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Executive Summary 
This report has been done for the general manager of the Crowne Plaza Hotel in London Docklands highlighting solutions to the current external challenges such as Automatic Intelligence (AI), Retirement tide, and so forth, facing the hotel industry and how these challenges re-shape recruitment and retention. 
The report includes SWOT and Pestle analysis of external challenges in which hotels face including Crowne Plaza Hotel and its owner brand IHG. 
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Introduction 
This research project proposal will be based on the Crowne Plaza Hotel in London Docklands and will be highlighting solutions to the current external challenges hotels and the industry face and how these challenges re-shape employee recruitment and retention. Crowne Plaza Hotel is part of the IHG brand, which was “established in 1983, and by today has grown into an international chain with more than 400 hotels across about 100 countries around the globe” (1000 logos, 2022). Crowne Plaza is a “global brand with over 400 hotels in more than 60 countries. The brand is known for its upscale amenities including executive lounges, meeting spaces, and fitness centres, also another unique feature of the brand is its Sleep Advantage program, which includes comfortable bedding, aromatherapy, and quiet zones to ensure a good night’s sleep for guests” (Thomas, 2023). “The brand’s name was chosen to represent the “crown” worn by royalty and the “plaza” meaning a public square or marketplace” (Thomas, 2023). The Crowne Plaza in London Docklands “offers stylish accommodation with upscale dining, 24-hour room service menu, an indoor pool, fully equipped gym, sauna, steam room and spa” (Crowne Plaza, 2023). 
The hotel industry faces many external challenges due to Automatic Intelligence (AI), Retirement Tide and so forth which re-shape employee recruitment and retention. In hotels “AI can leverage this technology to streamline HR processes and manage employment issues more effectively” (Access group, 2023). Although, there are many disadvantages in using AI such as, “Impersonal service which is loss of human touch, which may reduce the connection and emotional touch that guests expect from hotel staff, system failure, technological limitations, and high implementation costs” (Triendl, 2023). However even though it has its challenges “AI has made its way to the mainstream of every industry and has proven to be a beneficial tool for the recruiters across the board” (Pandab, 2022). “AI can be intelligently programmed to avoid unconscious bias, which is vital as skills shortage is one of the biggest challenges faced by the recruitment industry” Hollander (2021). 
Regarding retention there are many things that can impact this such as staff shortages, lack of training or poor management. For example, the Crowne Plaza Hotel has “reported linen and towel outsourcing issues as laundry services grapple to keep up with limited turnaround times due to a lack of staff” (Sinclair, 2021). 
SWOT Analysis & Pestle Analysis of IHG & Crowne Plaza Hotel
A SWOT analysis is the strength, weakness, opportunities and threats of a company or industry. IHG have a detailed SWOT analysis which analyses each criterion. 
Strengths:
· Profitability – “In 2017, the hotel group delivered strong underlying profit growth and opened its highest number of hotels since 2009” (Gowrea, 2021). 
· Global Presence – “Operates in 100 countries and is one the leading organisations in its industry and one its main brands is Crowne Plaza” (Gowrea, 2021). 
· Effective recruitment strategies – “IHG has established a strong recruitment strategy whereby it has got rid of the HR generalist approach and re-allocated the recruitment function to functional or operating departments e.g., line-level recruitment was handed back to departments, thus eliminating the unnecessary delays and bureaucracy of recruitment” (Gowrea, 2021). 
Weaknesses:
· IHG Rewards Club – “IHG rewards club have drawn numerous negative customer reviews” (Gowrea, 2021). 
· Weak IT Security – “1,200 IHG hotels were infected with credit card stealing malware and guest information such as cardholder name, card number etc” (Gowrea, 2021). 
Opportunities:
· New geographical markets – “IHG in China is planning for 300 new hotels in China within the next five years 2018 – 2023” (Gowrea, 2021). This gives opportunities for recruitment. 



