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[bookmark: _Toc191775754]Executive Summary
The report focuses on the New York Marriott Downtown which is one of a high tern in the NY city. This problem is affecting the hotel’s operations, financial performance, and service quality. In the workplace, employee retention refers to companies’ ability to keep employees in the organisation for longer periods of time and high turnover results in increased costs, lower productivity and decreased employee morale (Ain Noor Ul, 2015).  The following consultancy report, compiled by Elevate Hospitality Solutions, analyses the underlying causes of employee turnover and offers practical solutions to rectify any problems. The analysis leverages STEEPLED, SOAR, and TOWS frameworks to provide insight into the internal and external factors impacting employee retention and to identify potential strategies for enhancing it. One of the root causes defined is high turnover rates of human resource employees at the New York Marriott Downtown (Tsai and Wu, 2021). It has negative implications such as monetary wastage, operational inefficiency and low staff morale, among other issues. The hotel invests considerable resources in recruiting and training new employees for its human resources department which is both costly and time-consuming (Arthur, 2016). The remaining employees take on more work, resulting in stress and burnout. High turnover also impacts the hotel’s reputation, making it harder to woo top talent down the line. This issue needs to be resolved for the hotel is to survive long-term to provide high levels of service to their guests. A good analysis of the problem shows the different factors which can lead to high turnover rates. Some of the most common reasons include limited career growth opportunities, lack of work-life balance, uncompetitive salaries and benefits, ineffective leadership practices and poor communication. This leaves employees feeling under-appreciated and overworked to the point where they are no longer satisfied and seeking better opportunities elsewhere. In STEEPLED analysis, there are external forces like high costs of living in New York City, competitive job markets and the fast-paced, stressful nature of the hospitality industry. Outdated HR technology and lack of employee engagement are some internal factors that contribute to the problem (CIPS, 2024). The SOAR analysis discovers the hotel’s strengths, like its good reputation, prime location, and very experienced HR Team. The hotel can use these strengths to recruit and retain top talent. However, it has areas that need improvement and that includes flexible work choices, better training methods and improving the staff benefits. The hotel’s pursuit to become a benchmark for employee satisfaction in hospitality development is in line with these opportunities. As a result of prioritising these aspects, the hotel will see positive results, including decreased turnover, improved employee morale, and a more established HR department (Team, 2023). TOWS analysis offers a strategic direction regarding the turnover problem. It leverages the hotel’s strong reputation and location to attract HR talent; it improves training programs to enhance career development opportunities; implements flexible work options to optimise work-life balance. At the same time, the hotel should ensure that its compensation and benefits are competitive in the labour market and invest in modern HR technology to smooth operations. Therefore, strengthening leadership and communication practices will also help drive employee satisfaction and ultimately retention (Professional Academy, 2024). Based on the analysis, several key recommendations to rectify the high turnover are proposed for the HR department. There is a reason recruitment feels poor, to begin with the food sector requires to confirm there are very clear career pathways, much more coaching applications are available, including mentoring opportunities. This will allow employees to envision a future within the organisation and reduce turnover. Second, they can offer flexibility options, including telecommuting and flexible hours to foster a better work-life balance and reduce employee burnout. Third, a better compensation and benefits package need to be improved. The hotel should adopt modern HR technology for payroll, recruiting and communication to make work easier for HR personnel. Fifth, implement leadership training and regular feedback sessions to enhance communication and employee engagement. Lastly, the hotel needs to foster their staff's well-being through wellness initiatives, including mental health resources and stress resilience sessions, to ensure their people are happy in the workplace. The recommendations are functional but will need a methodical plan for its execution. An implementation plan has been created to describe the necessary actions, time frames, allocated personnel, and resources for each recommendation. For instance, the improvement of career development opportunities takes 3-6 months and costs 10,000−20,000 dollars a year. Flexible work options are 1−2 month with 5,000 −10,000). HR technology upgrade is 4–6 months with a budget of 20,000−20,000−40,000. Overall, the total estimated cost for all recommendations will be around 110,000to210,000 per year. The long-term advantage of it including less turnover cost, employee morale and service quality to name a few will outweigh these expenses.
 A set of key performance indicators (KPIs) has been established to assess the effectiveness of these recommendations. They include a decrease in employee turnover rate, higher employee satisfaction scores, reduction in time taken to fill vacancies, increased training completion rates, and prerequisites cost savings. It should track progress pragmatically through well-supervised review and evaluation processes in the form of monthly performance reports, quarterly reviews, and employee feedback surveys, to steer and fine-tune approach. The hotel will also strive for continuous improvement, constantly soliciting feedback from staff and guests to discover where further improvements can be made (Association Of Town Centre Management (Great Britain, 2020). Thus, the extensive turnover of the HR department at New York Marriott Downtown is an important matter requiring immediate action. The hotel will experience lower turnover rates, happier staff, and streamline management practices through taking the suggested action steps mentioned in the plan. The entire hotel will also benefit as a result, as these changes will translate into improved service quality, increased customer satisfaction, and maximised profits. A key factor in employee retention within the hotel is the hotel management's commitment to resolve this problem, allowing the establishment to be at the forefront of innovation for the hotel sector, guaranteeing the continuous success and sustainability of the hotel.

