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[bookmark: _Toc199740274]Executive Summary 
The purpose of this consultancy report is to analyse a significant internal HR issue currently impacting the Ritz London hotel, specifically its struggles to fill vacant positions and retain employees, which in turn compromises customer service. In addition, the report also provides strategic recommendations to resolve employee retention and filling vacant positions at Ritz London. In detail, the report covers reviews of the staff’s level of satisfaction, negative reviews toward the organisation’s management of its team, and issues connected with outdated HR processes, which have contributed to threats to the company’s reputation and challenges in handling tasks. While the main challenges come from inside the hotel, external factors also require the business to act and transform its HR practices. The report outlines the problems and suggests ways to resolve HR related issues so that the hotel can compete in the global luxury market by being progressive, inclusive, and stronger amid challenges.
A STEEPLED analysis is carried out to examine what external factors might impact this internal issue. It was found in the sociocultural analysis that today’s hospitality workers’ pay more attention to workplace culture, mental health provisions, and equal career growth, so employers now have to make sure workplaces are inclusive and supportive. Not adopting new HR software meant the hotel fell behind and its team and organisation suffered.
Higher uncertainties in the economy and changes in the political scenario, because of Brexit-related issues and tighter employment laws, also lead to bigger talent acquisition and retention problems. Companies must now obey stricter rules about employee rights and protection, which is crucial for avoiding risks. Gaining a strong employer brand now depends on considering sustainability and values, since workers from Generation Z and millennials prefer these qualities in employers. Different demographics in the workforce mean that HR and organisational leaders need to include a wide range of people from every part of the community. Such external demands are not only part of the environment but also affect the internal problems of the hotel.
After completing the external analysis, a SWOT analysis helped examine the organisation’s strengths, weaknesses, opportunities, and threats. The hotel is still helped by high brand recognition, loyal customers, and a history of excellent service, all valuable organisational assets. But it has challenges such as being resistant to change, failure to plan HR strategies, using old technology, and giving inadequate channels for staff to be included. They can use their strong reputation to reshape their employer brand, introduce digitalisation of HR practices options, and emphasise diversity within the firm. Most risks are caused by negative public opinions, possible legal problems, and not being competitive because of the rising reputation for employers being responsible and ethical. A TOWS matrix helped turn the insights into specific actions the company could take. Meeting the challenges meant to encourage new opportunities by applying fresh HR policies and encouraging diversity in leadership.
The current consultancy report proposes a series of actions to deal with the different challenges specifically mentioned in the report. This involved setting up a strong programme for employee wellness, to help reduce stress, absences, and departures by providing support from mental health experts and wellness programs. Also, it is suggested to use cloud-based tools for recruiting, organising schedules, and engaging with employees. Suggestions were made to change how the employer brand is viewed through advertising, to attract competent candidates and regain the public’s trust in the hotel. Providing training on unconscious bias and inclusive leadership was suggested to help change behaviour from leaders first. It is also suggested to form alliances with local outreach organisations and be involved in inclusive job fairs. These solutions were formed to handle present problems and to secure the nation’s future resilience.
Managing change was viewed as essential to these suggestions being successful. To ensure this process was well organised, the report was based on Kotter’s method and clearly defined who to include, the vision for improvement, and short-term successes. Considering that people within the organisation might resist, a lot of emphasis was given to clear conversations, supporting advocates, and a feedback system that is done several times. Along with these, the report provided a plan for recording and analysing the success of the strategies using indicators, including staff retention rates, feedback from staff surveys, diversity in the hiring funnel, and ratings and feedback found on social networks and review sites. They were chosen because they show direct connections to the set problems and can demonstrate outcomes in both qualitative and quantitative terms.
It was explained that the investment needed will be £187,000, which includes implementation of AI-based HR practices, technology, manager training and staff, public relations support, and project implementation costs. The expenses were reviewed against the industry benchmarks and found to match the hotel’s scale of operations and projected profitability. An action plan that addressed every recommendation was provided, which outlined the issue, solution, planned outcome, timeline, and budget for each problem. Project steps were planned so that integration went smoothly and had little effect on operations.
