medium sized enterprises within overall business support packages, including access to financing, training and marketing alongside measures to improve sustainability as well as the quality and diversity of their tourism products.

b) Monitor

Ensure consistent monitoring and review of tourist activities to detect problems at an early stage and to enable action to prevent the possibility of more serious damage Establish indicators for measuring the overall progress of tourist areas towards sustainable development. Establish institutional and staff capacity for monitoring.

c) Technology 

Minimize resource use and the generation of pollution and wastes by using and promoting environmentally sound technologies (ESTs) for tourism and associated infrastructure.

d) Compliance mechanisms

Ensure compliance with development plans, planning conditions, standards and targets for sustainable tourism by providing incentives, monitoring compliance and enforcement activities where necessary.

4. Conditions for success

a. Involvement of stakeholders

Increase the long-term success of tourism projects by involving all primary stakeholders, including the local community, the tourism industry and the government, in the development and implementation of tourist plans. Involve all primary stakeholders in the development and implementation of tourist plans, in order to enhance their success. 

b. Information exchange

Raise awareness of sustainable tourism and its implementation by promoting exchange of information between governments and all stakeholders, on best practice for sustainable tourism and establishment of networks for dialogue on implementation of these principles. 

c. Capacity building

 Ensure effective implementation of sustainable tourism, and these principles through capacity building programmes to develop and strengthen human and institutional capacities in government at national and local levels and amongst communities and to integrate environmental and human ecological considerations at all levels.

3. What are the potential benefits of a new development plan?

Greater protection of specific ecosystems may result to support tourism.

If destination areas recognize that indigenous cultures attract visitors and serve as a unique factor in distinguishing them from other destinations.

4. What are the potential disadvantages of a new developmental plan?

5. What are the opportunities and threats for existing accommodation facilities?

Accommodation rarely has a place or rationale in its own right. It is rare for a tourist to select to stay in a hotel or other form of accommodation for its own sake. Rather, the choice is made because the accommodation provides a support service for the wider motivation, which has brought the visitor to the destination, whether for businesses or leisure purposes.  It is worth to take a look on the destination’s broader environment of the tourist accommodation in a tourism destination. To determine the position of a tourist accommodation we need to discuss the destination and its different elements. After that, we can focus on the relation between the tourist accommodation and the destination and how e.g. a hotel can use the marketing tools to create a win-win situation for all parties involved. 

6. Discuss if the benefits of a new developmental plan outweigh the disadvantages and how threats can be turned into opportunities.

The development plan may contain a number of documents: Counties and most non-metropolitan unitary districts are covered by Structure Plans (in which the County, National Park or Unitary Authority set out key strategic policies as a framework for local planning) and Local Plans (in which District Authorities and National Park authorities set out more detailed policies to guide development in their areas, including proposals for specific sites). The changing nature of consumers which is placing increased demands upon the destination. The new tourist is no longer satisfied with a passive experience, but is seeking instead authenticity at destinations with a view to understanding the indigenous culture, history and environment and, indeed, how local people live and work. The marketing still promotes the destination as silent and exclusive without telling that the destination has grown up to a mass tourism destination that already has passed the carrying capacity of the initial remote destination. This example shows us that the destination’s character determines the message to the customer and if the destination’s character is changing, the message should be changing too. 

Step 3: The alternative course of action / predicting the outcomes

1. Discuss the local and government and come to an agreement.

2. Government should control the land and leave some land for the locals.

Step 4: The decision and reasoning / choosing course of action

We choose to discuss with the local and government and come to an agreement.

The government can use their own idea for improving the destination, also the locals can give their idea which the government can use this way the locals will not be angry and both the government and locals will be satisfied.

Step 5: Implementation of the decision / preconditions for communication

Use the idea the locals have and set some land aside and put their idea their, but offer but facilities and services to improve their income.

Bring an experienced team from a company to improve the destination so that the more tourists will come. Also create a new city that will create more jobs and have lots of advertisement about this city. 

By having all this, the transportation will be improved, a better, cleaner environment. Also the destination should be promoted in many parts of the world so that many people know about this place and it gets known on the map.

Books

· Cooper, C, Fletcher, J, Tourism Principle and Practice, (1998), Pearson Education Ltd

· Hospitality Environment Reader

· Mill, R.C, Morrison, A.M, The Tourism System, (1998), Kendall/Hunt Publishing Company

· Hall, Tourism and Public Policy.

CBL 3 – Hotel On The Roof Of The World

The main problem:

Hotel Holiday Inn is not able to deliver five star services to the guest.

Questions:

What would you do to improve this hotel?

Step 2: Gathering the facts / analysing the situation

Human resources:

· Refer to how people are managed by organizations. 

· The field has moved from a traditionally administrative function to a strategic one that recognizes the link between talented and engaged people and organizational success. 

