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The hospitality industry is expanding all over the world with millions of customers. With the expansion of the industry, the issues relating to various aspects are also getting expanded (Vigilia and Dolnicar, 2020). Employee retention, staff shortage, customer demand, technological development and many more are examples of some issues which the hospitality industry is facing. It also includes the rise of operational costs, sustainability and the preference for personalisation. Among all these challenges the most significant is employee retention which is due to poor management, lack of training, appraisal and communication (Hom et al.,2019). There are a lot of options available for the employees which may result in employee turnover if employee retention is not properly considered by the respective firm. The report is based on the challenges which the hospitality industry is facing (Park and Min, 2020). The report will revolve around Marriott and the aspects which affect employee retention.  
About Marriott 
Marriott is a hotel in the hospitality industry which was founded by Willard Marriott and Alice Marriott in the year 1926. The hotel serves its customers globally by providing the services of hotels and resorts. The key people of the hotel include Bill Marriott (Chairman Emeritus), David Marriott (Chairman), Stephanie Linnartz (President) and Anthony Capuano (CEO). The annual revenue of the hotel is 13.86 billion dollars. The hotel is well-known across the world for its services (Marriott, 2023). 
The major issues which the hotel is facing are staff shortages and the number of job opportunities available in the market. The shortage of staff is common in the hospitality industry as it is required that the staff who is hired is specialised and has a great knowledge of the field. The hotel cannot hire people without analysing their capabilities otherwise the customer services will get compromised (Chervoni-Knapp, 2022). 


Aim 
To identify issues and suggest solutions for the challenges which the hospitality industry is facing. 
Objectives 
· To understand the external and internal factors of Marriott
· To analyse the issues in the HRM of Marriott  
· To give recommendations so that the issues can be resolved. 


[bookmark: _Toc136421629]Literature Review
[bookmark: _Toc136421630]External Factors 
For understanding the external factors which may affect the organisation PESTLE Analysis of the organisation is done. Pestle analysis is concerned with political factors, economic factors, social factors, technological factors, legal factors and environmental factors (Khan et al., 2020). 
Political Factors 
There are various political factors which can affect Marriott and some of the leading factors are the threat of terrorism, international relations as well as the political climate of various tourist places. Terrorism is considered the biggest threat as terrorists mostly target public places and Marriott is a huge hotel due to which there are several chances that it may get targeted whereas the conflicts of the military can also affect the organisation. There are various events which faced this kind of issue such as the crash of MH17 in Ukraine, due to which tension increased worldwide. News is available where terrorist targets tourist places this kind of act affects Marriott by scaring guests and employees which may affect the performance of the hotel and will also result in a shortage of employees and an increase in employee turnover. 
Economic Factors 
The economic factors which may affect Marriott include the slow economic growth of China as well as the continued uncertainty in Europe's economy. The downfall of China’s stock market and Europe’s debt disturbance has affected the purchasing power of the customers which ultimately affects their ability to travel due to which the hotel gets affected. On the other hand, the increased exchange rate among different countries also affects the hotel as it restricts foreign tourists to travel. Income inequality also affects the hospitality sector including Marriot as the people are not getting paid enough due to which it is difficult for individuals to travel and to prefer stays (George, 2021). 
Socio-cultural Factors 
The social factors present an opportunity to Marriott as the number of people travelling from one country to another is likely to increase as well as the amount which travellers spend on hotels and tourism will also be increased due to which the hotel will get several benefits. People nowadays are too much concerned about travelling and a lot of people pursued it as a way of earning due to which they travel a lot for their blogs which helps the hotels to earn much and to increase the wage of the employee which will be helpful in employee retention (Hom et al., 2019). 
Technological Factors 
The most significant factor which may affect the hotel is concerned with technological factors as technology is widely growing and everything can be done through technology. Online rental services let individuals to rent rooms directly to tourists. Customer demands are also increasing in the era of technology as the customers want to get all the benefits of technology in their rooms i.e. they need a fully luxurious room. People want hi-tech rooms and services. They also want that they can book their hotels and services online without having to rush here and there for a comfortable international trip.  
Legal factors 
The legal factor which may affect the all-over proceeding of the hotel includes the services of Airbnb. Several authorities in different cities fined it for the violation of zoning laws, hotel guidelines as well as health and safety regulations. On the other hand, the incident of data security in the year 2018 resulted in various lawsuits against Marriott. The lawsuit was filed because it was claimed that the hotel Marriott has leaked or disclosed the personal information of the guests who stayed there. The number of guests whose personal information got leaked was more than 380 million. Following the incident, a notice was sent to the hotel by ICO London for investigating the privacy policy of the hotel. It disturbed the reputation of the company and the trust of customers. 