The benefits of implementing the suggestions are expected to be substantial. A workplace that is more welcoming, supportive, and utilises modern technology helps to make employees feel better, attracts a diverse workforce, and minimises reputation damage. Eventually, the Ritz London can achieve better service and more efficient processes.  They are not only crucial for strategy, but also required to ensure the Ritz London remains competitive and that employee experience and guest experience are closely monitored and enhanced. 
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[bookmark: _Toc199740275]Introduction
The proposed consultancy report has been commissioned by The Ritz London, a branch of The Ritz-Carlton Hotel, and is also renowned as the flagship hotel, recognised globally for its heritage, opulence, and customer service standards. The Ritz London, situated at 150 Piccadilly in the heart of St. James's, London, is recognised among the most prestigious and luxurious hotels in the metropolitan city. Ritz, London, 2025. With a long history of its inception in 1906 by hotelier César Ritz, the hotel provides a unique mixture of elegance and Edwardian architecture. The hotel comprises 136 standard rooms and 23 lavish suites, which are complemented by facilities such as the Palm Court and the Ritz Club (London, 2025). Being a member of The Leading Hotel Chains of the World, the Ritz has steadily upheld its brand reputation and image as an ambassador of luxury, comfort, and style (LHW, 2025). 
Despite being known for its luxury and exceptional services, the hotel is currently facing a critical issue: staff shortages, particularly a shortage of skilled staff in key operational departments. As reported by Dawn (2025), the hotel is struggling to fill positions like commis chefs, commis servers, and room attendants. The problem is threatening its reputation, and its operational capacity has escalated to the extent that the hotel is forced to cap its occupancy at 60% with a maximum of 80% on weekends, and decrease the number of covers it serves to 70, down from a maximum of 110 (Dawn, 2025). Therefore, this report aims to explore and analyse the root causes of this problem, its implications, and strategic solutions to counter this issue through a multi-framework analysis. 
The staffing shortage faced by Ritz London is not just a logistical inconvenience; it also poses significant threats to the hotel's brand equity, guest satisfaction score, and long-term financial stability (Nain, 2018). According to Kumodji et al. (2024), the problem has been caused and exacerbated by labour movements driven by Brexit restrictions and the long-term economic impacts of the COVID-19 pandemic on the UK's hospitality industry. It primarily impacted the labour market, declined customer service quality, and led to adverse guest reviews (Kumodji et al., 2024). Therefore, this problem requires immediate consultancy-based attention to develop strategic solutions and approaches.
This consultancy report is prepared by Employee Path Consultant, a hospitality consultant organisation based in London, which is specialised in resolving strategic problems for luxury hotel brands. The firm assembles a team of experts with expertise in multiple disciplines, including human resources, organisational behaviour, and service innovation. Previously, Employee Path Consultant has provisioned high-profile clients, including Lane Sofitel, Hyde Park, and Intercontinental Hotel Group, in addressing issues related to workforce optimisation and operational turnaround initiatives. 
To comprehensively evaluate this issue, the current report will apply three strategic frameworks for critical analysis. At first, the STEEPLED framework, which comprises (Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic), will be applied to evaluate the external macro-environmental factors impacting the labour shortage in the UK hospitality sector and particularly Ritz London. This will allow us to examine the internal challenges faced by Ritz caused by external and broader societal, political, and economic shifts. 
In addition, the SWOT analysis framework will be applied to evaluate the internal capabilities and vulnerabilities faced by Ritz London in addressing staffing shortages. It will be helpful to identify the resources held by an organisation that can be leveraged to counter the issue and the risks that need to be mitigated. Next, the TOWS framework will be applied to highlight potential future directions for the hotel and provide a structural basis for recommendations. 
[bookmark: _Toc199740276]Analysis
The Ritz London is currently facing internal challenges that are primarily related to employee retention, turnover, and filling vacant positions. It has led to reduced service standards and reputational concerns for the hotel. According to the opinions of former employees on Glassdoor in 2023, there are ongoing management issues and concerns about career development within the company. The reviews on TripAdvisor during that time indicated that the feedback system was not entirely sufficient to ensure service consistency, as 505 guests rated the hotel as good and 178 rated its services with an average score (Figure 1), according to TripAdvisor (2025). This was typically attributed to disengaged employees due to a workforce shortage. Singgalen et al. (2024) reported that guests staying at luxury hotels value staff interaction above all other factors, which could make The Ritz's approach problematic because it faces a substantial workforce shortage, with 70 vacant positions impacting its customer services (Dawn, 2025). However, a higher Yelp rating, such as a 1-star rating, could lead to a 1.5% to 2.3% increase in hotel revenue (Sayfuddin and Chen, 2021). 
[image: ]
Figure 1 Customer Service Ratings. Trip Advisor, (2025). 
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	STEEPLED Factor
	Analysis 