· The field draws upon concepts developed in Industrial/Organizational Psychology and System Theory. 

· Human resources has at least two related interpretations depending on context. The original usage derives from political economy and economics, where it was traditionally called labor, one of four factors of production although this perspective is changing as a function of new and ongoing research into more strategic approaches at national levels.[1] This first usage is used more in terms of 'human resources development', and can go beyond just organizations to the level of nations. 

· The more traditional usage within corporations and businesses refers to the individuals within a firm or agency, and to the portion of the organization that deals with hiring, firing, training, and other personnel issues, typically referred to as 'human resources management'. 

· This article addresses both definitions.Human resource management is the process of acquiring, training, appraising and compensating employees and attending to their labour relations, health and safety and fairness concerns.

The main purpose of the Human Resources Department is to support the accomplishment of the Bank's objectives through creating and managing a work environment that attracts talented employees and developing their careers in the various Bank's fields.
In order to be able to run the work efficiently, the Human Resources Department has been divided into the following units:
Manpower Planning and Recruitment
The responsibility of this unit is to draw plans, for the different departments of the Bank, which indicate the needs of the manpower qualitatively and quantitatively. Moreover, it works on arranging all the recruitment activities based on an internal recruitment program that gives the Bank's employees a chance to progress and improve their working skills; in addition to the external recruitment program at the local, regional and international levels.
Policies and Procedures
This division develops and updates the policies and procedures of the Human Resources Department to meet the Bank's objectives and the Qatari labor law requirements. It also supervises the Performance Management System, its update and implementation.
Personnel Administration
This unit is entrusted with implementing all the procedures related to employees' relationship with the Bank, including salaries and related government transactions.
Training and Development
This unit is responsible for staff members' training needs identification based on various work fields requirements, results of individual performance evaluation as well as the Bank's strategic plans and objectives. The training unit organizes in house courses as well as utilizes local, regional and international training opportunities.
The individual Development Program is the main instrument in managing the training function as it determines the corporate training needs which addresses the basic skills required by the work environment (e.g. English Language, Computer skills, Communication and Teamwork etc.). The IDP also determines the specialized skills required by the staff member based on his/ her specific work.
Goals and rewards to improve performance:

· Managers such as first line managers who are in direct contact with employees may be the most important influences on the motivation levels of employees.

· Good managers don’t just make employees feel comfortable. They help them be productive.

· Two proven ways to help employees be productive are to be sure that they have clear and challenging goals to strive and be sure that employees feel good about achieving those goals.

Herzberg’s two factor theory:

1. Motivator factors -

· Aspects of the job content and organizational context that create positive feelings among employees.

· Challenge of work itself, responsibility, recognition, achievement, advancement and growth. These factors determine whether a job is exciting and rewarding.

· Motivators lead to superior performance only if no dissatisfiers are present.

2. Hygiene factors – 

· The non task characteristics of the work environment, the organizational context that create dissatisfaction. They include coworkers, salary, formal status and job security.

· Hygiene factors need to be present, at least to some extent, to avoid dissatisfaction.

Perceptions of equity:

· Equity theory states that motivation levels can be enhanced or diminished by employee’s judgments about whether the organization is treating them fairly. Employees determine whether they’ve been treated fairly by comparing the ratio of their inputs and outcomes to the ratios of others doing similar work.

· Inputs are what an employee gives to the job such as time, effort, education and commitment to the organization.

· Outcomes are what people get out of doing the job such as feelings of meaningfulness and responsibility associated with jobs, promotions and increased pay.

· Six alternatives are available to employee who want to reduce their feelings of inequity:

1. Increase their inputs such as time and effort to justify higher rewards when they feel that they are over rewarded compared to others.

2. Decrease their inputs to compensate for lower rewards when they feel under rewarded.

3. Change the compensation they receive through legal or other actions such as forming a union, filing a grievance or leaving work early.

4. Modify their comparisons by choosing another person to compare themselves against.

5. Distort reality by rationalizing that the inequities are justified, or

6. Leave the situation; quit the job if the inequities can’t be resolved.

· Perceived inequities often occur with respect to promotions, pay rises and perquisites (perks).

· Pay inequities can be especially troublesome for organizations that compete in the international labour market.

Managers have documented a wide range of effective practices for motivating employees, most of which can be grouped into several key objectives including:

1. Understanding employees need:

· Devise employee management programs and practices that aim to satisfy emerging or unmet needs such as offering flexible work schedules or benefit plans to employees.

· Actively seek employee input regarding issues that are important to them.

2.     Offer fair compensation:

· Establish hiring and promotion decisions that are based on merit and job related information.

· Find out employee perceptions of salary, working conditions, supervisor relationships, company policies and other dissatisfying extrinsic factors through informal conversations, interviews or attitude surveys.

· Respond quickly and accordingly to correct potential problems.