[bookmark: _Toc191775755]Introduction
The report will discuss the issue of employee retention of the Human Resources (HR) Department at New York Marriott Downtown at New York, USA. The hotel is facing a high staff turnover rate in its HR department which is a concern that is impacting hotel operations and service quality. On the other hand, employee retention is crucial to keeping a stable and driven workforce, while high turnover can be detrimental as it means higher costs, poorer productivity, and a decrease in motivation in remaining staff (Goldstein, 2017). This exploratory report will analyse the core reasons of this issue and present multiple actionable solutions that could be implemented to enhance engagement.
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Figure 01: New York Marriott Downtown (New York Marriott Downtown, 2025)
The New York Marriott Downtown is a quintessential NYC hotel situated near the heart of the city, next to the World Trade Centre and Wall Street. It has over 20 years of experience in hotel management with these hotels, one of which was modern rooms with facilities and excellent customer service (Zeithaml, Bitner and Gremler, 2020). The hotel features more than 500 rooms, catering to both business and leisure visitors, offering a lavish stay experience. And even though it has been successful, the hotel is struggling with retention among its HR department, which has affected its efforts to manage its workforce effectively (New York Marriott Downtown, 2025).
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Figure 02: Elevate Hospitality Solutions (Elevate Hospitality Solutions, 2024)
Elevate Hospitality Solutions is a consulting group dedicated to solving operational and workforce problems within the hospitality sector. They have years of experience and team of experts will devise a solution tailored specifically to help hotels and resorts boost employee satisfaction, lower turnover and improve overall performance by understanding how to align with strategies with client goals and values (Elevate Hospitality Solutions, 2024). 
The STEEPLED, SOAR and TOWS frameworks are referenced in this report to investigate the employee retention challenges at New York Marriott Downtown.
· STEEPLED Framework: This framework explores external and internal factors that might affect employee retention. STEEPLE is an acronym for Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographics (Hartmut Bossel, Salomón Klaczko-Ryndziun and Müller, 2016). With this framework in hand, it will be able to design the broader factors influencing the HR turnover rate.
· SOAR Analysis: SOAR framework looks at Strengths, Opportunities, Aspirations, and Results. This will give insights into the good things that are happening in the HR department that it can build on to leverage retention (Stavros and Hinrichs, 2019).
· TOWS Analysis: This analysis focuses on developing strategies that can actually be acted on. It will enable to undertake a tailor-made issue-based solution by aligning hotel strengths and weaknesses with outside opportunities and threats (Sarsby, 2016).
Using these frameworks, it will be sought to create an all-encompassing analysis of the employee retention issue and suggest actionable recommendations to the New York Marriott Downtown to resolve this conundrum.
In the subsequent parts of this report, it will further be explored the reasons for high churn in the HR department, use the above frameworks to analyse the findings and identify concrete recommendations to enhance retention (Hom, Allen and Griffeth, 2019). 
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[bookmark: _Toc191775757]Description of the Identified Issue
New York Marriott Downtown is facing a big problem in the Human Resources (HR) department that is very high turnover in its employees. That means lots of HR staff are quitting their jobs, and the hotel is struggling to retain them. High turnover could lead to major problems by hindering a hotel’s operations, cost and performance (Walton and Lawrence, 2020). Frequent employee turnover results in the hotel spending more time and money on recruiting and training new people (Hom and Griffeth, 2018). This also means that the hotel may pay a higher cost. Another concern regarding Insufficient HR Staff is the negative impact on other employees (Hom, Allen and Griffeth, 2019). Another issue is that high turnover can negatively impact employee morale. An employee will witness colleagues leaving constantly and lose motivation; hence start searching for jobs. This creates a self-fulfilling spiral that drives even more employees to leave, compounding the problem. For a hotel like New York Marriott Downtown, which prides itself on providing excellent customer service, having a stable and happy workforce is