Environmental Factors 
The fuel prices can disturb the business of Marriott abruptly if it got increased and it can positively impact it when it got reduced if the prices fall it will be easier for the travellers to travel as the prices for travelling will be low. So it can be said that the increase in the fuel will badly affect the hotel. Other environmental issues such as changes in climate which would lead to over-flooding of the water bodies may discourage the guests to plan for beach tours and the increase of global warming which will lead to heat can restrict going to ski resorts. To protect the environment the hotel is taking several steps such as it is eliminating the use of Plastic straws which can contribute a lot to the environment as Marriott is a global company with millions of guests (Khan et al., 2020). 
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To understand the internal factors of the organisation SWOT analysis is done. SWOT Analysis is concerned with the strengths, weaknesses, opportunities and threats which an organisation have (Benzaghta et al., 2021).  
Strengths 
The global presence increases the revenue as well as spreads the risks. If revenue from a particular country is declined then the company can get dependent on others. This is such a big strength for Marriott as it exists in 127 regions worldwide. The hotel also owns a global chain with more than 81 hotels, 30 brands and approx. 25.1 billion dollars of assets and it offers almost 1.2 million rooms in the whole world. In addition to this, the hotel holds such a good reputation as it is ranked 44th for diversity, 243rd for being the world's best employers and 38th for being the best employers for women. The company also have a competitive advantage as it is partner with different other companies such as Alibaba which provides them with millions of customers who book without any deposits. The customers of the hotel are loyal as they will not prefer any other hotel than this as the hotel used a lot of strategies for it such as the largest loyalty programs (Karagiannis, 2021). The hotel follows a strict code of conduct with proper etiquette and hygiene which is satisfactory for the customers. They are highly innovative as they provide villas and Home Ventures for a wallet-free experience. The hotel was also ranked 21st as one of the most innovative companies. 
Weaknesses 
The lawsuit against the hotel in the year 2018 claimed that they disclosed the data of almost 500 million people due to which people as well as employees are losing trust in the company. They are majorly focused on the families from market to structure due to which they do not convince young and single individuals which is a major weakness of the organisation. The hotel also hurt the emotions of people in the year 2017 when they left several people in Hurricane Irma and saved only those who are their residents although the ship was half empty. Due to this act, a lot of people got convinced that the hotel is immoral. The code of conduct of the hotel is too strict as they dominate their employees a lot for instance, in the year 2018 the hotel fired an employee because the employee “liked” a tweet which offended China. 
Opportunities 
The hotel can develop a brand which will convince the present generation and their preference so that they will be able to grow their market among the youth. The demand for high-end services in the hospitality region is increasing day by day, especially in developing countries which provides several opportunities in front of the hotel for development and growth. The hotels can embrace diversity as they do not appeal to the customers of the current age so they can develop themselves which will satisfy the demands and needs of diverse people or customers. The hotel is spread into a broad range from tourism to catering. The hotel can provide its customers houses for hiring as Airbnb does which will help them to gain more customers and growth (Teoli et al., 2019). 
Threats 
The global pandemic affected every business including Marriott as it faced a 92% loss because an enormous number of people were rejected due to the pandemic if the pandemic occurs again the organisation may suffer from huge losses (Baum and Hai, 2020). The hospitality industry has huge competition as they are preferred by a lot of people for doing business. The main competitors of Marriott include Hilton and Novotel, these companies are highly competitive with Marriott. Different countries are facing collapse as millions of jobs got wiped out in a short time this may affect the hospitality industry on a wide level. Due to isolation multinational companies such as Marriott got targeted by governments of other countries for tariffs. If Marriott got pawned in the trade war it can lose a huge portion of its revenue. The hotel attracts customers from different nations and the terror groups mostly target tourist places for attacks the threat of terrorism is very significant in the hotel. 
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According to the Pestle and SWOT analysis the hotel needs to overcome a lot of challenges which are a huge threat in front of its growth and development such as they can utilise the opportunities with the help of strengths which the hotel possesses. They can shift their demo graphs, focus on emerging economies, diversify offerings and can expand into related sectors. The hotel also needs to take care that they are following all the rules and regulations which are necessary for carrying a business as the business already is suffering from various legal factors which may affect it abruptly. 
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Conclusion 
In conclusion, it can be said that the hotel can achieve growth if it starts appealing to Gen-Z as they are its upcoming customers and they don't have any proper facilities for them to achieve growth they can form various systems and brands which can attract the new generation. They can upgrade their hotels mostly in developing countries as they also require various services. They can also offer personalised as well as customised services as a lot of people get attracted toward these services. Consideration of these points will also help the hotel to overcome their weakness as well as threats. The most essential thing which the hotel needs to consider is that it develops a privacy policy for the customers as the customers may lose all their faith in the hotel because of the lawsuits which were applied to the hotels. The hotel must consider all the laws and rules which are associated with the operations as well as they should also consider the social responsibilities and humanity that they lose in the care of Hurricane Irma this kind of act will throw a bad impact on the people and their socio-cultural norms. 
Lastly, this report contains the analysis of external as well as internal factors which affect Marriott as well as it also gives recommendations in a manner to cope with all the consequences which it is facing or it may face. 
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