	Social
	Dynamic and varying societal expectations related to work-life balance have decreased the appeal of jobs in the hospitality sector, particularly among younger generations (Gebbels, 2022). At the Ritz London, similar issues, such as longer and inflexible working hours, demotivate potential applicants, particularly in the post-pandemic era, where the flexible and hybrid working model has become the new normal (Athalage, 2024). Therefore, the reputation and prestige of the hotel do not offset the stress and intensity of the role for several prospective employees. On the other hand, according to Seyfi et al. (2024), inflexible work-life balance should be among the core aspects to consider before restaffing and retaining existing talent. 

	Technological
	Notwithstanding its reputation as a luxury brand, the Ritz London has not yet fully adopted contemporary HR technologies for the recruitment, training, and engagement of its staff. In contrast, Hassanein and Özgit (2022) argue that other top-tier hotels are leveraging digital tools to streamline their hiring, performance management, and talent retention processes. From this perspective, it is likely that the absence of an AI-enabled recruitment system and mobile applications for staff learning platforms makes Ritz London less appealing to tech-savvy job seekers. On the other hand, as per Qadri et al. (2022), a digital disconnect between staff expectations and operational systems, as observed in the case of Ritz London, decreases retention rates and increases staff turnover. 

	Economic
	
According to Baum et al. (2023), continuing inflation, increased cost of living crisis, and stagnation in wages in the UK hospitality sector are primary factors that deter potential employees from entering the hospitality sector. It creates a massive problem for Ritz London when it comes to restaffing, as potential employees demand higher wages. As per Sowels et al. (2022), after COVID-19, the economic uncertainties additionally limit the pool of talent for the hospitality sector, particularly after massive lay-offs observed in the hotel sector, creating indecisiveness among potential and existing employees related to job security in the long run, which eventually impacts re-staffing at Ritz London.  

	Environmental
	
As the environmental factor is not directly related to staffing shortages and lack of potential employees, Ghani et al. (2022) argue that concerns related to environmental protection impact the attractiveness of employers to potential employees. In this regard, Khatter et al. (2023) also argue that, specifically in the case of younger employees, they prefer to work for responsible hotel employers. However, in the case of Ritz London, a historic building, increased consumption levels present challenges in aligning its operations with contemporary sustainable and environmentally friendly standards adopted by the UK hospitality industry. Therefore, as argued by Innerhofer et al. (2024), limited green initiatives and obsolete environmental practices tend to discourage potential staff from working for a particular hotel organisation, and this also seems to be the case with Ritz London. 

	Political
	The immigration and worker flow restrictions caused by Brexit have substantially led to a decrease in the access of hospitality organisations to foreign talent, who previously made up a large share of hotel chains in the UK (Baum et al., 2023). Similarly, it has been observed that the situation has also impacted Ritz London in terms of limited access to foreign workforce, particularly from European countries, creating staff shortages for the industry and Ritz in particular. In addition, aligning with Forde (2024), limited government support for the hospitality industry and the absence of proactive labour reforms lead to unemployment uncertainty in the UK hospitality industry. 

	Legal
	Current changes in UK's labour laws, for instance, the introduction of a national minimum wage, strict working-hour regulations, and mandatory holiday pay, have increased the cost and complexity of employing staff in the hospitality sector (Papadopoulos et al., 2021). At one end, these legal requirements, designed to safeguard workers from exploitation in the hotel sector, place an increased burden and administrative strain on the HR teams of Ritz London, which are already struggling with under-resourced levels. In addition, Ioannou and Dukes (2021) note that the misalignment of the hotel's policies with these regulations or failure to comply exposes Ritz London to litigation or reputational damage. 

	Ethical
	
According to Preko and Anyigba (2024), a primary factor influencing the attraction of contemporary workers in the hospitality sector is ethical employer branding. In the modern hospitality sector, both new and existing employees seek mental health support, transparency, fair promotion and career advancement pathways, and flexible working options (Popely and Uhlir, 2023). Hence, it can be said that any mistreatment or unjustified employment practices are likely to spread rapidly from existing employees to potential employees through social media (Kalargyrou et al., 2023). Therefore, Ritz London is required to enhance its ethical positioning by adopting people-centric employment practices. 