1. Build an effective employee rewards program:

· Consider using a combination of rewards in your company’s reward system.

· Start by examining and addressing sources of dissatisfaction, such as salary, workplace relationships and job security.

· Next, improve innovating factors such as employee recognition, career growth and increased responsibility levels.

2. Set challenging goals:

· Set difficult goals that are quantifiable and measurable.

· Make sure employees understand and support the goals.

3. Link employee results and rewards:

· Develop and communicate performance standards and reward systems to all employees.

· Give employees regular feedback on their progress towards their goals.

· Quickly reward goal and performance achievement. 

· Great results should equal great rewards.

Step 3: The alternative course of action / predicting the outcomes

1. Make a new human resource department with new employees and a new manager, these people must have lots of experience and be professional.

2. Make a new human resource department and bring a new manager for each department.

3. Make changes in order to improve the facilities, services and quality. 

Step 4: The decision and reasoning / choosing course of action

We choose, make a new human resource department and bring a new manager for each department.

The human resource department is important for a company without it the company will be lost because this department leads, plans, control, and organizes and much more!

Also by having a new managers for each department the managers can create many changes and improve there department more effectively with the help of the human resources. 

 Human Resource Management (HRM) is the function within an organization that focuses on recruitment of, management of, and providing direction for the people who work in the organization. Human Resource Management can also be performed by line managers

Human Resource Management is the organizational function that deals with issues related to people such as compensation, hiring, performance management, organization development, safety, wellness, benefits, employee motivation, communication, administration, and training.

Step 5: Implementation of the decision / preconditions for communication

Human resource is an integral part of any organization. Great stress is laid on implementing an effective human resource system in an organization. There are lots of department in an organization that makes use of human resource to setup strategic planning and means to process officials assignments. The companies that do not have a proper human resource department suffer from official disorders and lack of management in office activities.

There are many advantages of human resource in an organization some of them include:

Human resource helps in employee management:

There are many advantages that human resource provides in an organization but the foremost advantage of human resource in an organization is the assistance it provides in Recruiting staff and in training employee. The human resource department is mostly responsible to develop the systematic plan according to which they hire the staff and help to build a professional work team.
There are series of strategies that the human resource system implements in employment appointing which includes:

· Allocated training sessions for employees

· Develop test plans for employee

· To manage and analyze employee interviews

· To create internship opportunities

Human resource provides consultancy:

There are many issues that the employee or work-team of an organization faces. The advantage of human resource is that it's a medium which provide all the consulting that a employee needs and also answer general queries. Human resource is very effective in an organization to settle down any managerial dispute or employee problem in a professional and proficient manner.


Building business plan:

On more advantage of human resource is that these departments actively participate in business and marketing decision. The human resource system comprises of highly dedicated professionals who have the ability to devise new plan and implement marketing strategies that would bring more business and capital to the organization.
Forethought of business:

Human resource also deals with the long-term management of the business. This department evaluates the future scope of the business and devises strategies which would be profitable to the organization in the longer run and bring in stability to the business and provide it an established medium to stand on in the future.
Building public relations:

Human resource also helps the business and commerce to make public relations and built a proper referral system. It is very necessary that the business develops an association with other businesses in the market so it could propel its earning through collaboration with other business sectors. The human resource department arranges seminars, business meetings and official gathering for the company so that it gets acquainted with the market and other businesses.

These advantages therefore clearly illustrate how important the human resource is for an organization. Whether the business is small or it's a big budget industry, building and maintaining a high profile human resource system is very necessary if the business wants to avoid disputes and problems in the longer run. The human resource can be deployed in a small organization at a low scale by hiring minimal staff and growing it gradually as the business
Sorces:

Books
· Gary Dessler, Human Resource Management, Prentice Hall.
Internet

· http://www.scribd.com/doc/2466214/Objectives-of-Human-Resources-Management
· http://www.smallbusinessbible.org/advantages_humanresource.html 

· http://www.hradvantage.co.uk/
CBL 4 – Corporate Responsibility

The main problem:

What corporate responsibility programs does international hotel chain use and which of these programs can be incorporated and implemented within the green hotel company?
Questions:

1. What is benchmarking?

2. What does corporate social responsibility contain?

3. What corporate social programs does international hotel use?

Step 2: Gathering the facts / analysing the situation

1. What is benchmarking?

Benchmarking - A process for improving performance of any organization by continuously identifying, understanding and adopting outstanding practices and processes inside or outside the organization. Also measurement of the quality of a firm's policies, products, programs, strategies, etc., and their comparison with standard measurements, or similar measurements of the best-in-class firms. 

