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[bookmark: _Toc128667862]Introduction 
The objective of this project is to identify the various challenges that face the hospitality industry in the UK and to come up with a strategy to improve the retention of employees. The report will be presented to the management of IHG hotels. It will also investigate the external and internal factors that can affect the operations of the hotel.
[bookmark: _Toc128667863]Background of the chosen organisation
IHG is a global hospitality company that operates in the hotel industry. It is based in Windsor, England, and its shares are listed on the New York Stock Exchange and London Stock Exchange. It also has a significant presence in the UK (IHG, 2023).
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[bookmark: _Toc128667844]Figure 1:InterContinental Hotel Group Logo
(Source: IHG, 2023)
[bookmark: _Toc128667864]Why is Employee Retention Such a Problem in Hospitality?
The average length of a hospitality worker's contract is around 12 months. Having high turnover rates can have negative effects on a business, as it can lead to costly training and hiring of new staff members. Big Hospitality reported that the hospitality industry loses around £275 million annually due to employee retention issues. The hours that managers and owners spend training their employees are not taken into account when it comes to the impact that this practice has on the customers (Basnyat and Clarence, 2020). Having to run a business while trying to recruit or retain new staff members can result in mediocre service. This can have a negative effect on a company's reputation, as well as a loss of profit (Kaushal and Srivastava, 2021).
[bookmark: _Toc128667865]Retention challenges faced by IHG hotel group.
COVID-19 pandemic: The emergence of the COVID-19 pandemic has raised various risks to the responsibilities of the Board and Remuneration Committees. These include the potential impact of the pandemic on the recruitment and retention of talent, the competitiveness of the executive remuneration, and the composition of the Board.
Lack of Flexibility: The lack of flexibility is one of the main reasons why many employees leave IHG hotel groups. This is because they feel that they are not able to adapt to the changes in the industry and the demands of their work. Due to this, it is not uncommon for staff members to have their shifts changed late in the day. This can lead to stress and dissatisfaction (Choy and Kamoche, 2021). 
Lack of Recognition: A good shift is typically defined as one that is smooth and enjoyable for the guests. However, managers often overlook the hard work that the staff members perform to make the smooth operation happen. It is easy for people to focus on the mistakes they make instead of the good work that they do. This can lead to a feeling of underappreciated and discontentment among the staff members. They may feel like they are not receiving enough recognition for their efforts (Salem et al., 2022).

[bookmark: _Toc128667866]Discussion/Literature
According to studies of Diajasinga et al. (2021), people are a vital part of a company's advantage (competitive), and organisations have procedures (numerous) and policies in place to retain their talented workers. This has led to the emergence of employee retention as a key component of organisational success. Besides improving employee performance, this can also help reduce unnecessary expenses. One of the major tasks that organisations face in the 21st century is employee retention. This issue was identified in the Sustainability 2022 paper, which discussed the 26 hospitality industry sectors. Due to the continuously changing workforce in the hospitality industry, it is important that organisations have the necessary resources and policies in place to retain their skilled workers (King et al., 2021).  
This can be done through the development of effective social and environmental activities. Through the development of sustainable HR policies and procedures, the hospitality industry can help its employees improve their performance and develop a positive attitude. It is expected that the number of jobs in the industry will increase by over 70 million over the next decade. The hospitality industry is considered to be a dynamic and growing sector that has the potential to contribute to the development of the country's social and economic development (Yu, Seo and Hyun, 2021). It is also important that the government and private sectors work together to ensure that the industry's development is carried out in a way that is beneficial for the country's economic health. Management (Human resource) is regarded as one of the most critical utilities of an organisation, and studies show that it can influence employee retention. If an organisation does not focus on its HR practices, it is more likely that it will lose its skilled workers and incur higher costs (Dwesini, 2019).
[bookmark: _Toc128667867]Problem Identified
Due to the varying demands and job-hopping within the hospitality industry, it is very challenging for employees. They are expected to deal with customers and visitors daily, which can result in stress. This can cause employees to feel less satisfied and may lead them to leave their job. The lack of development and growth is considered one of the main factors that contribute to the high rate of turnover in the industry of hospitality globally (Frey et al., 2020). According to research, the organisation of the industry still focuses on traditional methods of retaining employees, such as one-way feedback and communication. This method prevents employees from discussing their long-term goals with their managers. Employee retention is regarded as one of the most challenging issues in the hospitality industry globally. According to a study conducted by Sustainability 2022, the industry is struggling to maintain the stability between the demand and supply of capital (human). Turnover costs the hospitality industry around 40% of its total expenses (Ntounis et al., 2022).
[bookmark: _Toc128667868]PESTLE analysis of IHG hotel group
	
	External factors to consider
	Factors affected within the industry
	Importance to organisation

	Political
	Changing policies with the new government: It is believed that the UK will have a change of government following the next election. This could lead to a shift in the focus of the services sector's governance priorities. InterContinental Hotels is ready for this possibility (Ghani et al., 2022).
	Due to the UK's political stability and military policies, there are no immediate threats to the country's hospitality industry. InterContinental Hotels can handle any situation that comes up.
	Low

	Economic
	Economic Cycle:  InterContinental Hotels' performance in the United Kingdom is closely linked to the country's economic performance. The company's growth has been built on the increasing globalisation of the country and its use of local resources to cater for international customers.
	The hospitality industry in the United Kingdom has a relatively high skill level. This sector can be expected to continue improving and creating global opportunities for InterContinental Hotels (Bagheri et al., 2022).
	Moderate

	Social
	Media outlets: The role of media outlets in shaping public opinion is very important in the UK. Due to the rapid emergence and growth of social media and traditional media, InterContinental Hotels can capitalise on this opportunity to improve its marketing and position its products.