	Demographic
	
The reliance of the hospitality sector on a young and migrant workforce has been substantially disrupted. Many EU workers have been restricted from accessing employment opportunities in the UK due to Brexit, and several young potential workers from Britain are avoiding the hospitality industry because of a perception of low wage rates, poor working conditions, and limited opportunities for career progression (Gebbels et al., 2022). This has resulted in Ritz offering 70 vacancies in major operational roles. On the other hand, a rise in housing and living expenditures in London is creating a lack of adequate accommodation for potential employees, which further restricts the pool of talented candidates who cannot afford to work at centrally located hotels (Papadopoulos et al., 2021). 
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The Ritz London maintains its image as a place that symbolises luxury, history, and quality. In the opinion of Piriyakul et al. (2024), brand equity and previous brand reputation play a significant role in attracting repeated customers to a hospitality business. Because it is situated in the heart of London, its age-old Edwardian design and renowned service have made the Ritz hotel a worldwide icon of luxury (Ritz London, 2025).  As per Marghany et al. (2023), heritage hotels often experience higher occupancy rates because guests believe they offer a unique selling proposition. Being connected to organisations like The Leading Hotels of the World brings more fame and recognition to The Ritz. However, depending on reputation alone could limit the hotel, since new business visitors expect bigger changes. 
[bookmark: _Toc199740280]Weaknesses
The major weakness affecting the hotel sector is the shortage of staff, which greatly reduces how efficiently the hotel organisations can manage and provide services. According to Arrieta et al. (2022), when labour in the luxury hospitality sector is demotivated or feels job insecurity, it compromises customer service and guest experiences. Unlike modern hotels that have adopted digital HR and contemporary HR practices, The Ritz still follows an outdated organisational structure. In this perspective, Cheung and Woo (2021) mention that conventional or outdated labour practices can be unattractive to younger workers. Because of inflexible working hours, technology not being a priority, and a lack of staff wellness support, it leads to high staff turnover and hard to attract new employees (Ghani et al., 2022). Besides, when employees do not communicate well internally and are unable to share new workplace ideas with empowerment, it often adds to staff demotivation, since leadership is failing to catch up with new trends, which is also the case at Ritz London. 
[bookmark: _Toc199740281]Opportunities
The Ritz has the chance to grow and attract new talent by reorganising its HR approach. As per Piriyakul et al. (2024), employer branding greatly impacts a hospitality company’s ability to recruit top talent. Offering different work hours, making the workplace more accessible, and using green HR solutions might support better recruitment and higher retention of employees. Backed by AI in recruitment and employee support tools, the Ritz can improve its work processes and offer more up-to-date employment practices (Arrieta et al., 2022).
[bookmark: _Toc199740282]Threats
External uncontrollable factors such as Brexit and uncertain economic conditions are causing challenges to The Ritz. Forde et al. (2024) state that the shortage of workers since Brexit has mainly affected the British hospitality sector, mostly in urban luxury locations. Meanwhile, those operating in places with fewer legal restrictions can more easily hire workers from around the world (Ioannou and Dukes, 2021). As per Werner and Stephens (2024), recent surveys by UK Hospitality have found increased living costs in London as well as decreasing interest in hospitality roles among young people, which makes hiring harder. If labour practices and ethics in the workplace are heavily monitored by regulators, close attention must be given so as not to put the hotel at risk of reputation and rule-based trouble.
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[bookmark: _Toc199740284]Strengths–Opportunities (SO): Leveraging Brand Prestige to Attract Talent
The history and connection of The Ritz London with The Leading Hotels of the World allows it to attract talented employees by changing the way the company presents itself as an employer. When it accommodates modern ways of working, such as being adaptable, eco-friendly, and promoting equal treatment, and flexible working hours, The Ritz will be attractive to professionals and new employees (Athalage, 2024). In a similar way, Eluwole et al. (2022) state that luxury hotel firms use ethical environments to distinguish themselves in the market. If these strengths are not used correctly, Ritz London may see their appeal diminish in a labour market influenced by changing values between generations. 
[bookmark: _Toc199740285]Strengths–Threats (ST): Using Technological Innovation to Protect Competitive Advantage
The Ritz gains from its luxurious name, but may be disadvantaged if competitors adapt technology faster in their HR practices and working methods. According to Tan et al. (2025), digital transformation in hospitality helps improve both the internal work processes and customer satisfaction. So, using its financial and reputational position, an organisation could buy recruitment tools, platforms for staff engagement, and AI-driven scheduling software to minimise the risks posed by outside forces (Ruel and Njoku, 2021). Meanwhile, hotel organisations that act slowly face increased inefficiency and may not be able to provide superior service. Similarly, Tan et al. (2025) also mention that young employees value technologically advanced workplaces such as remote working tools and communication systems supporting flexible working. Therefore, Ritz bringing innovation into talent management and operational practices can help attract and retain employees and cope with issues of labour shortages. 
