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1.0 Introduction/ Background 
[bookmark: _Hlk157593407]The hotel on which this proposal is based is the IHG Hotels & Resorts. This hotel is a well-known hotel chain that operates in over 100 countries and employs over 345,000 people. The company’s diverse range of brands has become well-known and beloved by millions of people worldwide (IHG, 2024). This proposal will focus on the current external difficulties that IHG Hotels & Resorts is facing. The impact of Artificial intelligence (AI's) rise on customer service is one of the most pressing problems affecting the hospitality sector right now. A growing number of automated tactics, like Artificial intelligence (AI) and chatbots, are making customised assistance more obsolete. 
This way, customers are increasingly turning to self-service options, which reduces the need for in-person interactions (Vaishya et al., 2020). Throughout the world, IHG Hotels & Resorts provides a variety of hospitality services. The company’s main goal is to satisfy hotel owners and passengers by making the most of its vast expertise and reach in the world's most important places (InterContinental Hotels Group PLC, 2024). 
[image: Advantages and Disadvantages of Artificial Intelligence - TechVidvan]
Figure 1 Two sides of Artificial intelligence
Source: (Vaishya et al., 2020)
There are several facets that might impact retention in IGH hotels. One of the most important factors in determining employee retention in the hospitality sector is worker shortage. Whilst during staffing shortages, employees can experience burnout and dissatisfaction due to constant overwork. In this essence, the workforce may try to escape at a higher rate in search of better chances elsewhere (IHG, 2024). In addition to this, lack of training may also have an effect on staff retention.  Motivated and empowered workers are the result of enough training and chances for professional growth. As a result, employees may decide to leave their jobs if they are undervalued as well as unhappy due to a lack of proper training (Armstrong and Taylor, 2020). Further, inadequate management may also have a negative impact on retention. This way, employees need to feel supported and encouraged at work. Thus, high employee turnover rates occurs only when managers lack the necessary skills and fail to serve the key support to their staff (Torrington et al., 2020).
[image: Hospitality: food service industry turnover 2021 | Statista]
Figure 2 Turnover of enterprises in the food and beverage industry in the United Kingdom (UK)
Source: (Statista, 2021)
1.1 [bookmark: _Toc157601102]Aim
This study aims to identify potential factors that are affecting employee retention at IHG Hotels and Resorts.

[bookmark: _Toc157601103]1.1.1 Objectives 
1. To discover the impact of staff shortages on employees’ retention at InterContinental Hotels Group.
2. To analyse the role of Artificial intelligence (AI's) rise and its impact on employees at IHG Hotels & Resorts.
3. To investigate external events affect internal operations and employee retention at IHG Hotels & Resorts.
4. To discover solutions to improve employee retention at InterContinental Hotels Group.
[bookmark: _Toc157601104]2.0 Discussion/Literature Review
This chapter aims to discuss the summarised work on current challenges in the hospitality sector that other researchers have conducted, including their findings. This discussion will provide background on the topic and include key topics like employee retention, staff shortages and employee retention, the impact of AI's rise on customer service, and the role of training and development and management practices in the hospitality sector. 

[bookmark: _Toc157601105]2.1 Background on the Topic
According to Gallagher (2016), staff retention is the current challenge in the UK hospitality sector. Employee retention refers to when workers choose to stay put with their current employer rather than aggressively seek out other job possibilities. However, employees leave a company for many different reasons, which is known as employee turnover. In this essence, Ghani et al. (2022) added that staff retention is now more important than ever for hotels and resorts like IHG. On the other hand, client satisfaction takes a hit when staff turnover is significant. In this essence, several hospitality sectors have embraced potential solutions; for instance, they have identified the key factors that impact these rates. For example, Marriott employs frameworks like PESTLE and Porter's five force analysis to identify the external environment. Moreover, the hotel has implemented an employee retention program, mentorship programs and training programs. This resulted in employee retention rates by 5% (Barreto and Mayya, 2022). 

