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[bookmark: _Toc128772347]1.0 Introduction and Background
[bookmark: _Toc128772348]1.1 Introduction
The luxury Claridge's hotel is situated in the centre of London's Mayfair. The hotel was built in 1852 and has long been popular among elite travellers, royalty, and influential personalities (Claridges, 2023). The hotel offers guests an outstanding experience due to its magnificent Art Deco design, elegant furnishings, and excellent service. The Claridge's hotel offers 203 luxurious rooms and suites, uniquely built and decorated to reflect the hotel's classic elegance. Also, the hotel offers first-rate dining experiences, such as the Michelin-starred Fera at Claridge's restaurant, the elegant afternoon tea in the Foyer & Reading Room, and the lavish Claridge's Bar. This report will analyse Claridge's hotel and the hotel industry to highlight the challenges hotel sectors face in employee management and retention.
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Figure 1: Claridge's Hotel
(Source: Claridge, 2023)
[bookmark: _Toc128772349]1.2 Problem Statement
The hospitality industry is a huge sector involving many enterprises, such as tourism, hotels, restaurants, and bars. The sector has faced many difficulties recently, which are having an impact on Claridge's hotel's personnel retention and recruiting. The hotel business has been experiencing challenges in recruiting and retaining employees due to the widespread belief that jobs in the industry are poorly paid and need low-specialised skills. The employee shortage has caused employment gaps at Claridge's hotel, increasing current employees' workload and raising the risk of burnout and decreased productivity.
The lack of training possibilities for employees at Claridge's hotel is another issue affecting the hiring and retention of employees. Many employees enter the hospitality sector with little to no prior experience, and without the right assistance and training, they may feel overworked and undervalued. As a result, employees may experience low job satisfaction and more employee turnover as they look for better opportunities. Lack of training can also result in lower service quality, impacting the hotel's reputation and financial position.
With Claridge's hotel, poor management is a key issue affecting employee recruitment and retention. Low employee morale, an unpleasant work atmosphere, and high employee turnover are all consequences of poor management practices. Employee resentment, for instance, might have an unfavourable effect on the overall guest experience if managers fail to communicate effectively with their employees or do not recognise and reward employee performance. Lack of career development can result from poor management, which can greatly impact retaining employees.
These problems make it significantly more difficult for Claridge hotel to hire and keep employees with the necessary experience and expertise.

[bookmark: _Toc128772350]1.3 Aims and Objectives
This study aims to identify the issues currently affecting the hospitality sector, which are impacting Claridge's hotel employee retention and recruiting, and to make recommendations for solutions.
Objectives:
· This literature study examines the issues of employee shortage, inadequate training, and ineffective management of Claridge's hotel and the overall hospitality sector.
· Examine how these difficulties have affected hotel operations, including productivity, visitor satisfaction, and bottom line.
· To enhance the hospitality industry's image, provide training opportunities, and institute productive management policies.

[bookmark: _Toc128772351]2.0 Discussion and Literature
[bookmark: _Toc128772352]2.1 Importance of employee management and retention
Employee management and retention are relevant and essential in all industries because they directly impact a business's performance, culture, and profitability. According to Girdwichai and Sriviboon (2020), Good employee management methods ensure that employees are properly trained, motivated, and engaged in carrying out their job obligations efficiently and effectively. In addition, it enables a healthy company culture that encourages collaboration, productivity, and creativity. According to a workplace survey report, 94% of the employees surveyed indicated that they would remain with the company for a longer duration if it supported their learning (Apolotechnical, 2023). Retaining outstanding people is essential since it minimises recruitment and training expenses and improves an organisation's knowledge, competence, and experience. As per Irabor and Okolie (2021), Employee turnover can result in the loss of institutional knowledge and disruption of business operations, negatively affecting the organisation's productivity and profitability. Employees are a vital asset to any firm, and investing in their growth, well-being, and job satisfaction may result in higher levels of productivity, engagement, and loyalty. 
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Figure 2: Total contribution of Travel and tourism to the UK's GDP
(Source: Statista, 2022)
[bookmark: _Toc128772353]2.2 PESTLE and SWOT analysis of the hospitality industry
PESTLE Analysis
	Factors
	Impact on Claridge’s hotel

	Political
	·  Government health & safety regulations
· Difficult to retain talent from other EU countries due to Brexit 
· Weak political index (0.54, global economy)


	Economical
	·  Tourism contributed 135 billion pounds to UK's GDP (Statista, 2022)
· UK's inflation rate is 14.8% which is considered high (Ons.gov.uk, 2023) 


	Social
	· UK employment rate is 75.4% (Clark, 2022)
· Work-life balance can impact Claridge's employee retention
· 3.7 unemployment rate in the UK signifies more employment opportunities for employees (Ons.gov.uk, 2023)

	Technological
	·  The UK ranks 4th in the global innovation index (World Intellectual Property Organisation, 2021). More job opportunities will impact employee retention.
· A technology score of 71.19 shows that many jobs get automated with AI and can impact employee retention.
· UK Ranked 16th in governance.