2. What does corporate social responsibility contain?

Corporate social responsibility (CSR), also known as corporate responsibility, corporate citizenship, responsible business, sustainable responsible business (SRB), or corporate social performance,  is a form of corporate self-regulation integrated into a business model. Ideally, CSR policy would function as a built-in, self-regulating mechanism whereby business would monitor and ensure its adherence to law, ethical standards, and international norms. Business would embrace responsibility for the impact of their activities on the environment, consumers, employees, communities, stakeholders and all other members of the public sphere. Furthermore, business would proactively promote the public interest by encouraging community growth and development, and voluntarily eliminating practices that harm the public sphere, regardless of legality. Essentially, CSR is the deliberate inclusion of public interest into corporate decision-making, and the honoring of a triple bottom line: People, Planet, and Profit.

3. What corporate social programs does international hotel use?

Step 3: The alternative course of action / predicting the outcomes
1. Protecting the environment and taking part in the community activities.

2. Environment protection and reduce consumption of electricity and water.

Step 4: The decision and reasoning / choosing course of action

Environment protection and reduce consumption of electricity and water.

Environment protection:

Environmental protection is a practice of protecting the environment, on individual, organizational or governmental level, for the benefit of the natural environment and (or) humans.

Protection of the environment is needed from various human activities. Waste, pollution, loss of biodiversity, introduction of invasive species, release of genetically modified organisms and toxics are some of the issues relating to environmental protection. 

Reduce water and electricity consumption:
By doing this the hotel can save more money. 
All dirty water could be collected and it could be used to water the plants.
Solar electricity - Electricity produced directly by action of sunlight.

Step 5: Implementation of the decision / preconditions for communication

Products and Practices 
Water Conservation 
•    Guests can do their part by opting to have their linens changed on the second night of their stay, in order to reduce the amount of water used in the cleaning process 
•    Guests can participate in the terry re-use program, in which they can hang their towels back on the rack and reuse or simply place the towels on the floor or in the bathtub to be replaced by clean, fresh ones 
•    Hotel rooms have been equipped with showerheads, toilets and faucets that conserve water 

Electrical Energy Conservation 
•    New, low-energy lighting is being used within hotels 
•    All equipment being purchased is EnergyStar compliant 
•    New programmable thermostats in guestrooms eliminate unnecessary energy usage 

Recycling 
•    Introduced recycling programs for glass and bottles wherever possible 
•    Instituted a program to recycle paper at all corporate and hotel offices and reception desks 

Eco-Friendly Suppliers and Products 
•    Cleaning processes revamped to eliminate the use of aerosols and introduce eco-friendly cleaning chemicals 
•    Eliminated the use of non-biodegradable Styrofoam cups at all hotels 
•    All corporate and property-wide collateral to be printed on recycled plastics and paper 
•    Selected eco-friendly suppliers from the Avendra procurement program
Sources:

Books

· Johnson and Scholl, 6th edition exploring corporate strategy

Internet

· www.e-innovation.org/presentation/stutgast/kelessidis-folien 

· http://www.marriott.com/corporateinfo/default.mi  

· http://www.accor.com/en/group/accor-strategic-vision.html
· http://www.ihgplc.com/index.asp?pageid=615&slide=3
CBL 5 – Iceland To Crank Up Your Spirit
Step 1: Identify the main problem (s) or question (s) / orientation in the case
The main problem:

What is the role of M.I.C.E. for the hospitality industry in Iceland?

Questions:

1. What are the current trends in incentive travel?

2. What are some of the trendiest places for incentive travel?

3. What are the characteristics of Iceland that make it (a) suitable and (b) unsuitable for incentive travel?

4. Which region in Iceland can accommodate most visitors in terms of the amount of beds it has?

5. What is the monthly occupancy rate of hotels and guesthouses in Iceland?

6. What are the main organizers of incentive travel in Iceland?

7. What are the main venues for incentive travel in Iceland?

8. Which activities does Iceland offer for incentive trips?

9. Which considerations must be made regarding seasonality when visiting Iceland?

10. Now that you know something about Iceland as an incentive destination, make an A3 format, colored poster for the promotion of Iceland as an incentive travel destination.

Step 2: Gathering the facts / analyzing the situation
1. What are the current trends in incentive travel?

Vacation travel arranged by or through an employer and awarded as a motivational bonus to qualifying employees or salespeople. Companies are deploying a more sophisticated incentive Travel Programs. Many companies have budgets to spend and they want to spend and they want to reward their employees, but they don't want to waste money anymore. Many incentive tips now include a clear business goal and some type of meeting component.
2. What are some of the trendiest places for incentive travel?

· Las Vegas

· Alaska

· China

· Thailand

· Paris

· Italy

· Greece

· Hawaii 

· London

3. What are the characteristics of Iceland that make it (a) suitable and (b) unsuitable for incentive travel?

The Country
Iceland is an island of 103.000 km2 (39,756 sq.miles), about one-third larger than Scotland or Ireland. Its highest peak, Hvannadalshnjúkur, rises to 2.119 m and over 11 per cent of the country is covered by glaciers, including Vatnajökull, the largest in Europe.

