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CHAPTER ONE: INTRODUCTION
Introduction
The hospitality industry is constantly evolving, and this means that there are always new challenges that require solutions. In this research, we will be focusing on the strategies used by luxury hotels with a particular emphasis on the world-renowned Ritz Carlton to address current challenges in coaching, monitoring and performance management of employees. In recent times, the hotel industry has faced unprecedented challenges such as the global COVID-19 pandemic and economic uncertainties that have precipitated high employee turnover rates, a critical issue faced by luxury hotels that can significantly impact service continuity and guest satisfaction. This study aims to address the pressing concerns surrounding employee retention and explore how global events influence coaching, monitoring and performance management practices in the context of luxury hospitality. This study seeks to uncover the specific challenges faced by the Ritz Carlton through comprehensive research questions so as to understand the impact of current global affairs on employee management and propose effective strategies for enhancing coaching, monitoring, and performance management in luxury hotels
Statement of the Problem: Retention Challenges
The Ritz Carlton, like many other hotels, is facing a challenge in adapting its employee management practices to meet the evolving expectations of its guests especially as luxury travel transforms and guests are increasingly seeking personalized and immersive experiences. This shift demands a workforce that not only possesses traditional hospitality skills but also has the ability to perform in a rapidly changing service environment. The challenge here is to align employee capabilities with the shifting demands of modern luxury travelers. Failure to address this challenge effectively may result in a disconnect between guest expectations and the services provided, potentially impacting customer satisfaction and the hotel's competitive edge. In addition to the inherent complexities of adapting to changing guest expectations, external factors such as technological advancements, societal shifts, and economic fluctuations further contribute to the intricacy of this challenge. The statement emphasizes the need for the Ritz Carlton to strategically address how it coaches, monitors, and manages employee performance to ensure the seamless alignment of its workforce with the evolving demands of the luxury hospitality landscape.
Research Questions
· What specific strategies can the Ritz Carlton employ to enhance employee coaching, monitoring, and performance management in response to shifting guest expectations within the evolving landscape of luxury travel?
· How do external factors, such as technological advancements and societal shifts, influence the adaptation of employee management practices in luxury hotels like the Ritz Carlton?
· What role do innovative approaches play in aligning employee capabilities with the dynamic demands of modern luxury travelers, and how can such approaches be effectively implemented by the Ritz Carlton to ensure continued excellence in guest experiences?
· 

CHAPTER TWO: LITERATURE REVIEW
Existing Research and Findings
Many studies have examined how to manage employees in the hospitality industry, including the unique challenges faced by luxury hotels such as the Ritz Carlton. Aguinis and Kraiger (2019) highlights the importance of personalized training programs to improve employee skills and adaptability. Likewise, Ali et al. (2021) emphasize the impact of technological advancements on the guest experience and the need for innovative coaching and monitoring methods. In terms of luxury hospitality, Chiwawa and Wissink (2021) hold that employee engagement is critical to providing exceptional service. That said, there is a gap in research regarding how external factors such as societal changes and technological advancements affect employee coaching, monitoring and performance management in the context of the Ritz Carlton. 
Impact of Current Affairs
The Ritz Carlton is a luxury hotel situated in a highly competitive industry, and is as such affected by various external factors and current events that shape the broader hospitality landscape. The COVID-19 pandemic has been a transformative force that has shaken the hotel industry as travel restrictions, lockdowns and health protocols have not only changed guest behavior but have also required a reevaluation of employee coaching, monitoring and performance management. In the same vein, the economic uncertainties that have arisen as a result such as recessions and fluctuations in consumer spending can pose additional challenges thereby leading to a reassessment of budget allocations for employee training and development programs. Societal shifts, including changes in values and expectations, play a pivotal role. For instance, the increasing emphasis on sustainability and ethical practices requires the hotel to incorporate eco-friendly initiatives into employee training and service delivery (Acampora et al., 2022). This shift requires a proactive approach to monitoring and managing employee performance in line with evolving societal norms. 
Inflation and cost-of-living adjustments add another layer of complexity. These economic factors can influence the hotel's budget for employee benefits, impacting the effectiveness of incentive-based coaching and performance management programs (Sturman, Ukhov and Park, 2016). Striking a balance between maintaining a competitive edge in talent acquisition and managing operational costs becomes crucial in such economic climates. As external factors continue to evolve, the Ritz Carlton must strategically respond to these challenges. This study aims to delve into the ways in which these external forces shape employee coaching, monitoring, and performance management within the context of a luxury hotel. By understanding and addressing these impacts, the Ritz Carlton can fortify its position in the ever-changing landscape of luxury hospitality.
SWOT Analysis
	Strengths
	Weaknesses

	- High Brand Loyalty
	- Perceived Expensiveness

	- Exceptional Service
	- Limited Seclusion

	- Prime Locations
	- Dependence on High-End Market

	- Reward Programs
	- Potential Customer Pool Sharing

	- Commitment to Sustainability
	- Vulnerability to Economic Fluctuations



	Opportunities
	Threats

	- Corporate Partnerships for Events
	- Intense Competition

	- Embracing Green Initiatives
	- Economic Recession

	- Post-COVID Travel Rebound
	- Regulatory Constraints

	- Diversification of Marketing Strategies
	- Social Debates on Wealth Distribution

	- Technological Advancements
	- Technological Disruption




PESTLE Analysis
	Political
	Economic

	- Political stability in key locations.
	- Economic downturn impacting the talent pool.

	- Regulatory compliance in different regions.
	- Fluctuations in inflation rates.

	- Government support for the hospitality industry.
	- Impact of economic growth on the job market.