Threats: 
· Global crisis – “Global financial crisis and lockdown affected IHG very badly. It announced massive loss in the first quarter of 2020. It also had to cut jobs in many countries” (Gowrea, 2021). 
· Competitors – “The top competitors of IHG are Marriott, Wyndham and Accor Hotels group” (Gowrea, 2021). 
· Hotel recruitment in China – “With the huge expansion in China, IHG is faced with a huge challenge as only half of graduates in China choose hospitality sector to work and there is a skill and training gap in front desk as well as key executive positions in HR, finance and sales” (Gowrea, 2021). 
This SWOT analysis shows that IHG “is the least problematic of all the big hospitality groups worldwide. This is due to its effectiveness in branding and operational management. Furthermore, their leadership seems to be longer lasting and established in their positions” (Gowrea, 2021). 
Pestle Analysis of IHG and Crowne Plaza Hotel  
Political Environment - The “Political element of the PESTLE model provides IHG with insights into the political environment of the UK and the world (if needed) and guides the company about what is politically acceptable and unacceptable (George Business Review, 2022). 
Economic Environment – “Economic factors such as GDP, Per Capita Income, inflation rate, interest rate, employment rate, real economic growth, economic index, and relative dominance on the world economy have a certain impact on the tourism business of the UK” (George Business Review, 2022).
Social Environment – “Guides a company to take proper caution to avoid the negative impact. Attitudes to peoples shared beliefs, religious beliefs, and cultural environment have a huge impact on the tourism industry. However, global pandemics such as coronavirus create unprecedent fear among people of being affected, such as it reduced the number of tourists in the whole industry” (George Business Review, 2022). 
Technological Environment – “IHG hotels and resorts have equipped with technologies for communications, reaching people, facilitating easy payment etc. The company has an active presence in social media. IHG has taken effective steps to adapt to changing technological needs of the industry” (George Business Review, 2022). 
Legal Environment – “IHG must maintain all laws and regulations of the UK. IHG hotels and resorts declares a privacy policy once a visitor visits the website of the company, furthermore, it keeps the private information of the customers secret” (George Business Review, 2022). 
Ethical Environment – There are many duties and responsibilities when it comes to this such as “the protection of personal information and data, the well-being of the community, local prosperity and economic contribution, equal employment opportunity and ethical behaviour with employees, environmental safety, and protection, ensuring value for money for all customers” (George Business Review, 2022). 
SWOT and PESTLE show that the external factors affect internal factors hugely as it affects employee recruitment and retention, and that the hotel must find out exactly how to “face influences and operate a business without legal complications. They must focus on promoting themselves in front of UK and non-UK customers through digital marketing and maintain good relationships with stakeholders” (George Business Revie, 2022). 
There are many challenges facing the hotel industry such as “staff shortages and retention, cost of living crisis, increase in hospitality tech, environmental considerations, and meeting demand” (Dignon, 2023). In regard to retention IHG has a “culture that values having colleagues from a wide variety of background and provides them with a positive and welcoming environment where they can thrive” (IHG, 2023). According to the standard Stunt has written that “IHG has said that the acute recruitment crisis remained one of its biggest challenges with no signs of the job market getting any easier” (Hunt, 2022). “The Denham-based business which runs the Crowne Plaza brands has seen a boost in third quarter sales as holidaymakers resumed international travel but warned the labour shortage continued to put a strain on the business” (Hunt, 2022). To overcome retention challenges IHG hotels and resorts “has introduced a raft of employee benefits designed to encourage skilled workers to join the organisation and to help the company retain the talent currently on its books” (Lennon, 2021). IHG offers many benefits and programmes to its employees such as “IHG myBenefits which offers a sweeping range of staff leave and incentive programs designed for a variety of specific and modern needs, with flexibility being a key hallmark” (Lennon, 2021). They also provide “parental leave for both maternal, paternal and adoption requirements along with the ability of staff to use personal leave availability for proactive wellness or even a temporary sabbatical to pursue personal projects and an extra paid day off for staff members to enjoy their birthday” (Lennon, 2021). IHG is also rolling out a “flexible working agreements for their staff as they are committed to working alongside their employees to bring flexibility into their lives whilst also providing a wellbeing hub which provides improvement of physical, mental and financial wellbeing” (Lennon, 2021). 
Furthermore, Brexit and Covid-19 have had huge impacts on the hospitality industry including the Crowne Plaza Hotel. “Brexit had an impact on employment in the hotel industry. To attract new workers from other countries hotels would have most likely needed to increase wages even though this could lead to higher prices for hotel guests” (Preno, 2023) in order to regain retention. Furthermore, not only has “Brexit made it harder to attract workers from countries outside of the UK, but the overall uncertainty has forced a lot of people to leave the hospitality industry altogether and move to jobs with more security” (Preno, 2023). During Covid 19 according to Indeed’s Q&A of Crowne Plaza Hotels employees, some employees have mentioned that “during the outbreak the hotel was still hiring but without interviews” (Indeed, 2023). This shows that even with a pandemic going on the recruitment process of Crowne Plaza Hotel was still ongoing even if there were changes to the interview process the hotel was giving opportunities to those looking for work. Also, during Covid-19, “this was the perfect time for International Continental Groups which owns iconic brands like Crowne Plaza to reinvent itself and made their name simpler to IHG” (Elliott, 2021).  
Inflation in the hotel industry is having a “substantial impact because as the prices of goods and services continue to rise, so does the concern for inflation. Even though there are more job vacancies available there are not many people to fill them this influx allows hoteliers to offer higher wages, thereby increasing their management costs” (NewGen, 2023). 
There are many factors that can contribute to potential solutions in regard to employee retention such as “offering competitive salaries, offering opportunities for growth and development, creating a more balanced work schedule and addressing the source of stress” (Creative.onl, 2023). For example, to retain and recruit employees at IHG they “attract, develop, and retain a diverse and talented workforce” (IHG, 2023). They have many programmes and policies for their employees such as “flexible working opportunities which comes under the MyFlex initiative programme which allows flexibility and supports work-life balance, early careers programme for those who want to build their career in this industry and more” (IHG, 2023). 






Conclusion 
To conclude this report, it shows that external challenges within employee recruitment and retention can be both good and bad as there are many factors contributing to this such as environment, location, technology like AI etc, which can give insight to hoteliers as to what is needed to do to retain their employees. For example, like how IHG has many programmes implemented for their employees such as flexibility working hours for their workers. Furthermore, with a “well thought out employee journey in place hoteliers can have the necessary framework in place to guide employees through their experience at work which can improve engagement, retention and happiness and satisfaction for any employee in any position at any level” (Sonnenberg, 2023). 


















Recommendations
Recommendations to the hotel industry would be to ensure that programmes and policies are put into place for employee recruitment and retention and that all employees feel like they can speak to HR/Managers about any issue. 
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