crucial. A poorly prepared HR department will harm the entire hotel from the reception to hire new staff and keep the existing employees happy (D Bowles, 2024). Fixing this problem is important for the hotel's prospects in the long-term. Besides, a stable HR team can also ensure that the hotel is running efficiently while ensuring that both employees and customers are satisfied following standard operating protocols (Hill and Brierley, 2017). It will save money, improve productivity and create a better work environment for the whole team. Not only does this help retain the hotel's existing workforce but it will also help attract new employees in future. Finding a solution to this problem is an important task that will help the hotel maintain its high standards and give guests a pleasant experience.
[bookmark: _Toc191775758]Impact of High Employee Turnover
The New York Marriott Downtown is facing a series of problems caused by high turnover among its Human Resources (HR) department. First, it results in increased financial costs. Every time one of them departs, the hotel has to pay to bring in another and teach them the ropes. On average, employee replacement cost can be up to 1.5 times the employees’ annual salary (Hom, Allen and Griffeth, 2019). For the HR department, that means thousands of dollars wasted over and over again which can add up quickly and have a negative effect on the hotel’s budget. Second, the high turnover presents operational hurdles. When HR workers quit, the others must increase workloads. That puts more work on their plates, which causes stress and burnout. Employees who are overworked are less productive and can make more mistakes which can jeopardize the hotel’s ability to manage its workforce effectively (Manodip Ray Chaudhuri, 2022). For instance, if hiring or employee concern handlings are delayed, the service quality for the guests will decline. Third, high turnover can tarnish the hotel’s reputation. While all organisations face employee turnover, if employees leave too frequently, it can become increasingly challenging to attract and recruit top talent (Carsen, 2018). The hotel will give job seekers a poor impression, particularly if hearsay indicates that the place has little prospect of holding jobs. In the hospitality sector, it is very pivotal on finding content staff that can hinder the creating of a solid team. Third, turnover is damaging to employee morale and engagement. When people watch their colleagues walk out the door, they may feel demotivated and start job hunting themselves. That leads to more turnover, which exacerbates the issue. The turnover rate for hospitality is roughly 70% according to industry data that is much higher than all the various other sectors. “I find that if New York Marriott Downtown doesn’t change this, it will hurt the long-term success of the hotel it will raise costs, damage productivity and affect its reputation. Tackling this concern is critical for the hotel's continued success and its reputation for quality (Bussin, 2018).
[bookmark: _Toc191775759]Causes of High Employee Turnover
A big reason is insufficient career growth opportunities. When workers sense there's no growth potential, they tend to leave. Career development is vital in a competitive industry like hospitality for retaining motivated, engaged staff. If there are no obvious promotion paths, employees will look elsewhere (Carsen, 2018). Another big issue is bad work-life balance. HR workers put in long hours under stress and little time for personal life. Long hours without a work-life balance leads to burnout, and employees leave for jobs that offer a better work-life balance. Studies find that work-life balance is one of the key factors affecting retention in high-stress roles (Parkes and Langford, 2018). Third reason is poor compensation or benefits. Employees leave jobs for those that pay them better. Competitive salaries, health benefits and retirement plans are necessary to keep the staff happy and loyal to the company. A fourth reason is mismanaged or weak leadership practices. Poor leadership from HR managers can lead to employees feeling neglected or undervalued. Employees leave because of low morale and dissatisfactory conditions which were brought about by poor management. Finally, lack of feedback and communication gaps lead to turnover. Disengaged employees can lose motivation when they are not regularly and sufficiently debriefed and feel disconnected from the management. Such open and transparent communication is key to keeping employees satisfied (Walton and Lawrence, 2020). 
All of that combines for a tough climate in which to keep HR employees at New York Marriott Downtown. Tackling these issues is critical for retention.
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	Factor
	Analysis

