



Executive Summary

This research report examines the impact of current external challenges on the Hilton brand's human resource department, with a specific focus on recruitment and retention strategies within the hotel industry. The report provides valuable insights into the challenges posed by external factors, including Automatic Intelligence (AI), the global retirement tide, Brexit, COVID-19, inflation, and the economic situation. It also presents potential solutions and recommendations to address these challenges effectively.
In the PESTLE analysis, its evaluated that the political, economic, sociocultural, technological, legal, and environmental factors influencing recruitment and retention. The findings highlight the importance of adapting to political changes, addressing economic fluctuations, fostering a diverse and inclusive work culture, embracing technological advancements, complying with legal regulations, and considering environmental sustainability.
The SWOT analysis unveiled Hilton's internal strengths and weaknesses, as well as external opportunities and threats. Hilton's strong brand reputation, training and development programs, and diverse portfolio serve as strengths. However, challenges include AI integration concerns, the impending retirement wave, and limitations on workforce mobility due to Brexit. Opportunities lie in flexible work arrangements, diversity, and inclusion initiatives, while threats include economic instability and fierce industry competition.
The report concludes by emphasizing the significance of adopting employee-centric strategies in the face of external challenges. Hilton can enhance recruitment and retention by investing in training and development programs, establishing knowledge transfer initiatives for retiring employees, embracing flexible work arrangements, and promoting diversity and inclusion. It is crucial to monitor economic conditions and remain competitive in the industry.
Overall, this research equips Hilton with the knowledge and recommendations necessary to navigate the evolving landscape of the hotel industry while ensuring that employees remain at the core of the business. By implementing these strategies, Hilton can continue to provide exceptional guest experiences and maintain its position as a leader in the hospitality sector.
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The Hilton brand, a globally renowned hotel chain, with a legacy dating back to 1919, has consistently delivered exceptional services and accommodations to travelers worldwide (Hilton Hotels & Resorts, n.d.). This research proposal focuses on examining the impact of external challenges on employee recruitment and retention within the Hilton brand, particularly in the context of current challenges facing the hotel industry. The key external challenges to be explored include:

1. Automatic Intelligence (AI): The integration of AI and automation technologies in the hotel industry has significantly transformed various aspects of the guest experience, including check-in processes and customer service (Smith, 2021). AI's impact on staffing requirements and the role of human resources in the hotel industry will be a central point of investigation. (Wales, J., 2022).

2. Retirement Tide: The industry faces a forthcoming wave of retirements as a significant portion of its workforce approaches retirement age (Jackson & Miller, 2019). This demographic shift will necessitate adjustments in recruitment strategies and the retention of experienced talent (Ma, R., 2021).

3. Brexit and COVID-19: Although not the central focus of this proposal, it is essential to acknowledge the impact of Brexit and the COVID-19 pandemic on the hotel industry (Johnson, 2020). These factors have further complicated recruitment and retention challenges, influencing issues like workforce mobility and staff wellbeing.

The Hilton brand, like many others in the hospitality sector, is not immune to these challenges. In response to these external factors, Hilton has implemented various strategies and approaches to address recruitment and retention concerns (Hilton Worldwide Holdings Inc., 2023). To gain a comprehensive understanding of Hilton's situation, a PESTLE analysis will be conducted to identify which factors are most relevant to the discussion. This analysis will consider the political, economic, sociocultural, technological, legal, and environmental factors that might hinder the hotel's recruitment and retention efforts (Wales, J., 2022).

In addition, this proposal will delve into industry-wide retention rates and statistics, offering a benchmark for evaluating Hilton's performance in employee retention. By conducting a SWOT analysis, key areas for further examination will be pinpointed, and the Resource-Based View (RBV) framework will be applied to assess Hilton's internal resources and capabilities (Barney, 1991).

Subsequent phases of the research will involve reviewing scholarly resources such as journal articles, textbooks, and industry statistics to support the findings. This includes an examination of employee retention rates in the hotel industry and identifying experts or studies that either support or challenge Hilton's strategies in addressing the challenges.

The objective of this research project is to provide the General Manager of Hilton with an in-depth analysis of the current challenges facing the hotel's human resource department in the context of recruitment and retention. This analysis will be grounded in factual evidence and expert opinions rather than personal experiences or opinions. Ultimately, the research will offer valuable insights and recommendations to help Hilton navigate these challenges effectively and ensure its continued success in the competitive hospitality industry.
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In this section, existing research, and findings on the impact of current external challenges on the human resource department's recruitment and retention strategies within the hotel industry will be reviewed.  It will also discuss how contemporary global events, such as Brexit, COVID-19, inflation, the economic situation, and the global retirement tide, have affected employee retention. Furthermore, potential solutions and industry examples will be explored to offer insights into addressing these challenges effectively.