[bookmark: _Toc157601106]2.2 Staff Shortages and Employee Retention
According to Kumar (2021), a major concern in the hospitality sector, which includes IHG Hotels & Resorts, is the lack of available workers/labour shortage. The personnel problem has several causes, including low pay, terrible working conditions, and limited opportunities for advancement. As per Statista (2023), about 335,000 people in the UK left their jobs in the second quarter of 2023 compared to the previous quarter during Covid 19. The second quarter of 2022 saw 442,000 resignations, more than any other quarter within the given time frame. Quarter four has the highest concentration of resignations, while quarter one sees the lowest. 
[image: ]
Figure 3 Employee Turnover During Covid 19
Source: (Statist, 2023)

[bookmark: _Toc157601107]2.3 Impact of AI's Rise on Employees
Vaishya et al. (2020) argued that Artificial intelligence (AI) is quickly becoming an invaluable system as it enhances employees’ skills and help employers to cut supplementary costs and aids focus on building connections with their clients. In this essence, Statista (2023) claims that the shift is expected to create around 69 million new jobs and eliminate more than 83 million jobs during the next five years.  Because of automation, a lot of sectors might see major changes. 
[image: ]
Figure 4 Lossing jobs due to AI
Source: (Statista, 2023)
Despite encouraging growth indicators, InterContinental Hotels (IHG) is set to cut jobs as it falls to a $153 million loss in 2020 due to the continuing coronavirus epidemic. Furthermore, due to the COVID-19 pandemic and the British government's decision to withdraw an employment support programme, Premier Inn owner Whitbread laid off up to 6,000 workers from its hotel and restaurant divisions (FinancialTimes, 2023).

[bookmark: _Toc157601108]2.4 Brexit, Covid, Inflation, Economic Situation, Global Retirement Tide Affecting Retention
As per Kumar (2021), current events such as Brexit, COVID-19, inflation, the economy and the global retirement wave have been identified as factors affecting employee retention. These factors lead to increased stress, poor performance and decreased job satisfaction. In this essence, it is important for IHG Hotels & Resorts to develop strategies to reduce the impact of the situation on the holding's employees. Armstrong and Taylor (2020) recommended a possible solution of providing financial support to employees that will ultimately lead to employee satisfaction. In this essence, InterContinental Hotels Group Hotels and Resorts may provide financial incentives to its employees, such as bonuses, loans or grants (IHG, 2024). For example, Marriott International, one of the competitors of IHG Hotels & Resorts, is using employee retention services. This results in making employees happy and retains them for the long run (Peoplemanagement.co.uk, 2024). Thus, Marriott International reported a 20% increase in employee satisfaction using incentives and training programs (Institute of Customer Service, 2024). 

[bookmark: _Toc157601109]2.6 External Events Affect Internal Operations
[bookmark: _Toc157601110]2.6.1 Political Events
Canhoto and Wei (2021) claim that the British government's decision to leave the European Union and the uncertainty created by the COVID-19 pandemic has caused unemployment in the hotel industry. This brought a negative impact on the hospitality industry as employees may seek employment elsewhere due to financial instability. In addition, the UK's decision to leave the European Union created uncertainty for the accommodation sector and caused a decrease in the number of tourists (Haldorai et al., 2019). 

[bookmark: _Toc157601111]2.6.2 Economic Factors
According to GOV.UK (2023), the COVID-19 pandemic has led to a decrease in the number of workers due to financial instability. However, as the economy improves, employee turnover increases as employees look for better jobs. This could have a negative impact on staff retention as IHG Hotels & Resorts faces increased competition for talent. However, IHG Hotels & Resorts can mitigate this threat by offering competitive rates and benefits to attract and retain employees.

[bookmark: _Toc157601112]2.6.3 Social Factors
As per Canhoto and Wei (2021), the COVID-19 virus has caused employees to experience more stress and mental health problems. This had a negative impact on employee retention because employees looked for other jobs because they were dissatisfied with the job. However, IHG Hotels & Resorts can reduce this threat by providing mental health services and support to its employees (Ashton, 2018). 

[bookmark: _Toc157601113]2.6.4 Technological Factors
The increase in technical advancement in the workplace has affected people's health, mental health and occupational safety. This had a negative impact on the hospitality sector as employees sought employment that would secure their future (IHG, 2024). However, IHG Hotels & Resorts can mitigate this threat by providing training and development to help employees adapt to the changing business environment (GOV.UK, 2023).