	Social
	Hospitality workers can be under a huge amount of stress due to long hours and tough patrons. From the HR perspective, employees at New York Marriott Downtown are likely unhappy as they feel overworked and underappreciated.

	Technological
	Inefficient or out-of-date HR Systems or no technology makes work harder. If the hotel does not have modern systems handling payroll, recruitment or communication, for example, HR employees are likely to get frustrated and move on to competitors with better tools.

	Economic
	Depending on their position, employees in the hospitality industry are generally compensated less than other sectors. If people in HR feel under-compensated, they will leave for jobs that pay them more. Adding to this is the fact the hotel is located in NYC, where living costs are high.

	Environmental
	With long hours and high pressure, the hotel’s environment can result in burnout.” After all, with real responsibilities, the HR staff might miss the work-life balance, and be in a fast-paced city like New York.

	Political
	Staffing is impacted by changes to the labour laws or immigration policies. Such as, new stricter visa rules which may make it much more difficult to hire international talent (adding additional workload to existing HR employees).

	Legal
	Legal challenges, such as unfair labour practices or non-compliance with employment laws, can negatively impact employee trust. They might leave if the hotel does not comply with what they perceive as laws out of fear of being charged and losing their jobs.

	Ethical
	Discrimination, nepotism, and secrecy are some examples of unethical practices that can crush employee morale. HR employees will be lost when they lose trust that the hotel treats personnel fairly.

	Demographic
	Millennials and Gen Z make up a significant portion of the hotel’s workforce, and they seek flexible settings with opportunities for advancement. If the hotel fails to live up to these expectations, younger HR workers are likely to exit.


 
Summary:
The STEEPLED analysis reveals both external and internal factors are contributing to turnover in the HR department. Common in hospitality, social and environmental factors such as stress and burnout exist. Retaining employees in New York City is more expensive due to economic factors such as lower pay and increasing living costs. Technological and demographic factors make the case for modern tools and flexibility to meet employee expectations (Yildiz, 2020). Political and legal factors such as changing laws offers pressure while ethical issues can cause trust loss (Open University, 2016). Enhancing these aspects may help New York Marriott Downtown reduce high turnover and enhance its HR team working environment.
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	Factor
	Analysis

	Strengths
	This hotel has a long history of expensive, well-appointed facilities and stellar service. Its proximity to Wall Street and the World Trade Centre caters to both business and leisure travellers. It has trained people who are familiar with the hospitality domain.

	Opportunities
	Good standing in the development could also be used by the hotel to attract the best talent in the HR department. Moreover, it can contribute to training programs that enhance new hires’ HR skills. Offering employees, the option to work from home directly contributes to a better work-life balance.

	Aspirations
	The hotel hopes to become a benchmark for employee satisfaction and retention in hospitality. It strives for a workplace in which HR employees feel valued and supported, honouring their choice to stay long-term.”

	Results
	This can help the hotel minimise turnover in various HR functions if it stays on course toward its strength and opportunity. For instance, leveraging its great reputation to draw highly picked HR experts and providing growth development programs would certainly remedy retention issues. Competitive employer benefits, as well as the demand for better work-life balance, also play a role in keeping employees happy (Biswas, 2014).