Impact of AI on Recruitment and Retention:
Researchers have extensively explored the integration of Artificial Intelligence (AI) in the hotel industry. While AI has streamlined various operational aspects and enhanced guest experiences, it has also had a noticeable impact on employee recruitment and retention (Wales, J., 2022). AI-driven chatbots, for example, have reduced the need for front-desk personnel, which can lead to concerns about job security among employees (Smith, 2021). This challenge is further exacerbated by the fact that AI-driven solutions can work around the clock without requiring rest or benefits (Thibodeau, P., 2019).

Global Retirement Tide:
The impending wave of retirements in the industry has raised concerns about losing experienced staff and the challenges of replacing them (Jackson & Miller, 2019). The aging workforce poses a unique challenge, especially in the context of service-oriented roles where experience and customer relationships are crucial. As experienced employees retire, they take with them a wealth of knowledge and skills. The loss of this institutional knowledge can affect a hotel's ability to provide consistent and high-quality service. Hotel chains, including Accor and InterContinental, are adopting mentorship programs and knowledge transfer initiatives to ensure the smooth transition of knowledge from retiring employees to new hires (Hoon, Y.S., 2023).

Brexit and COVID-19:
Brexit and the COVID-19 pandemic have had significant implications for the hotel industry. Brexit has impacted labor mobility as it has introduced new immigration regulations and restrictions, potentially limiting the pool of available talent (Johnson, 2020). The pandemic, on the other hand, led to massive layoffs and uncertainty in the industry. Hotels had to adapt to changing health and safety regulations, impacting workforce management. Some, like Hilton, have leveraged digital onboarding and remote work solutions to maintain operations during lockdowns. (Hoon, Y.S., 2023).

Inflation and Economic Situation:
Inflation and economic conditions are factors that directly influence the hospitality industry's ability to offer competitive salaries and benefits. As inflation rises, the purchasing power of employees may decrease, affecting their job satisfaction and retention (Simmons, 2022). To counter this, hotels like Hyatt and Marriott have adjusted compensation packages and introduced performance-based incentives to retain talent.

Potential Solutions:
1. Employee Development Programs: Developing talent internally through training and upskilling programs can mitigate the impact of AI and the retirement tide (Perez, 2020). Hilton, for instance, has implemented Hilton University, an internal education platform offering a wide range of courses for employees (Thibodeau, P., 2019).

2. Flexible Work Arrangements: Offering flexible work options can attract and retain employees, especially in the post-COVID era (Kaplan & Thompson, 2020). Marriott's "My Marriott My Career" program allows employees to experience different roles within the organization, promoting retention and career development (Marriott International, 2021).

3. Diversity and Inclusion Initiatives: Fostering diversity and inclusion in the workplace can improve retention (Jones & Williams, 2021). Accor's "RiiSE" program focuses on gender diversity and inclusivity, creating an environment where all employees feel valued and included (Shumway, E., 2022).

4. Enhanced Compensation and Benefits: Maintaining competitive compensation packages and benefits is essential, even in challenging economic conditions (Roberts, 2020). InterContinental Hotels Group's Total Rewards program offers comprehensive benefits, helping retain top talent (InterContinental Hotels Group, 2021).

5. Technology Integration with Human Touch: While AI is important, emphasizing the value of human touch and interpersonal relationships can enhance retention (Gonzalez, 2022). Marriott, for instance, has introduced a program called "Meet & Eat," encouraging personalized interactions between guests and employees (Thibodeau, P., 2019).
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A PESTLE analysis examines the political, economic, sociocultural, technological, legal, and environmental factors that may affect the Hilton brand's recruitment and retention strategies.

Political:
Political factors, such as government regulations and policies, have a substantial impact on the hotel industry (Jones & Smith, 2018). Brexit, in particular, has introduced new immigration regulations that may limit access to international talent (Johnson, 2020).

Economic:
Economic conditions, including inflation and economic instability, can affect the hotel industry's ability to offer competitive compensation packages (Simmons, 2022). Economic fluctuations can influence job satisfaction and employee retention.

Sociocultural:
The sociocultural environment plays a significant role in shaping employee preferences and expectations. Factors such as a diverse and inclusive workplace, employee well-being, and flexible work arrangements are essential to retaining talent (Kaplan & Thompson, 2020).

Technological:
Technological advancements, particularly AI and automation, have revolutionized various aspects of the industry (Smith, 2021). The integration of AI in customer service and operational processes impacts staffing requirements and employee roles.

Legal:
Legal factors encompass employment laws and regulations that affect recruitment and retention. Hilton, like other hotels, must adhere to employment laws related to labor rights and working conditions (Gupta & Jain, 2017).

Environmental:
Environmental considerations in the hotel industry relate to sustainability and ecological responsibility (Sainaghi, 2020). Hilton's environmental practices, such as energy efficiency and waste reduction, can influence employee satisfaction and retention.

[bookmark: _Toc150430784]SWOT Analysis

A SWOT analysis assesses Hilton's internal strengths and weaknesses, as well as external opportunities and threats related to recruitment and retention.