[bookmark: _Toc199740286]Weaknesses–Opportunities (WO): Transforming Rigid Labour Practices into Strategic HRM
The present work practices at The Ritz include a rigid hierarchy, long shifts, and reduced flexibility, which go against employee well-being, seeking work-life balance, and flexible working. This weakness can be addressed by applying human resource management (SHRM) practices (Deale and Lee, 2023). Reviewing and updating inclusive policies, support for mental health, and guidance for leaders from within the company can make the hotel attractive in terms of modern employment opportunities offered to potential talent (Gewurtz et al., 2022).
[bookmark: _Toc199740287]Weaknesses–Threats (WT): Addressing Systemic Risk Through Policy Reform
If specified weaknesses and problems remain unaddressed at the Ritz London, labour inflexibility, outdated HR systems, and poor staff morale will become additional burdens as its external challenges increase due to Brexit’s impact on immigration, new regulations to follow, and the high cost of living in urban centres (Preko and Anyigba, 2024). Forde et al. (2024) state that hotels in volatile markets must be strategically agile. HR policy changes supported by analysis of staff, regulation updates, and ethical checks help to prevent risks over time. On the other hand, managing problems once they have occurred leads to a damaged reputation and operating inefficiencies (Innerhofer et al., 2024). Therefore, the Ritz London is required to develop its structures of governance, HR policy reforms before restaffing to address challenges of staff shortages. 
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[bookmark: _Toc199740289]Recommendations and Change Management Practices
Improving Its Recruitment Practices 
The reason for ongoing staffing problems at The Ritz London is due to several socio-economic, political, and work environment factors that require immediate solutions. If the hotel wants to continue improving over time, it should utilise a layered change plan guided by reliable processes. Initially, the hotel is advised to focus on enhancing its recruitment and employer image (Qadri et al., 2022). Baum et al. (2023) suggest that successful employer branding enhances recruitment and boosts employee enthusiasm within the company. A hotel must become recognised as a progressive company that values diversity and sustainability to create a good reputation. 
Introduction of Digital Tools for Communication and Workload Management
Also, introducing digital tools in HR is substantial. If Ritz London uses applicant tracking systems, online schedulers, and staff engagement tools, they can save time when hiring, boost communication, and lower the workload for administrators. Whittington et al. (2020) state that moving internal operations online helps companies speed up processes and also makes the company more attractive to skilled younger workers. When internal systems are not modernised, attracting new employees becomes challenging, and operational problems worsen.
Flexible Employment Arrangements
To solve this, The Ritz needs to set up flexible employment arrangements and restructure how internal jobs are organised. According to Jung and Yoon (2021), the purpose of Ritza London should be to ensure staff flexibility in support of the organisation's goals. Design should prioritise employees' health, and leader training should abandon traditional top-down leadership styles (Popely and Uhlir, 2023).
Change Management Practices 
Kotter's 8-Step Change Model and Lewin's Change Model 
To assist in these changes, The Ritz should utilise Kotter’s 8-Step Change Model. In Kotter's (2012) view, change succeeds when urgency is established, strong coalitions are formed, and a clear vision is articulated. It is urgent that vacancies are not filled, as declining service quality can harm the company's reputation. HR, operations, and frontline personnel working together in a transformation team should drive the change process. 
According to Hassanein and Özgit (2022), quick improvements in onboarding or in offering flexible scheduling help to motivate everyone. Sticking to this approach enables Ritz London to experience positive change and maintain employee motivation. Besides, The Ritz must implement Lewin's Change Management Model, especially the "unfreeze" stage, to address the Ritz's deeply rooted cultural habits. As Burnes (2014) explains, transparent communication and teamwork among leaders allow organisations to transform from outdated practices to contemporary practices. Therefore, Ritz is suggested to allow staff to participate in shaping new policies and ensure empowerment, which will attract new employees seeking empowerment and professional growth. 
Additionally, the process should include regular feedback, employee surveys, and ongoing monitoring of performance indicators. As pointed out by Baum et al. (2023), ongoing conversations and support play a significant role in achieving lasting change. Ultimately, it can be said that the Ritz needs to continually adjust its people practices by encouraging change, adaptability, and inclusion, backed by effective change management, to resolve issues of labour shortages and attract new talent for its vacant positions in key roles.
[bookmark: _Toc199740290]Review and Measurement of Success and Impacts: Key Performance Indicators
To ensure that the proposed solution for Ritz London to fill vacant positions in its major departments and retain existing talent, a strong performance evaluation framework must be established to examine the success and impact of the proposal. According to Okatta et al. (2024), Key Performance Indicators (KPIs) are the backbone of any consultancy-based proposed solutions, which also enable objective measurement and informed decision-making. Therefore, several KPIs have also been established to analyse the success and impact of the proposed solutions in the current project. 