Energy 
Situated on the Mid-Atlantic Ridge, Iceland is a hot spot of volcanic and geothermal activity: 30 post-glacial volcanoes have erupted in the past two centuries, and natural hot water supplies much of the population with cheap, pollution-free heating.  Rivers, too, are harnessed to provide inexpensive hydroelectric power.

People 
Out of a population numbering more than 300.000, half live in the capital Reykjavík and its neighbouring towns in the southwest.  Keflavík International Airport is located about 50 km from the capital.  The highland interior is uninhabited (and uninhabitable), and most centres of population are situated on the coast.

Language 
Iceland was settled by Nordic people in the 9th century - tradition says that the first permanent settler was Ingólfur Arnarson, a Norwegian Viking who made his home where Reykjavík now stands. 
Economy 
The economy is heavily dependent upon fishing.  Despite efforts to diversify, particularly into the travel industry, seafood exports continue to account for nearly three-quarters of merchandise exports and approximately half of all foreign exchange earnings.  Yet less than 10 per cent of the workforce is involved in fishing and fish processing. The travel industry makes up the second-largest export industry in Iceland.  The standard of living is excellent, with income per capita among the highest in the world.
Health

Life expectancy, at 81.3 years for women and 76.4 for men, is one of the highest in the world, and a comprehensive state health-care system aims to keep it that way.
4. Which region in Iceland can accommodate most visitors in terms of the amount of beds it has?

Iceland Hotels and Guesthouses

There are hotels and guesthouses to suit all tastes and budgets, from the most luxurious to the simple and sufficient.  Several travel agencies and airlines have special accommodation offers which can only be purchased outside Iceland.  Children´s discounts are also widely available.  Prices for a single room with shower/bath range from USD 50-170 (breakfast is usually included), and for a double room with showe/bath from USD 70-230 (brekfast is usually included).
Farmhouse Accommodation

Icelandic Farm Holidays is a chain of farms around Iceland offering travellers accommodation and a variety of services.  Some activities offered at farms are horseback riding, fishing, sailing, hunting, glacier tours, sheep round-up and swimming.  

The Icelandic Tourist Board acknowledges and aproves the classification system used by the Icelandic Farmholidays Association.  For further information see 

Hostels in Iceland

There are 35 Hostelling Inter-national Hostels around Iceland, open to people of all ages.They offer budget accom-modation in a clean and comfortable lodging with opportunity for self-service, so travellers can keep travelling cost at a minimum.All the hostels have a well-equipped guest kitch-en and family rooms. 
Camping in Iceland

There are around 68 registered campsites in Iceland. Camping grounds are normally open from the beginning of June until the end of August or middle of September depending on location. The price for camping in the National Parks, supervised by the Nature Conservation Agency is USD 8 for adults, half-price for pensioners and free of charge for children under 16. Other campsites range in price from USD 5-7 depending on facilities available. Please note that camping outside designated campsites is not allowed.
5. What is the monthly occupancy rate of hotels and guesthouses in Iceland?

The growing season is short in Iceland.  In the northern part, where we live, spring comes in the beginning of may, summer in june, and fall begins in september.  The weather here is under much influence from the fact that we live on an island.  We have a warm ocean-current, the gulf-stream, so the winters are not very cold, but they are a bit windy and in my part of the country (north) there is often lots of snow, but in the south there is often lots of rain.  The summers are instead not very hot.  So, we seldom have very bad weather, but also seldom very hot weather.  Summer temperatures on good days are often around 70°F (20°C) while winter temperatures on cold days are often around 0°F (-17°C).  Temperatures outside these extremes are rare.
6. What are the main organizers of incentive travel in Iceland?

Proven Iceland Destination Management Company: 

DMC and Planner for Specialist Incentive, Conference, Event and Convention Travel Organisers Worldwide.

A DMC (Destination Management Company) can provide local destination knowledge and ground services, as well as offering the following; Meet and Greet, Transfers / Transportation, Hotel Accommodation, Restaurants, Activities, Excursions, Conference Venues, Themed Events, Gala Dinners and Logistics. In addition DMCs are also able to assist with overcoming any language barriers.

A DMC must be someone that you can relate to and trust, and with whom you work closely as a team, whilst they assist you on both a creative and professional level. They are often able to provide preferential rates based on the buying power that they have with their referred suppliers.
Grandagardi 14
101 Reykjavík
Iceland Tel: +354 575 9900 Fax: +354 575 9915 Email: iceland@dudmc.com 

http://www.dudmc.com/index.aspx
7. What are the main venues for incentive travel in Iceland?

Geyser in Iceland 

Geyser area is a colorful geothermal field in a 3 km2 area where hot springs and geysers are abundant. 