	Due to the increasing demand for experiential products in the hospitality industry, the customers of the United Kingdom are more likely to prefer to experience enhanced products and services from InterContinental Hotels. This trend can be used to build new offerings that will provide a better customer experience (Hussein and Turnpenny, 2020).
	High

	Technological
	Empowerment of supply chain partners: The rapid emergence and evolution of new technology have greatly impacted the product lifecycle of suppliers. This has put a strain on the marketing department of InterContinental Hotels. It has also resulted in higher costs associated with the operation of the company.
	There is a lack of culture around technology transfer in the Services sector. This is typically due to the fear of creating new competitors (Jolly, Gordon, and Self, 2022).
	Moderate

	Environmental
	Customer activism: Due to the increasing number of customers who are aware of the environment, InterContinental Hotels has focused on developing strategies that are geared toward addressing these issues. 
	Due to the increasing number of recycling facilities in the UK, it is becoming more common for companies in the hospitality industry to adopt a recycling policy. Strict regulations are expected of InterContinental Hotels.
	High

	Legal
	Data protection laws: Over the past decade, the protection of personal data has become an increasingly critical issue. This has led to the need for the UK to have a robust mechanism that can prevent data breaches (Kwok, 2022).

	Even though the UK's hospitality industry follows international standards, the time it takes to resolve cases can be long. InterContinental Hotels must consider the average length of time it takes to resolve cases before it enters an international market (Marinakou and Giousmpasoglou, 2019).
	Moderate



[bookmark: _Toc128667869]SWOT analysis of IHG
	Strengths
	Weaknesses

	Brands catering to different customer segments within the Hotels & Motels segment: InterContinental Hotels has been able to penetrate the hotel and motel segments of the market through its extensive product offerings. It has also helped the company diversify its revenue streams.
Talent management: InterContinental Hotels' human resources are instrumental in the company's success in the hospitality industry. They play a vital role in the development of the employees (Ohunakin et al., 2019).
First mover advantage: due to the increasing number of new products and the competition in the market, the InterContinental Hotels brand is becoming more prominent in the lodging industry.
	The extra cost of building a new supply chain and logistics network: due to the emergence of AI and the increasing importance of the Internet in the services industry, InterContinental Hotels are required to build a new supply chain network. This can be expensive.
High cost of replacing existing experts: Due to the limited number of employees who are responsible for the knowledge base of InterContinental Hotels, it is very challenging to replace them.
Business Model: InterContinental Hotels can easily be copied by the competition in the hotel and motel industry. To overcome this issue, the company needs to develop a platform that can integrate its various end users and suppliers (Dube, 2021).


	Opportunities
	Threats

	The trend of customers migrating to higher-end products: The acquisition of InterContinental Hotels by Hilton is a great opportunity for the company as it allows it to expand its reach and improve its profitability. It will allow the company to maintain its strong brand recognition and provide its customers with the best possible service.
Customer preferences are fast changing: Due to the rise of disposable incomes and the increasing number of people willing to try new products, IHG must keep a close eye on the trends within the hotel and motel industry.
Opportunities in Online Space: InterContinental Hotels will benefit from the increasing number of customers who avail of online services. This will allow the company to introduce new offerings to its customers (Rasheed et al., 2020).
	Trade Relations between the US and China: InterContinental Hotels' expansion plans in China may be affected by the trade war. It could prevent the company from growing in the country.
Changing political environment: The ongoing trade war between China and the US, Brexit, and instability in the Middle East are some of the factors that have affected InterContinental Hotels' business.
Distrust of institutions: Due to the complexity of international trade regulations and the time it takes to enforce them, InterContinental Hotels is becoming more vulnerable to legal actions. This could lead to slower growth for the company as it would reduce its investment in emerging markets (Rasheed et al., 2020).







[bookmark: _Toc128667870]Evaluation and Conclusion
The goal of this assessment was to identify effective approaches for reducing the rates of turnover of employees in the sector of hospitality. It also proposed a theory that can be used to address the issue. This research helps academicians and practitioners understand the various factors that affect employee retention. The study revealed that the hospitality sector should pay more emphasis on the selection and recruitment procedures in order to improve the quality of its employees. It also found that the industry was adopting a traditional hiring method. Most of the senior staff members in the industry were satisfied with their work environment. The hospitality industry requires highly skilled individuals with new skills and knowledge to improve their performance. This includes having the necessary knowledge and skills to use advanced technology. Most of the employees in the hospitality industry have extensive experience and are loyal to their employers. However, after six months, most of the newly hired individuals leave the industry and start looking for other opportunities. The study revealed that the pay and benefits of employees are the most important factors that employers consider when it comes to hiring and retaining them. However, other factors, such as the working environment and opportunities for growth, are also taken into account by employees. To create a positive work environment, the hospitality industry should regularly update its administrative policies. If an employee must work on a weekend or holiday, then a shift schedule should be implemented. This will allow the business operations to be maintained at a 24-hour level. 
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