 
Summary:
SOAR analysis shows that New York Marriott Downtown has a lot of strengths (States, 2020). These strengths can help draw and maintain talented workers. Opportunities, such as providing training programs and offering flexible work alternatives, can alleviate turnover concern. The hotel’s ambitions to be among the best for employee satisfaction will help guide its work environment improvement journey. Focusing on these positives can lead to positive results, such as reduced turnover, increased employee morale and a more stable HR team (Burke and Cooper, 2018). That allows the hotel to keep its standards high and serve their customers as best as possible. 
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	Strengths (S)
	Weaknesses (W)

	- Strong reputation for excellent service.
	- High turnover in the HR department.

	- Experienced HR team.
	- Lack of career development opportunities.

	- Prime location in NYC.
	- Work-life balance issues.


 
	Opportunities (O)
	SO Strategies
	WO Strategies

	- Growing demand for skilled HR talent.
	Use the hotel’s reputation to attract top HR talent (S+O).
	Offer training programs to improve skills and career growth (W+O).

	- Flexible work trends (such as remote work).
	Promote flexible work options to retain employees (S+O).
	Introduce flexible schedules to improve work-life balance (W+O).



	Threats (T)
	ST Strategies
	WT Strategies

	- High competition for HR talent in NYC.
	Use the hotel’s prime location to attract talent (S+T).
	Improve compensation and benefits to compete with other employers (W+T).

	- Rising cost of living in NYC.
	Highlight the hotel’s strong brand to retain employees (S+T).
	Address pay gaps and offer financial wellness programs (W+T).



Summary:
TOWS analysis helps to turn problems into solutions. SO Strategies: Such as using the hotels strong reputation and location to attract HR talent (Auerbach and Silverstein, 2019). WO strategies: To improve weakness by providing training sessions and flexible working. The hotel can address threats such as competition and high living cost by improving pay and benefits (WT strategies) and by using its brand to differentiate itself (ST strategies). These little steps will help tackle individual turnover and build a more stable HR team (Bowles and Cooper, 2019). 
[bookmark: _Toc191775763]PEST Findings
Political Factors:
· The changes in labour laws and immigration policies can create challenges in the hotel with the recruitment of international talent on the guest end, increasing the workload on current HR employees.
· Adhering to employment regulations is to prevent legal disputes that can ruin employee trust.
Economic Factors:
· The high cost of living in New York City makes it imperative for the salary packages to be competitive in order to retain employees.
· If there is recession, the hotel will likely look for opportunities to save money, especially in the areas of wages and benefits.
Social Factors:
· The hospitality domain is notoriously high-stress, and employees today prioritize work-life balance more than ever. Flexibility in work to be the starter of unhappiness
· Millennial and Gen Z employees want career development, diversity, and inclusive environments.
Technological Factors:
· HR systems for payroll, recruitment, and communication become outdated and are a barrier to efficiency and employee satisfaction.
· Modern HR technology investment dictates better operational excellence and provides improved employee experience (Saridakis and Cooper, 2017).

[bookmark: _Toc191775764]Recommendations and Change Management
[bookmark: _Toc191775765]Detailed Recommendations
· Improve Career Development Opportunities: The hotel must establish clear, unambiguous career paths for the HR personnel. This could be in terms of constant training programs, workshops, or mentoring opportunities (London, 2018). If employees can see a future for themselves, they are twice as likely to stick around. Lack of professional development is the main reason for turnover based on evidence from the STEEPED Analysis (Noe, 2023).
· Offer Flexible Work Options The hotel should implement flexible hours or home-office arrangements for HR employees. This will assist facilitate work-life balance which is an important problem recognised in the evaluation. Flexible work options can help lower burnout and increase job satisfaction (Gottlieb, Barham and E  Kevin Kelloway, 2019).
· Improve Compensation and Benefits: The hotel should plan to adjust remuneration and benefits packages. Competitive wages and enhanced benefits, including health insurance and retirement plans can help attract and retain talent. Low compensation is an example of the economic factor in the STEEPLED analysis of the company that is one of the reasons people leave (WorldatWork, 2015).
· Upgrade HR Technology: It should invest in modern HR systems, such as payroll, recruitment, and communication (Mathis et al., 2019). Obsolete technology frustrates employees and complicates their work. This recommendation is aided by the technological factor in the STEEPLED analysis (Harris, 2021).
· Strengthen Leadership and Communication: It should train HR managers for leadership and communication (Mary Lou Higgerson and Joyce, 2018). Feedback as a constant form of communication can contribute to employees feeling valued. Poor leadership and lack of communication were identified as reasons for turnover.
· Promote Employee Well-being: It should enhance wellness programs, such as mental health support, stress management workshops. A positive work culture can kill burnout and lift morale (Cary Lynn Cooper, 2017). The environmental factor from the STEEPLED analysis suggests that the high stress results in turnover (Thomas and Hersen, 2019).
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	Recommendation
	Implementation Steps
	Timeline
	Responsible Parties
	Resources Required
	Potential Challenges

