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[bookmark: _Toc137112983]Introduction 
The Ritz London, a five-star hotel, can be found in Piccadilly. The grand, luxurious hotel won an award in 1906 for its elegant design and welcoming atmosphere. It is a well-known spot for royalty, A-listers, and international visitors to stay in London. The Ritz London confronts external challenges like the pandemic, competition from other major hotels, and erratic travel demand (Jones, 2016). To maintain competitiveness while increasing employee recruitment and retention, this initiative recommends a few measures. How the hotel attracts and keeps employees, as well as how it may best train its staff to deal with external changes, will be the focus of this study. The hotel will also be given guidance on how to maintain its competitive edge in the face of external factors that have an impact on employee recruitment and retention.
[bookmark: _Toc137112984]Background of the study 
The Ritz London is a 5-star hotel located in the fashionable neighbourhood of Mayfair. One of the most popular and recognizable hotels in the world is located in another country. The Ritz is the epitome of timeless elegance, with impeccable service, plush accommodations, and delectable cuisine (Barrote, 2018). The Ritz provides its guests with the finest of what can be expected from a five-star hotel thanks to its excellent location. 
Finding and retaining qualified employees, maintaining the Ritz's legendary standard of service, and competing successfully in London's crowded luxury hotel market are just a few of the challenges now facing The Ritz London. The high employee turnover rate at the Ritz London indicates a retention issue and highlights the need for the hotel to take measures to retain its present workforce and recruit new, highly qualified individuals (Knowles, 2017). The purpose of the strategy is to devise a means by which the Ritz London can retain its clientele in a manner consistent with the hotel's commitment to high standards of service and excellence. The Ritz London can maintain its position as the city's preeminent luxury hotel by employing an effective retention strategy.
[bookmark: _Toc137112985]Literature review 
[bookmark: _Toc137112986]Current challenges of the hospitality industry 
The hospitality market is a sizable and diverse part of economies all around the world. More than 250 million people are employed by it, and it accounts for approximately 10% of global GDP. Despite its size and significance, it faces a few problems that can have a significant impact on corporate success (Morosan, 2018). In this literature study, we will talk about some of the biggest problems plaguing the hospitality sector throughout the world, with an eye on how those problems have an impact on productivity and growth.
• The evolving requirements and expectations of customers provide the hotel sector with its first major challenge. Clients are becoming more discerning and knowledgeable, making it more important than ever for hospitality firms to innovate and remain ahead of the competition to meet their needs and keep them as loyal clients (Dzhandzhugazova, 2016). In order to succeed in today's market, companies must: adopt new technologies as they emerge; provide consumers with the most useful services possible; value and act on customer input; adapt quickly to a constantly shifting environment; and work hard to create a distinct competitive edge. The growing cost of labour is the second major obstacle, and it may have a significant impact on a company's bottom line. Inflation, cost-of-living hikes, and increases in the minimum wage have all contributed to higher salaries for the hospitality industry in recent years (Madera, 2017). Because of this, hospitality firms may find it difficult to remain profitable when operating costs rise.
• The worldwide spread of COVID-19 has had a major impact on the hotel industry's bottom line. Because of the social and economic repercussions of the epidemic, businesses have had to reorganize and cut expenses to remain competitive and avoid going out of business because of falling tourist and hotel occupancy rates (Thoma, 2022).
Tourists and business travellers are typically thought of as the two main types of customers in the hospitality industry. The hotel sector must continually update and create strategies to meet the ever-evolving needs of its customers, particularly those of the millennial age (Bowen, 2014). For the hotel industry, keeping up with these shifts is a major problem. There is a lot of rivalry in the hotel and restaurant sectors, and that may have an impact on how successful a company is. Economic considerations, such as the price of labour and capital, can be fatal to smaller firms, as noted by Adiwidjaja et al. (2006). Jotshi (2015) agrees with the growing concern about rising operating expenses, arguing that the hospitality industry is under increasing pressure as a result. In addition, advancements in technology are having a significant impact on the hospitality sector. Technologies such as virtual reality and artificial intelligence are becoming more involved in customer experience management (Ahmad et al., 2018). This can create difficulties for hospitality businesses as they need to stay up to date with the latest trend and understand how it affects customer experience and behaviour. To survive the competition and inevitable cost pressures, it is necessary for hospitality businesses to constantly innovate their service delivery and customer experience management (Vallejo, 2021). Companies such as Marriott have successfully adapted to the latest technology and trends to provide a personalized customer experience.
[bookmark: _Toc137112987]PESTLE Analysis
Political: The Ritz-London is based in the UK, so it has to follow the rules and laws set by the British government (Barrote, 2018). The Ritz-London pays close attention to rules about things like employee rights, health and safety, and data security.
Economic: The Ritz-London must assess the UK's economy. The coronavirus epidemic, Brexit uncertainty, and U.K. economic prospects must be considered.
Social: The Ritz-London must attract a diverse clientele as a luxury hotel. Monitoring societal trends and values may affect their products and services.
Technological: Until now, The Ritz-London has stayed up with technology as a tech company. Automation and AI may enhance operations and customer service.
Legal: The Ritz-London must follow all laws about discrimination, health and safety, and privacy (Morosan, 2018). It is important to stay up to date on changes to the law, especially in areas like job law and customer data.
Environmental: The Ritz-London must be environmentally conscious and efficient. Energy, water, garbage, and emissions are included.