Gullfoss Waterfall Iceland 

Gullfoss (Golden Waterfall), one of the most impressive waterfalls in Europe. 

Icelandic Trolls 

Trolls are a part of the ancient heritage of the Scandinavian mythology. All around the country, strange lava formations were once explained in folktales as trolls who were turned to stone when caught outdoors in daylight.

Northern Lights in Iceland 

Iceland is compensated with the natural phenomenon of the Northern Lights, which can often be seen dancing in the Icelandic sky.

Reykjavik Capital 

Reykjavik is the country's capital and the heart of the modern Icelandic society. 

The Blue Lagoon 

Blue Lagoon, a unique natural pool of geothermal seawater (37-39°C) in the middle of a moss-covered lava field, is one of the most interesting places to visit in Iceland. 

Thingvellir (Þingvellir) National Park 

Thingvellir National Park is of great ecological, geological and historical interest. 

Vatnajokull Glacier 

Vatnajökull glacier is located in South East Iceland and is Europe's largest glacier.

Volcano Hekla 

MT. Hekla is one of the most famous volcanoe in the world.
Volcanoes in Iceland 

There are over a hundred volcanos on the central plateau which have not erupted in the past thousand years and between 30 and 40 that are active.

8. Which activities does Iceland offer for incentive trips?

RiverFun is our most popular trip. It is a rafting trip that everyone can participate in, great for groups and incentive trips with diverse people in one group. Its location, close to Geysir/Gullfoss, has great advantages for the independent traveller. 

RiverAdventure is a rafting expedition deep into the highlands, surrounded by magnificent glaciers and mountains. Choose this trip if you are looking for unbelievable views and a taste of Icelands wilderness. 

RiverAction is the ultimate rush, adrenaline all the way. Choose this trip if you have rafted considerably before and want to experience the tremendous power of the white water.
Glacial hiking & Ice Climbing at Solheimajokull in Iceland. Trip difficulty ranges from 2 - 3 out of 5 possible

Sea and Lake Kayaking day trips & expeditions in Iceland
We are proud to offer a great selection of paddling adventures not only on the amazing fjords and bays around the island but also on the secluded highland lake of Langisjór on Fjallabak and on the Breiðafjörður Bay in West Iceland.

From Reykjavík City: 

The Fjord Serenity is our most popular sea kayaking day trip, it is the entry level day tour from Reykjavik. This is a great way to get a taste of the Icelandic fjords and the North Atlantic. 

The Langisjór expedition is a great combination of hiking, hot springs, glaciers and awesome kayaking on the Langisjór Lake in the Fjallabak area. This is a sheltered and secluded lake so you only need basic kayaking skills. The rest our guides will teach you. 

Island Hopping in Iceland is a new addition to our expanding sea kayaking operation. This is our intermediate to advanced kayaker trip on the Breiðafjörður bay in Vest Iceland. It includes four days of paddling and a sightseeing trip along the beautiful Snæfellsnes Peninsula.

From Ísafjörður in the Westfjords:

Calm Waters is our entry level sea kayaking day trip from Ísafjörður, here you can take your first paddle strokes and experience North Atlantic in all its grandeur.

Kayaking Paradise is our one day sea kayaking course, here we start in the local geothermal pool and learn the basics (eskimo roll and more) before going paddling on the Ísajarðardjúp fjord.

Two Fjords is our most challenging sea kayaking day trip from Ísafjörður. This is a great adventure but you should have some sea kayaking experience or do our kayaking course the day before.
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Lots more activities avaliable such as: (http://www.adventures.is/) 
9. Which considerations must be made regarding seasonality when visiting Iceland?

Tourists should be aware, however, that downtown Reykjavik can become disorderly on weekend evenings. The loss or theft abroad of a U.S. passport should be reported immediately to the local police and the nearest U.S. Embassy or Consulate. U.S. citizens may refer to the Department of State's pamphlet A Safe Trip Abroad for ways to promote a more trouble-free journey.

Excellent medical facilities are available. Serious medical problems requiring hospitalization and/or medical evacuation to the United States can cost thousands of dollars or more. Doctors and hospitals often expect immediate cash payment for health services.

Many roads outside the capital are unpaved and caution should be exercised, particularly during the winter months when weather and road conditions can change very quickly. The winter day lasts only a few hours. Rural roads are more dangerous, especially those on the west and east coasts since they are very narrow and slippery. When traveling in the Icelandic mid-highland, caution should be exercised since weather conditions can change in minutes.

Driving under the influence of alcohol in Iceland is considered a serious matter. Blood alcohol levels are measured by a stricter standard than in the U.S., and penalties for driving under the influence are relatively severe. Hikers/backpackers are well advised to stay on marked trails, travel with someone or at least let someone else know your travel plans, and check weather reports.
10. Now that you know something about Iceland as an incentive destination, make an A3 format, colored poster for the promotion of Iceland as an incentive travel destination.
Step 3: The alternative course of action / predicting the outcomes
1. Advertising in America, Europe and Middle East on buses, taxis and billboards.