Strengths:
1. Brand Reputation: Hilton is globally recognized for its high standards and quality service (Hilton Worldwide Holdings Inc., 2021).
2. Training and Development: The Hilton University provides a platform for continuous employee development (Hilton Worldwide Holdings Inc., 2021).
3. Diverse Portfolio: Hilton offers a wide range of hotel types, catering to different guest preferences (Hilton Worldwide Holdings Inc., 2021).

Weaknesses:
1. AI Integration: The rapid integration of AI may create concerns among employees about job security (Smith, 2021).
2. Global Retirement Wave: The imminent wave of retirements could lead to a loss of experienced employees and knowledge (Jackson & Miller, 2019).
3. Workforce Mobility: Brexit has introduced immigration regulations that may limit access to international talent (Johnson, 2020).

Opportunities:
1. Flexible Work Arrangements: Expanding flexible work options, such as remote work, can attract and retain employees in the post-COVID era (Kaplan & Thompson, 2020).
2. Diversity and Inclusion: Promoting diversity and inclusion can create a more inclusive work environment (Jones & Williams, 2021).

Threats:
1. Economic Instability: Economic conditions, including inflation, can affect Hilton's ability to offer competitive compensation packages (Simmons, 2022).
2. Competition: The hotel industry is highly competitive, making talent retention crucial for maintaining service quality (Hilton Worldwide Holdings Inc., 2021).
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This research has explored the challenges facing the Hilton brand in the context of employee recruitment and retention, focusing on the impact of external factors such as Automatic Intelligence (AI), the global retirement tide, Brexit, COVID-19, inflation, and the economic situation. By reviewing existing research and industry practices, insights into these challenges and their implications have gained.

The research findings suggest several critical takeaways for Hilton and other players in the hospitality industry:

1. AI and Automation: The integration of AI has undoubtedly improved operational efficiency, but it has also raised concerns among employees. Hilton, in response, should invest in continuous training programs that upskill its workforce and help employees adapt to new technologies (Smith, 2021).

2. Global Retirement Tide: As a large number of experienced employees approach retirement, it is essential for Hilton to establish knowledge transfer and mentorship programs. This will ensure the seamless transfer of expertise and maintain service quality (Shumway, E., 2022).

3. Brexit and COVID-19: While Hilton has navigated the challenges of Brexit and the COVID-19 pandemic with agility, it should continue to focus on employee well-being, flexible work arrangements, and remote work options, especially in uncertain times (Hilton Worldwide Holdings Inc., 2021).

4. Inflation and Economic Situation: As inflation and economic conditions fluctuate, Hilton should remain attentive to compensation packages and consider performance-based incentives to retain talent (Simmons, 2022).

5. Diversity and Inclusion: The promotion of diversity and inclusion is key to retaining a diverse workforce. Hilton can look to initiatives like Accor's "RiiSE" program as a model for creating an inclusive work environment (Hoon, Y.S., 2023).

In conclusion, Hilton can enhance its recruitment and retention strategies by integrating these findings and recommendations into its HR policies. By developing employee skills, fostering knowledge transfer, and embracing flexible work arrangements, Hilton can better adapt to the evolving landscape of the hotel industry (Ma, R., 2021).

This research underscores the importance of adapting to external challenges while ensuring that employees remain at the core of the hospitality business. By implementing these strategies, Hilton can continue to provide exceptional guest experiences and maintain its position as a leader in the hospitality industry.
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In conclusion, this research has provided a comprehensive understanding of the current challenges facing the Hilton brand's human resource department in the context of recruitment and retention. The report has delved into external challenges such as Automatic Intelligence (AI), the global retirement tide, Brexit, COVID-19, inflation, and economic fluctuations, assessing their impact on the hotel industry.

It was found that AI and automation technologies have streamlined operations but raised concerns about job security among employees. The impending retirement wave poses a risk of losing experienced staff and valuable knowledge. Brexit and COVID-19 have introduced labor mobility challenges, while economic conditions, including inflation, have influenced job satisfaction and employee retention. The report also highlighted the importance of creating a diverse and inclusive workplace culture.
To address these challenges, the proposed range of potential solutions based on industry examples. These solutions include employee development programs, flexible work arrangements, diversity and inclusion initiatives, enhanced compensation and benefits, and the integration of technology with a human touch. By adopting these strategies, Hilton can enhance its recruitment and retention efforts.

The SWOT analysis revealed Hilton's strengths, weaknesses, opportunities, and threats. Hilton's strong brand reputation, training programs, and diverse portfolio are assets. However, it faces challenges related to AI integration, the retirement wave, and workforce mobility limitations. Opportunities lie in flexible work arrangements and diversity and inclusion initiatives, while threats include economic instability and fierce competition in the industry (Ma, R., 2021).

In conclusion, this research underscores the importance of adapting to external challenges while keeping employees at the core of the business. Hilton has the opportunity to excel by implementing these recommendations and staying agile in the ever-evolving hospitality industry. By embracing training, knowledge transfer, diversity, and flexible work arrangements, Hilton can continue to provide exceptional guest experiences and maintain its position as a leader in the hospitality sector.
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