	Improve Career Development Opportunities
	- Create clear career paths for HR staff.
- Organise training programs and workshops.
- Set up mentoring opportunities.
	3-6 months
	HR Managers, Training Department
	Budget for training programs, workshop materials, and mentorship resources.
	Employees likely will not take part actively. Budget allowed for the training programs.

	Offer Flexible Work Options
	- Introduce flexible working hours.
- Allow remote work options for HR staff.
	1-2 months
	HR Department, Senior Management
	Technology for remote work (laptops, software). Policies for flexible work arrangements.
	Resistance from management. Challenge in overseeing remote tasks.

	Improve Compensation and Benefits
	- Review current salary structure.
- Enhance benefits like health insurance and retirement plans.
	3-4 months
	Finance Department, HR Managers
	Budget for salary increases and improved benefits.
	High expenses could jeopardize the hotel’s bottom line. Approval delay from top management.

	Upgrade HR Technology
	- Invest in modern HR systems for payroll, recruitment, and communication.
	4-6 months
	IT Department, HR Managers
	Funds for new software and hardware. Training for staff on new systems.
	Employees might balk at having to learn new systems. High initial costs for technology upgrades

	Strengthen Leadership and Communication
	- Conduct leadership training for HR managers.
- Implement regular feedback sessions.
	2-3 months
	HR Managers, Training Department
	Budget for leadership training programs. Tools for feedback (surveys, meetings).
	Managers may not embrace new types of leadership styles. Workers might not give honest feedback.

	Promote Employee Well-being
	- Introduce wellness programs like mental health support and stress management workshops.
	2-4 months
	HR Department, Wellness Experts
	Budget for wellness programs. Space for workshops.
	Low employee participation. Wellness Work. Limited Resources (Clifton and Harter, 2021).



[bookmark: _Toc191775767]Costs Associated with Recommendations
	Recommendation
	Estimated Cost
	Cost-Saving Measures/Long-Term Benefits

	Improve Career Development Opportunities
	10,000−20,000 annually (training programs, workshops, mentoring)
	Lowers turnover costs (up to 1.5x yearly compensation per employee) Enhances staff productivity. If organisation is looking for smart office solutions, take a look at Cezar Group’s tech-enabled workspace solutions.

	Offer Flexible Work Options
	5,000−10,000 (setup for remote work tools, flexible scheduling systems)
	Decreases burnout, decreases absenteeism and increases retention. Reduces recruitment, selection, and training costs

	Improve Compensation and Benefits
	50,000−100,000 annually (salary adjustments, enhanced benefits)
	As it is well known, it attracts top talent, reduces turnover and improves morale. Cost savings in hiring and training over the years.

	Upgrade HR Technology
	20,000−40,000 (new HR software for payroll, recruitment, communication)
	Improves efficiency, decreases mistakes and saves time. Cost savings on operations in the long run.

	Strengthen Leadership and Communication
	15,000−25,000 (leadership training, communication tools, feedback systems)
	Right skills: increases employee satisfaction and retention. Lowers turnover (and the cost of turnover).