Staff Turnover Rate and Hiring Volume
The key KPI will be the staff turnover rate, which, as per Prokopenko et al. (2023), directly reflects the satisfaction of employees with the current HR policies, practices, working conditions, environment, and career progression prospects offered by the organisation in terms of retention strategies. According to Zavyalova et al. (2022), a reduction in turnover is a dependable determinant of enhanced job satisfaction and employee commitment to the organisation. Hence, a reduction in voluntary exits and several vacant positions in the past six months after the implementation of the proposed solutions would allow for the evaluation of inclusive policy reforms and employee engagement initiatives implemented by HR at Ritz London. On the other hand, Seipalla et al. (2024) argue that relying exclusively on hiring volume to merely fill 70 vacant positions, without considering retention insights, results in risks associated with systematic issues, recurring turnover, and superficial recruitment success. 
Employee Satisfaction and Engagement Score
In addition, scores of employee satisfaction and engagement, measured through bi-annual surveys, signify the second primary KPI. It has been noted by Abril-Jiménez et al. (2024) that there is a substantial correlation between staff engagement, satisfaction, and customer service performance, specifically in the hospitality industry. In a similar vein, Abril-Jiménez et al. (2024) stress that mental well-being is a precursor to customer satisfaction and consistency of any brand. On the other hand, another substantial KPI is the average time required to fill vacant positions, which tends to indicate the efficiency and effectiveness of digitalised HR practices, recruitment processes, and attractiveness of the employer brand. In this regard, O'G (2024) opines that short cycles of recruitment highlight the increased operational agility of HR practices and the appeal of the employer. However, it can be said that operational agility in HR practices is required to balance against quality metrics of potential candidates for the position, as swift hiring alone does not guarantee skills or cultural alignment. 
Diversity and Inclusion 
Eventually aligned with Kareska (2023), KPIs related to diversity and inclusion, which are comprised of the percentage of employees hired from underrepresented groups, gender, and pay equality, should also be integrated. This is because Murat and Elifnaz (2023) argue that visible progress in inclusion and equity increases the legitimacy of the organisation and retention and hiring of competent talent. Lastly, a balanced scorecard method in combination with quantitative and qualitative indicators tends to guarantee a detailed and evidence-based evaluation of change success and impact (Devi, 2024). 
[bookmark: _Toc199740291]Potential Benefits to be Experienced by Ritz London 
The application of the proposed HR management strategies holds substantial likely advantages for the Rit London, specifically in relation to bringing operational stability, filling vacant positions timely manner, reducing turnover rates, and achieving customer service excellence eventually. A primary advantage can be observed in terms of enhanced employee retention, satisfaction, and timely hiring of potential and competent employees for 70 vacant positions. In this regard, Buttrick (2009) argued that engaged and motivated employees deliver customer service with excellence, which acts as a primary differentiator in the luxury hotel industry. By implementation of flexible scheduling, inclusive HR policies, and wellness programs such as flexible working hours, work-life balance tends to decrease employee burnout, turnover, and keep positions filled in key departments of the hotel (Alqarni et al., 2023). 
Moreover, another significant benefit in terms of improving operational efficiency will also be observed through the digitalisation of HR and hiring procedures. This is because automated recruitment systems driven by scheduling of the hiring process enabled by AI decrease administrative burdens, expedite hiring, and optimise allocation of resources (Kaya and Karakuş, 2024) It is also specified by Ercik and Kardaş (2024) that digital tools allow for agile management of workforce, which also enables hotels to retort to varying demands of customers deprived of over-burdening staff. As a consequence of this streamlining, Ritz London can achieve more consistent employee retention, ultimately leading to improved customer service delivery and reduced customer dissatisfaction. This could have been prevented by understaffing or hiring inexperienced employees to quickly fill vacant positions (Muhammad and Naz, 2022). On the other hand, another critical advantage is revitalisation of the brand by means of enhanced employee perception and trust of customers (Crespi-Vallbona and Noguer-Juncà, 2023). In addition, proposed changes boost the mitigation of risks and allow for future proofing at Ritz London. Addressing lawful compliance, challenges caused by Brexit-led labour shortages, and reputational susceptibilities leads to ineffective labour practices, guaranteeing resilience in uncertain macroeconomic conditions. In this perspective, Kichuk et al. (2024) stresses that proactive strategic agility allows luxury hotels like Ritz London to survive external economic shocks, such as a lack of competent labour, more efficiently, likened to reactive models. To sum up the potential benefits of the proposed solutions for Ritza London, it can be said that the solutions guarantee a competitive advantage for the hotel in the long term in terms of retention and staff hiring procedures of competent staff and reducing vacant positions, particularly in core departments. 
[bookmark: _Toc199740292]Costs Associated with Implementation of Recommendations
	Recommendation Activity
	Equipment/Resources Required
	Estimated Cost (£)