[bookmark: _Toc137112988]
SWOT Analysis
Strengths
The Ritz-London's strength is its reputation for luxury and perfection. They have a solid consumer base due to their long history of quality services and customer satisfaction. This offers them an advantage over premium hotel companies (Yousaf, 2018). The Ritz-London has cutting-edge technology, a devoted crew, and excellent customer service. 
Weaknesses
The Ritz-London's price may deter some clients. The Ritz-London may struggle to meet clients' changing needs due to its age. The Ritz-London's extensive offerings may overburden the management team.
Opportunities
Luxury hotels have tremendous potential. The Ritz-London can capitalize on this increase, especially by serving more customers. New technology might help the Ritz-London stay competitive. The Ritz-London might expand its offerings by collaborating with airlines and travel providers.
Threats
Luxury hotel competition threatens the Ritz-London. The Ritz-London struggles to keep up with local and international competitors as they extend their services. The Ritz-London also faces competition from other services because of the worldwide economic crisis. Brexit uncertainty may also damage the sector.
[bookmark: _Toc137112989]Use of Maslow’s Theory to explain customer needs. 
Maslow's Hierarchy of wants is a way to understand how people meet their wants and decide what to do next (Papaleontiou–Louca, 2022). From the point of view of The Ritz London hotel, Maslow's Hierarchy of Needs is a useful tool for both handling customer service and understanding behaviour. Maslow's Hierarchy starts with the most basic understanding of needs: physical needs and safety, such as food, warmth, and security, as well as the experience of staying in a hotel and planning, paying, and getting good service. The Ritz London hotel must take care of these things well if it wants to give its customers the best experience possible. Maslow's Hierarchy shows that love and warm relationships are also important from the point of view of The Ritz London hotel (Davahli, 2020). While hotel staff engages with and greets guests, general engagement through experience and conversation is what makes this tier work. For example, providing general information about the cultural surroundings, city's history, and hospitality to customers ensures positive vibes and repeat visits. Also, esteem needs, like self-respect, can be seen in the form of good services and right remembrance by customers, especially when it comes to young workers having access to healthy recreation activities at workplace events. Customers will not be completely happy until they reach the self-actualization stage. This is something that Ritzy hotel services do well by offering exclusive in-suite eating, room delivery, and other great services.
[bookmark: _Toc137112990]Industry example- The Marriot’s way of dealing with current issues. 
Marriott has slashed workers and closed locations in response to the hotel industry's present issues. To meet client needs, the corporation has invested in technology and digital transformation rather than human labour. The firm has also boosted customization and digital marketing to attract new clients and meet their demands. Marriott also monitors industry changes to guarantee its procedures are still effective. "Marriott on the Move" provides free accommodations to frontline medical personnel and subsidies to hotel sector partners to help economic recovery. These efforts have helped the company's sales growth in recent months.
[bookmark: _Toc137112991]Summary and implications 
This Ritz London research aims to assist them handle their hospitality sector issues, such as hiring and retaining competent workers, providing high-quality service, competing in the luxury hotel market, and retaining staff (Davahli,2020). The Ritz Paris's strengths, weaknesses, opportunities, and threats are revealed using PESTEL and SWOT assessments (Gregoric, 2014). The investigation will examine how famous hotels like the Marriot handled the issue. Customer happiness was measured using Maslow's Hierarchy of Needs, which emphasizes customer service and human interaction. The Ritz London is advised to offer employee incentives, digital transformation, attractive packages and rates, updated technology to impress clients, and social solutions to monitor tourism and human relationship risks (Ghatak, 2019). These will help The Ritz London remain a top London luxury hotel.
[bookmark: _Toc137112992]Recommendations 
1. Stay abreast of current trends and regulations: The Ritz-London must keep abreast of changes in UK legislation, international regulations, client demands, and industry technology. The Ritz-London can prepare for future issues by understanding the changes and how they may influence the business.
2. Use technology to improve client experience: As technology evolves, the Ritz-London should embrace new services. To improve client experience, this might include automated check-in, room controls, and chatbots using artificial intelligence (Morosan, 2018).
3. Exploring strategic external collaborations: The Ritz-London may benefit from exploring various types of strategic partnerships with other luxury hotels in the U.K. and London, as well as travel industry organizations like airlines and travel guides, to provide value to their consumers.
4. Monitor market developments and adapt to client expectations: The Ritz-London should keep up with customer expectations (Chibili, 2019). The Ritz-London should develop and invest in new goods and services to satisfy customers.
5. Create a customer loyalty program: The Ritz-London may enhance retail purchase frequency, revenues, and customer retention by introducing a reward program (Sisson, 2013). Planning consumer-pleasing bonuses and discounts may boost client loyalty and acquisition. 
6. Use mobile applications, SEM, and social media to advertise the Ritz-London and attract consumers. They can target capable audiences and adapt services based on visitor preferences.
[bookmark: _Toc137112993]Conclusion 
This research project gives an in-depth look at the outside world of the Ritz London. It includes a SWOT and PESTEL analysis, an understanding of customer needs based on Maslow's Hierarchy of Needs, and detailed plans for staying ahead in the fast-paced hospitality industry (Kolios, 2013). This research project helps Ritz London stay competitive and high-end in the face of outside problems by offering employee incentives, technological change, attractive packages and rates, innovations that will wow customers and social solutions to stop tourism and human connection risks.
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