	Legal
	· Compliance with labour laws and regulations 
· UK's data protection law can impact employee retention
· Compliances with safety regulations


	Environmental
	· Non-adopting Sustainable practices can affect employee retention.
· Compliance with environmental laws in the UK
· Impact of climate change on travel and hospitality



Table 1: PESTLE analysis
(Source: Self-created)
Political
According to Usman et al. (2022), Potential instability in commerce, immigration, and regulations has been brought on by Brexit and the UK government's immigration policies. For instance, alterations to immigration regulations may make it more challenging for hotels to recruit and retain foreign expertise.
Economic
Since the tourism sector contributes significantly to the UK's economy, there may be more employment prospects in the hotel industry, making it more difficult for hotels to retain employees. Employee retention may affect the hotel industry, given that the UK's inflation rate was 14.8%.
Social
Many hospitality employees value work-life balance, and they could be more willing to stay with a hotel that provides flexible working conditions like shortened hours or staggered shifts.
Technological
Some hotel industry employment may become automated as technology develops, resulting in job losses and greater competition for those requiring human labour. According to Ghani et al. (2021), Employee turnover may increase at a hotel where employee members believe the future is uncertain, impacting employee retention.
Legal
The UK's labour regulations, which govern matters like working conditions, pay, and employee rights, may impact the hotel industry's ability to retain employees. UK's data privacy rules may influence employee retention in the hospitality industry.
Environmental
While hotels that do not implement sustainable practices risk criticism and reputational harm, the growing emphasis on sustainability in the hospitality industry may affect employee retention, as opinioned by Cop et al. (2020). Hotels that place a high priority on sustainability and environmental responsibility may attract employee members more readily.

SWOT Analysis
	Strengths

· A strong reputation as a luxury hotel so that it can provide various employee benefits.
· 203 Rooms, including 63 suit rooms (Claridges, 2023)
· Claridge's training and development program can help in retaining employees.

	Weaknesses

· Limited Growth opportunities
· Higher operating costs can impact employees' compensation budgets.
· Higher turnover rate
· Lack of recognition


	Opportunities

· More opportunities to retain employees.
· Expansion of business by opening a new location can impact hiring and retaining employees
· Increasing trend of short-term rentals

	Threats
· Increased competition has an adverse impact on retaining employees
· Changing workforce expectations
· Economic downtowns



Table 2: SWOT analysis
(Source: Self-created)
Strengths
The Claridge hotel may provide its employees with various benefits, including health insurance, retirement programs, and employee discounts. According to McCartney et al. (2022), These incentives can aid in attracting and retaining employees by demonstrating the hotel's commitment to their well-being.
Weaknesses
The Claridge hotel may provide lesser compensation than other luxury hotels, which could result in a greater employee turnover rate. There may be restricted prospects for career advancement at the Claridge Hotel, which could contribute to employee dissatisfaction and a higher turnover rate.
Opportunities
The Claridge hotel may boost employee engagement by incorporating them in decision-making and requesting input. The Claridge hotel may be able to create retention strategies such as career development plans, mentoring programmes, and employee appreciation programs.
Threats
The luxury hotel market is highly competitive; therefore, it may be difficult for the Claridge hotel to retain personnel who are given higher wages or better perks elsewhere. Economic downturns may impact the hotel business, resulting in layoffs or reduced employee perks. 

[bookmark: _Toc128772354]2.3 Retention Rate
The term "retention rate" describes the percentage of employees who remain with a company after a given time frame. High turnover rates are a major problem in the hospitality industry because of the adverse effects on productivity, morale, and client satisfaction. There is a wide range of retention rates among hotel brands in the United Kingdom's hospitality sector. Hilton Worldwide's retention rate remained steady at 73% in 2019, as reported by the company (Statista, 2022). Retaining top talent in the hotel industry may increase client happiness, boost service quality, and cut down on expenses associated with recruitment and training. Premier Inn noted its retention rate at 72% (Comparability, 2021). The COVID-19 pandemic substantially impacted the hotel business, leading to employee layoffs and reduced hours, which has harmed employee morale and made it harder to retain top employees. Due to the labour-intensive nature of customer service in the hospitality industry, retaining employees is essential to maintaining service quality and fostering brand loyalty.