2. Advertising in airports, travel agencies in America, Europe and Middle East.

3. Advertising in places like stadiums, malls, exhibitions and places where there are events going on in America, Europe and Middle East.
Step 4: The decision and reasoning / choosing course of action
Advertising in places like stadiums, malls, exhibitions and places where there are events going on in America, Europe and Middle East.

Advertising is a form of communication intended to persuade its viewers, readers or listeners to take some action. It usually includes the name of a product or service and how that product or service could benefit the consumer, to persuade potential customers to purchase or to consume that particular brand.
Commercial advertisers often seek to generate increased consumption of their products or services through branding, which involves the repetition of an image or product name in an effort to associate related qualities with the brand in the minds of consumers. Different types of media can be used to deliver these messages, including traditional media such as newspapers, magazines, television, radio, billboards or direct mail. Advertising may be placed by an advertising agency on behalf of a company or other organization.

Organizations that spend money on advertising promoting items other than a consumer product or service include political parties, interest groups, religious organizations and governmental agencies. Non-profit organizations may rely on free modes of persuasion, such as a public service announcement.

Step 5: Implementation of the decision / preconditions for communication
Advertising in stadiums:

Sports venues offer TV-relevant surfaces
Marketing in sports venues and stadiums covers a wide range of advertising possibilities in and around sporting events, at the heart of the action. However, there are relatively few TV-relevant advertising forms in stadiums themselves. Perimeter board advertising and cam carpets divide up the space on the pitch between them. Sponsor walls and stands accompany interviews during half-time and after the match.
Advertising in malls:

Mallscapes are the primary format for advertising in malls. These freestanding, illuminated advertising panels are strategically located near entrances, anchor stores, escalators, food courts and other high-traffic areas in shopping malls. They are primarily used for name recognition and to drive consumers into the local store. Mallscapes provide an excellent opportunity to target consumers near the point-of-sale and who already have shopping on their minds. Also other formats including Plasma Displays & Banners.
Sources:

Books

· Johnson and Scholl, 6th edition exploring corporate strategy

· Davidson and Cope, Business Travel, Conferences, Incentive Travel, Exhibitions, Corporate Hospitality and Corporate Travel.

Internet

· http://www.visiticeland.com/displayer.asp?cat_id=200
· http://www.icelandtravel.is/incentives-meetings/incentive-activities/
· http://www.transportmedia.co.uk/ 
· http://en.wikipedia.org/wiki/Iceland
· http://www.icetourist.is/
· http://www.iceland.org/
· https://www.cia.gov/library/publications/the-world-factbook/geos/ic.html
· http://www.iceland.com/
CBL 6 – International Intercontinental Hotels Corporation A Pioneer Of Glowbal Growth

Step 1: Identify the main problem (s) or question (s) / orientation in the case
Questions:

1. Which macro economic factors influence a decision for international expansion for a hotel chain?

2. Which of the three countries (Australia, Mexico and Jamaica) would be suitable for expansion?

Step 2: Gathering the facts / analysing the situation

1. Which macro economic factors influence a decision for international expansion for a hotel chain?

A) The emergence of new business centres throughout the world, and the competition between the newly industrialised countries to become the leading commercial and financial centres resulted in a hotel construction boom and large development opportunity for international hotel companies.

B) Government incentives which encouraged many hotel corporations to expand their activities in selected countries. For instance the Spanish government’s encouragement and support of tourism helped turn the country into one of the world’s major mass-tourism destinations. Conversely, governments also play a significant role in restricting the growth of international tourism. A wide variety of barriers to travel may be found around the world: restraining the flow of persons: administrative delays the hinder licensing, for example to start the construction or operation of the hotel.

C) The emerging multinational infrastructure. Most expansion of international trade and manufacturing around the world implies an increase in corporate travel, which in turn requires a growing market for hotel accommodation to facilitate business travel. For example, service networks comprised of hotel corporations, transportation and credit card companies made possible rapid increases in traffic.  Since international trade and tourism are intertwined and the growth of international tourism depends primarily on the free movement of people, there is a need to reduce barriers to international travel, including restrictions on passports, visas, currency controls and travel allowance restrictions. For example: The swift rise of Japan to second place in terms of gross national product among industrial powers, the advent of the unified European market and ‘free-trade’ between the USA and Canada (and potentially Mexico), has resulted in the ‘Triad’ comprised of three main trading blocks: Europe, Japan and North America. The emergence of the ‘Triad’ has led to increasing tensions and may result in serious obstacles in particular protectionism trade barriers

Screening criteria

Because of a number of variables involved, a macro-economic and environmental analysis can be facilitated by the use of the screening methods in search for the appropriate place. Important screening criteria are listed below. Close relationship between the screening criteria, the objectives of the search, the cost effectiveness of the screening process and thoroughness is prerequisite for the success of the screen-based search. After the best candidate sites have been selected according to the screening criteria, specific sites in the candidate countries can be researched in more detail.