[bookmark: _Toc157601114]2.6.5 Legislations
The UK government's decision to withdraw employment support programs due to the COVID-19 pandemic has led to job losses in the hospitality sector. Contrarily, the COVID-19 virus has raised concerns about health and safety in the workplace. IHG Hotels faced this threat and lacked legal support and advice to its employees to assist them with a workplace change (IHG, 2024).

[bookmark: _Toc157601115]2.6.6 Environmental Factors
The uncertainty caused by Brexit and COVID-19 led to health and safety problems in the workplace. Additionally, the spread of COVID-19 caused environmental concerns due to increased remote working and decreased travel. However, IHG Hotels & Resorts can reduce this threat by keeping employees on the job by providing a safe and healthy workplace (GOV.UK, 2023).
[image: Internal and External risk sources. | Download Scientific Diagram]
Figure 5 2.6 Factors Affecting Internal Operations
Source: (Ntounis et al., 2022)

[bookmark: _Toc157601116]2.6.7 SWOT (Strengths, Weaknesses, Opportunities, Threats) Analysis
Strengths – The hospitality sector in the UK has a strong reputation and global strength that makes UK tourism more attractive. Several hospitality sectors in the UK, such as Marriott and Premier Inn, use employee retention programs, training programs and training programs to increase employee satisfaction and retention (Peoplemanagement.co.uk, 2024). At the same time, IHG Hotels & Resorts has a number of business activities that could reduce its reliance on the UK market and reduce the influence of politics and business (IHG, 2024). 
Weaknesses - HG Hotels & Resorts will face increasing competition for talent due to the rise of the UK. Artificial intelligence and the global retirement wave are the key reasons that have raised competence. The company will also face labour and financial instability due to the Covid-19 pandemic and Brexit (Ntounis et al., 2022).
Opportunities- IHG Hotels & Resorts may offer financial support to staff to decrease the impact of the COVID-19 pandemic. It can also provide professional development and succession planning opportunities to retain experienced employees.
Threats- IHG Hotels & Resorts will face increasing competition for talent in the international market (IHG, 2024).

[bookmark: _Toc157601117]Conclusion 
It can be concluded that IHG Hotels & Resorts is famous for its 345,000 employees and 100+ locations worldwide, making it a major player in the hospitality industry. However, a number of factors have influenced the rate of retention at the IGH hotel. In this essence, the shortage of available workers is a major element. The goal of this research is to determine what variables have the most impact on IHG Hotels and Resorts' ability to hold on to its current staff. However, the hospitality industry in the UK is now facing the difficulty of retaining personnel. Thus, when workers choose to remain with their present company instead of actively seeking out other employment opportunities, this is called employee retention. When it comes to the hospitality industry—which encompasses IHG Hotels & Resorts—the severe shortage of qualified labour is a great concern as a result of a $153 million loss in 2020 caused by the ongoing coronavirus outbreak. Moreover, Inflation and the worldwide retirement wave, as well as Brexit and COVID-19, have all contributed to employee turnover. Thus, there was a drop in tourism after the UK's vote to exit the EU. 
The study concluded that an increase in stress and mental health issues among workers has been linked to the COVID-19 virus. Meanwhile, mental health and workplace safety have all been impacted by the rapid evolution of technology in the workplace. As a result, the hospitality industry took a hit as workers looked for more stable jobs. On the other hand, COVID-19 has prompted discussions regarding worker safety and health. In this essence, IHG Hotels did not provide its workers with the legal support they needed to adapt to the new work environment. However, IHG can lessen the impact of this risk by maintaining a healthy and safe work environment for its workers. Because of its strong goodwill and worldwide dominance, the hospitality industry in the United Kingdom is a major sector. Simultaneously, IHG Hotels & Resorts is involved in a variety of commercial ventures that may lessen its exposure to political and economic pressures in the UK market. In addition to the COVID-19 epidemic and Brexit, the business might confront financial and labour chaos. Hence, when it comes to attracting top talent on a global scale, IHG might face tough competition. However, financial assistance may be made available to employees of IHG Hotels & Resorts in an effort to mitigate the effects of the COVID-19 outbreak. 
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