	- Political lobbying efforts to influence policies.
	- Changes in consumer spending patterns on luxury services.

	- Implications of geopolitical tensions on operations.
	- Global economic policies affecting financial stability.



	Social
	Technological

	- Changing workforce expectations post-COVID.
	- Technological advancements in the hospitality industry.

	- Emphasis on employee well-being.
	- Integration of AI in the service industry.

	- Global retirement tide impacting the talent pool.
	- Evolving guest preferences in technology use.

	- Cultural shifts influencing consumer preferences.
	- Cybersecurity risks in the digitalization of services.

	- Social media trends affecting brand perception.
	- Impact of technology on job roles and training needs.



	Legal
	Environmental

	- Employment laws and regulations.
	- Commitment to sustainability.

	- Legal implications of flexible work arrangements.
	- Environmental impact of operations.

	- Intellectual property laws affecting innovation.
	- Adoption of renewable energy sources.

	- Compliance with data protection and privacy regulations.
	- Waste management and recycling practices.

	- Impact of health and safety regulations on operations.
	- Carbon footprint reduction initiatives.


Research Gaps
Current research in employee management practices of the luxury hospitality sector provides insightful information, but there are still gaps that need further exploration. The available literature highlights the importance of personalized training programs, technological advancements and employee engagement in delivering exceptional service, but falls short when it comes to specific focus on how external factors like societal shifts and technological advancements affect employee coaching, monitoring and performance management in relation the Ritz Carlton. Additionally, the unique challenges presented by global events such as the COVID-19 pandemic and their specific consequences on employee management strategies require thorough investigation to develop an understanding of how the luxury hotel industry and particularly the Ritz Carlton adapts to these challenges, as this is crucial to develop targeted and effective coaching and performance management solutions.
Potential Solutions
The Ritz Carlton can implement advanced training programs that align with the evolving workforce expectations and technological advancements. This can be achieved by integrating immersive training technologies as well as virtual reality modules and AI-driven simulations that can enhance employee skills and adaptability to changing guest preferences. Additionally, the focus should be on employee well-being using comprehensive well-being programs, mental health support services and fostering a positive work environment that can contribute to higher job satisfaction and performance, while providing flexible work arrangements can further enhance the overall employee experience. To address the challenges arising from the global retirement tide, the Ritz Carlton can establish mentorship and knowledge transfer programs. Encouraging experienced employees to share their expertise with newer team members can mitigate talent shortages and ensure a smooth transition. Furthermore, the perceived expensiveness and potential customer pool sharing weaknesses can be addressed by targeted marketing strategies. Highlighting value-added services, exclusive packages, and partnerships with corporate entities can enhance the perceived value of the Ritz Carlton, making it more appealing to a broader audience without compromising its luxury positioning. It is important to note that implementation of these potential solutions requires a holistic and collaborative approach, involving input from human resources, management, and employees themselves. Addressing these aspects comprehensively means that the Ritz Carlton can navigate the current challenges and maintain its status as a leading luxury hospitality brand.

CHAPTER THREE: METHODOLOGY
Research Design
For this study, a systematic literature review has been chosen as the research design. This method is known for its credibility and reliability in providing a comprehensive overview of existing literature (West and Turner, 2009). Since the primary data sources for this study are publications related to the subject, and no direct involvement of a human population is required, this method is particularly suitable. The systematic review approach has several advantages, including the identification, selection, and critical appraisal of research, which facilitates the answering of research questions. This approach has been deemed appropriate due to the inherent difficulties in collecting data directly from the studied subjects.
Inclusion Criteria
The inclusion of studies will be based on a review of study abstracts. However, to avoid rejecting studies due to limited content in abstracts, full-text versions will be thoroughly examined. This approach, while time-consuming, ensures the incorporation of a broader range of study texts.
Site of Study
The research will primarily be conducted through a desk-based systematic review, focusing on relevant materials related to the research topic. This approach allows for an extensive examination of literature without the need for physical site visits or surveys.
Data Collection
The study will use Creswell's (2003) recommendation of a sequential explanatory design with a focus on qualitative data, while to ensure accurate information, the materials chosen will be scrutinized based on strict criteria that means preference will be given to official materials obtained from credible authorities within the luxury hospitality industry, such as the hotels themselves and less credible sources not relied on. The aim of this approach is to provide a better understanding of employee coaching, monitoring, and performance management practices at the Ritz Carlton.

CHAPTER FOUR: EVALUATION AND CONCLUSION
A systematic literature review method was selected in this study to understand the complexities of employee coaching, monitoring and performance management in the luxury hospitality sector. Special focus is on the challenges faced by the Ritz Carlton. Comprehensively analyzing existing research will enable the study to identify gaps and synthesize valuable insights. The inclusion criteria emphasizes a thorough examination of full-text versions where necessary to avoid overlooking important information. This approach is meant to enhance the credibility of the findings in line with the research goal to address specific gaps in the current understanding of how external factors influence employee management practices in luxury hotels.  The identified gaps in current research illustrate the need for a more refined understanding of how external factors like societal shifts and technological advancements specifically influence the context of the Ritz Carlton. To navigate these challenges effectively, potential solutions presented in this research provide actionable strategies for the Ritz Carlton. From advanced training programs to well-being initiatives and targeted marketing strategies, these proposed solutions aim to enhance employee capabilities, mitigate weaknesses, and align the hotel with contemporary luxury travel trends. The Ritz Carlton can implement these solutions by adopting a holistic and collaborative approach that involves human resources, management, and employees. This study contributes to the existing body of knowledge by offering insights and recommendations that can guide luxury hotels in adapting their employee management practices to meet the dynamic demands of the modern hospitality industry.
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