	Employer Branding Campaign
	Marketing materials, digital media, and PR consultants
	£70,000 (one-time)

	Digital HR Platform (Recruitment & Scheduling)
	Subscription/licensing for HR software (e.g., BambooHR)
	£25,000 annually

	Staff Wellbeing & Mental Health Initiatives
	Employee assistance programme, wellness app, counselling
	£15,000 annually

	Inclusion & Leadership Training
	External trainers, training modules, and workshops
	£18,000 annually

	Diversity Recruitment Drives
	Outreach programs, recruitment consultants, and job fairs
	£12,000 annually

	Change Management Execution (e.g., Kotter model)
	Internal consultancy support, communication tools
	£20,000 (project-based)

	Feedback & KPI Monitoring Tools
	Survey software, analytics dashboard tools
	£10,000 annually

	Contingency Fund (10% for unforeseen costs)
	Miscellaneous & adaptive change
	£17,000 (estimated)

	Total Estimated First-Year Cost
	£187,000 



Taking into account the luxury status of the Ritz London, but declining occupancy rates and revenue, an annual investment of almost £187,000 is reserved for proposed strategic transformation of the HR and employment practices at the hotel which is 0.13% of the hotel annual revenue of GBP142 million of the hotel (Growjo, 2022) . According to Setiawan et al. (2024), high-end hotels like Ritz London are required to take into account HR spending as an investment to generate value, not a centre of cost. 
Contradictory arguments are proposed by Mer and Virdi (2023), arguing that models of cost-avoidance usually develop short-term financial advantages where immediate savings from restricted investment to improve HR practices. It led to service failures of the hotel in terms of high turnover and rehiring costs, ultimately resulting in reputational damage (Mondok, 2023). Ineffective employee engagement practices result in decreased productivity of employees, absenteeism, or even departure, which eventually consequence to dissatisfaction of customers (Chugunova and Danilov, 2023). Therefore, as can be observed in the above cost table, a substantial amount has been allocated for employee assistance, wellness, counselling, consultation, and training, to ensure existing employees are retained, and newly hired employees are well-trained to maximise customer services. 
On the other hand, Dreković et al. (2023) is of the opinion that investment in HR practices to implement and automate HR platforms in Ritz London while observed to be costly initially, but in the long-run. However, in the long run, it leads to decreased overheads by automating workflows, decreasing hiring cycles, and enhancing time to productivity (Tasleem, 2025). Therefore, the current financial outlays allocate £187,000 for implementing proposed HR solutions at Ritz London. 
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	No.
	Problem Identified
	Proposed Solution
	Desired Outcome
	Time Scale (Weeks)
	Completion Date
	Planned Budget (£)