[bookmark: _Toc128772355]2.4 Potential Solutions to the Issue 
The hotel sector faces major employee management and retention issues. The industry's intense competition and reliance on service quality make trained and motivated personnel crucial for success. 
Offer Competitive Compensation and Benefits
Competitive pay, incentives, and benefits packages are among the most successful ways to attract and retain top personnel. Marriott, for example, provides a comprehensive benefits package that includes health and wellness initiatives, retirement savings plans, and paid time off (Careermarriott, 2023). Hotels can offer competitive wage and benefits packages by analysing industry trends and comparing themselves to competitors. To increase employee engagement and retention, 
Provide Opportunities for Career Development
Employees highly value growth and development opportunities. Providing possibilities for professional growth and investing in employee training and development can increase work satisfaction and retention rates. IHG provides its employees with training and development opportunities to expand their skills and knowledge through a talent development program (Ihg, 2023). 
Create a Positive Work Environment
A positive work atmosphere encourages teamwork, open communication, and work-life balance. Hotels can undertake activities that foster a culture that is positive and inclusive. For instance, Radisson Blu has created a service concept called "Yes I Can!" that promotes positivism, empathy, and teamwork (todaytravellers, 2022). This idea is mirrored in their everyday operations, training, and development initiatives, which have led to a healthy work environment for employees.
Recognise and Reward Employee Performance
Acknowledging and rewarding employees for their efforts and accomplishments can boost workplace satisfaction and motivation, resulting in greater employee retention. Marriott celebrates employee achievement through the Spirit to Serve program, which acknowledges employees who deliver exemplary service (Marriott, 2023). 

[bookmark: _Toc128772356]3.0 Evaluation and Conclusion
[bookmark: _Toc128772357]3.1 Summary of key Findings
Claridge's, a UK-based luxury hotel, has faced issues with employee management and retention, a frequent problem in the hospitality industry. Offering competitive wage packages, giving training and development opportunities, fostering a happy work atmosphere, and rewarding employee success are a few measures the hotel's management employs to increase employee retention. The hotel sector continues to struggle with retaining employees, notably due to the impact of the COVID-19 pandemic. Consequently, the workforce's morale has suffered, making it far more difficult to keep key employees. Several hotel companies in the United Kingdom, such as Marriott, IHG, and Radisson, have also employed similar techniques to increase employee management and retention. Prioritising the satisfaction and well-being of employees can lead to increased employee engagement and higher retention rates. Effective employee management and retention are critical to the success of hotels.

[bookmark: _Toc128772358]3.2 Expected outcomes of the proposal
The expected Outcome of the Proposal for employee management and retention at Claridge's hotel and across the hotel sector will have several beneficial effects. Claridge's anticipates increasing employee morale and engagement through providing competitive remuneration packages, delivering training and development opportunities, fostering a healthy work environment, and recognising employee performance. This can result in improved employee retention rates and lower hiring and training expenses for new hires. As happy and engaged employees are more likely to deliver great service, hotels can anticipate enhanced organisational performance and increased visitor satisfaction by prioritising employee happiness and well-being. 

[bookmark: _Toc128772359]3.3 Recommendations to the Business
The Claridge Hotel can increase its retention rate by emphasising the importance of a positive work environment by providing opportunities for career growth and development; responding to employee concerns and grievances; encouraging work-life balance; and celebrating employee achievements.
Promote Work-Life Balance 
The Claridge Hotel can facilitate better work-life harmony by permitting telecommuting and shorter workweeks. When employees see that their employer values their well-being and work-life balance, it can boost their pleasure and commitment to staying with the company.
Recognise and Celebrate Employee Achievements 
It is essential to show employees that their efforts and contributions are appreciated, and one method to do this is through celebrating employee accomplishments. The Claridge Hotel can celebrate important dates in the lives of its employee, such as birthdays and anniversaries of service. 
Address Employee Concerns and Grievances 
Keeping top employees by listening to and resolving their complaints and issues is essential. For an employee to voice their opinions and complaints, the Claridge Hotel might install a hotline or a box where ideas can be sent. 
These recommendations can help the Claridge Hotel create a more productive and devoted team by raising employee satisfaction, engagement, and retention.
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