Screening criteria:

· Political stability

· Government attitude

· Repatriation of capital

· Repatriation of earnings

· Investment incentives

· Ownership restrictions

· Controls of foreign managers

· Taxation provision

· Exchange rate

· Per capita income

· GNP

· Prospect of economic growth

· Rate of inflation

· Size of market

· Tourist number growth

· Hotel occupancy rate

· Hotel industry legislation

· Hotel concentration

· Tour operator activities

· Attractions 

· Availability of necessary supplies

· Cost of supplies

· Labour costs

2. Which of the 3countries: Australia, Mexico, Jamaica would be suitable for expansion?

Step 3: The alternative course of action / predicting the outcomes

The location Jamaica we chose because,

· There are many attractions such as beach and resorts.

· Tour operators organize many activities, trip for tourists.

· Cost of labour is cheap.

Reasons why we didn’t chose the other countries,

Australia:

· Australia is far from the other major countries of the western world. which affects both imports and exports. 
· Its geographical size, layout and position also creates some climate disadvantages. 
· Australia is subject to significant natural disasters each year, ranging from drought, dust storms and bushfires to cyclones and floods.
· All Intercontinental Hotel Group has a large number of hotels in Australia with about more than 30.

Mexico:

· Firms faced financing restrictions because of high inflation and high interest rates.

· Tourism in Mexico was practically stopped in its tracks because of swine flu (H1N1) and the fact that it was believed to have started in Mexico.

· The concern for many tourists is the drug related violence that has been plaguing the country and effects the tourists.

Step 4: The decision and reasoning / choosing course of action
Jamaica

Jamaica is a melting pot of African, Asian, European and Middle Eastern cultures. You'll experience this diversity in its strong crafts tradition, performing arts and distinctive dining options, like ackee and saltfish with roast breadfruit. Take your vacation to new heights at famed cliff jumping spot, Negril Cliffs. Jamaica offers long beaches, protected coves, rugged mountains, waterfalls, caves and sunshine and chances to play in the surf, ride horses and swim with dolphins. 
The reasons to go to Jamaica,

· The all-inclusive resort was invented here, and the sprawling beachfront properties are among the best in the Caribbean.

· Golfers will be delighted by the many wonderful courses in the Montego Bay area.

· Families will find every conceivable activity, great beaches, and many child-friendly resorts.

· Jamaica has rich cultural traditions in local music, art, and cuisine.

 Jamaica Features

1. Top Reasons to Go
The all-inclusive resort was invented here, and the sprawling beachfront properties are among the best... 

2. Getting Oriented
The third-largest island in the Caribbean (after Cuba and Hispaniola), Jamaica is 146 mi (242 km) long... 

3. History and Culture
Some of the island's earliest residents were the Arawak Indians, who arrived from South America around... 

4. Island Activities
Negril has the island's best beaches, but there are also good beaches in the southwest and in Montego... 

5. Logistics
Getting to Jamaica: Donald Sangster International Airport (MBJ), in Montego Bay, is the most efficient... 

6. On the Ground
If transfers are not included for your trip, you can get shared-van service from the airport in Montego... 

7. When to Go
High season in Jamaica runs roughly from mid-December through April. From May through mid-December, you... 

8. Barbecue, Jamaica-Style
Jamaica is well known for its contributions to the world of music, but the island is also the birthplace... 

Step 5: Implementation of the decision / preconditions for communication
Intercontinental Hotel and Resorts have a plan for a large new resort. 

The five-star hotel will offer many activities like,

· Bird watching

· Diving

· Fishing

· Golf

· Horse riding

· River rafting

The resort will have a farm where there is vegetable and fruit growing. There will also be horses for riding and cows for fresh milk. What is produced in the farm will be used in the hotel restaurants.

The resort will have a large hall, all major conferences, exhibitions and entertainment will be in this hall.

The tourist board of Jamaica 

· Will be advertising this resort be offering special packages to this resort which will be in a major travel agencies in Europe, America, Middle East and Asia.

· The office will be located in this resort.

· There are many activities not only offered by the resort but also by the tourist board.

Sources:
· CBL Case 6 handout.
Internet

· http://www.britvic.com/PDF/BritvicInBrief.pdf
· http://www.ihgplc.com/index.asp 

· http://www.tripadvisor.com/AllReviews-g147309-Jamaica.html 

· http://www.fodors.com/world/caribbean/jamaica/
· http://www.visitjamaica.com/ 
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