	1
	Declining employee engagement and morale
	Launch staff wellbeing programme (EAP, counselling, wellness app)
	Improved staff satisfaction, reduced absenteeism, and burnout
	6 weeks
	15-Aug-25
	 £                 15,000.00 

	2
	Outdated and manual HR operations
	Implement digital HR management software (e.g., BambooHR)
	Efficient recruitment, streamlined scheduling, reduced admin burden
	8 weeks
	29-Aug-25
	 £                 25,000.00 

	3
	Negative employer branding and public criticism
	Employer branding campaign via PR consultants and digital marketing
	Reposition Ritz as an ethical, inclusive employer
	10 weeks
	12-Sep-25
	 £                 70,000.00 

	4
	Lack of an inclusive workplace culture
	Conduct inclusion & unconscious bias leadership training
	Foster inclusive leadership, increase minority retention
	5 weeks
	8-Aug-25
	 £                 18,000.00 

	5
	Limited recruitment from diverse talent pools
	Engage in outreach and diversity recruitment events
	Broaden talent pipeline, address reputational risk
	4 weeks
	1-Aug-25
	 £                 12,000.00 

	6
	Resistance to internal change processes
	Implement a structured change management strategy (Kotter model)
	Smooth transition, reduced resistance, embedded culture change
	6 weeks
	22-Aug-25
	 £                 20,000.00 

	7
	Lack of measurement for strategy effectiveness
	Install KPI monitoring systems (survey tools, analytics)
	Enable impact tracking, data-driven HR decisions
	3 weeks
	25-Jul-25
	 £                 10,000.00 

	8
	Potential unexpected costs
	Establish a contingency reserve for adaptive changes
	Financial preparedness ensures implementation continuity
	Ongoing
	N/A
	 £                 17,000.00 



[bookmark: _Toc199740294]Conclusion
The proposed consultancy report has critically evaluated the HR related challenges faced by Ritz London, specifically associated with the retention of talent, unfilled 70 vacant positions, and eventual risks of decline in customer service and reputation of the hotel. Using a structured analytical tool which are comprised STEEPLED, SWOT, and TOWS, the current consultancy report has unveiled ways that internationally recognised luxury hotels like Ritz London are not resistant to swiftly developing and dynamic expectations of employees in the hospitality sector, the ethical consciousness of customers, and AI-enabled digital transformations. Through structured analytical tools including STEEPLED, SWOT, and TOWS, the report has revealed ways that a globally respected luxury institution such as The Ritz is not resistant to the rapidly evolving expectations of employees, the ethical consciousness of consumers, and the digital transformation of hospitality management. 
In addition, several key external factors have been identified by STEEPLED analysis, which drives the need for change. Sociocultural parameters associated with diversity, inclusion, and equity along with developing employee mental health concerns, by which priorities of the organisations are reshaped. Legally as well as politically, enhanced regulation related to the rights of employees and standards of workplaces is compounding that immediacy for swift reforms. Environmental as well as technological changes are equally impactful, necessitating more sustainable HR solutions that are responsive to digital evolution in HR practices. These aspects were examined critically in the hospitality industry setting with particular pertinence to the current climate of The Ritz London. 
Moreover, it is unveiled by the SWOT analysis that while the Rit London endures to enjoy massive customer loyalty, global brand recognition, and a prime location in Central London, the hotel progressively burdened by conventional and outdated HR systems which has led to narrow down its recruitment pipeline, and scrutiny by public associated to its inclusivity and employee well-being. These weaknesses are proposed to be addressed by means of TOWS analysis, which transforms risks into prospects for employee retention, rehiring to fill vacant positions through automated, employee well-being initiatives, and digital transformations. And inclusive and diverse hiring practices. 
The consultancy report also provides a detailed action plan, which is comprised of realistic timelines, a detailed financial budget, and cost projections of £187,000, quantifiable KPIs, which also include time required to fill vacant positions, employee retention and engagement, feedback scores, diversity, and inclusion. In summary, it can be said that this consultancy has provided the Ritz London a specific, targeted, and research-based roadmap to improve its internal HR and hiring operations while protecting its legacy of customer service and employee well-being excellence. Lastly, I would like to extend my sincere thanks and gratitude to the Ritz London for trusting my consultancy services and providing me with the prospect to make substantial contributions to its organisational development and evolution. It was an honour to envision such an iconic brand, and I appreciate the prospects for collaboration in impending time. 
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