	Promote Employee Well-being
	10,000−15,000 annually (wellness programs, mental health support, workshops)
	Decreases burnout and stress-related sick days It enhances morale and productivity, and saves on turnover costs.
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Define:
· Problem: High turnover of employees of the HR department at New York Marriott Downtown created an additional burden on the organization by introducing new employees, resulting in high costs, operational inefficiencies, and lower employee morale.
· Purpose: Increase retention rate, employee engagement and service excellence.
Measure:
· Key Metrics: Reduction in employee turnover rate, increase in employee satisfaction scores, decrease in time to fill vacancies, number of training completion rates, and operational cost savings.

· Current State: Financial strain due to high turnover and overworked staff impacting the hotel’s reputation.
Analyse:
· Root Reasons: Limited opportunities for career advancement, unsatisfactory work-life balance, uncompetitive salaries, outdated human resources technology, ineffective leadership, and lack of communication.
· External Factors: Cost of living in NYC, competitive job market, stressful hospitality industry cycle
Improve:
Recommendations:
· Career Development — Introduce skills training, workshop, and mentoring
· Work Flexibility: Provide remote and flexible schedules.
· HRIS Implementation: Assist with HRIS scheduled implementation requirements in the system.
· HR Technology: Modernize all HR systems for payroll, recruiting and networking.
· Conducting Leadership and Communication Training
· Increased focus on employee health and well-being: Implement wellness programs and mental health support.
Control:
· Action Plan: Specific actions, timelines, accountability, and resources for each recommendation.
· Costs: Yearly costs are estimated between 110,000 to 210,000, but long-term benefits make up for the expense.
· KPIs: Monitor turnover rate, employee satisfaction, time to fill, and training completion.
Sustain:
· Review & Refine: Regular reviews, employee feedback, and continual iteration for sustained success
· Expected Outcomes: This will encourage greater employee engagement within the organization, leading to improved employee morale and enhanced quality of service, contributing to greater customer satisfaction and reduced turnover.

[bookmark: _Toc191775769]Change Management Strategies
Kotter's 8-Step Change Management Framework
· Create Urgency: Track the financial losses and operational inefficiencies caused by high employee turnover using internal reports and employee feedback surveys.
· Build a Guiding Coalition: Form a cross-functional team of HR managers, senior leadership, and employee representatives to lead efforts to retain top talent.
· Create a Vision and Strategy: Create a vision for creating a nurturing, growth-focused workplace. Optimize employee strategies in alignment with career growth, work-life integration, and competitive remuneration.
· Communicate the Change Vision: Share the vision consistently through internal newsletters, town hall meetings, and feedback sessions.
· Encourage Broad-Based Action: Train leaders, upgrade HR technology, and remove barriers to employee engagement and satisfaction.
· Generate Return in Short-Term: Implement flexible working and wellness programs within 1-2 months, which will lead to an increase in employee satisfaction meters.
· Consolidate Gains and Produce More Change: Leverage employee feedback and key performance indicators (KPIs) to iteratively improve training, benefits and leadership practices.
· Anchor New Approaches in the Culture: Acknowledge employee contributions and align performance reviews with the new employee-centric policies.


Change Management Practices
Change management helps smooth and effective transitions. It minimises confusion and assists workers to adapt to new systems. A well-planned approach can enhance the workplace and create more success (Britain., 2017). A foundational strategy is a solid communication plan. Transparent and honest communication helps employees comprehend the reasons for changes occurring in the organization. Employees feel better and less anxious when they are aware about the factors. Changes should be explained in regular meetings, emails and updates. Employees should also be given an opportunity to ask questions and express concerns (America, 2016). Training programs help employees to adapt easily to change. Employees should receive proper training if the company introduces new systems, policies, technologies, etc. Without this, employees need to feel confident when the hotel does implement new tools or processes. Providing step-by-step guides or workshops or online resources would make learning a lot easier (Washington, 2021). The next crucial step is engaging stakeholders. An organisation is made up of stakeholders, such as department heads, managers, and employees. They feel invested in the decision and they trust it which makes the process seamless. The hotel is redirecting employee feedback. Involving employees gives them a sense of value, which in turn makes them more likely to accept the changes (United Nations Environment Programme and Unep, 2020).
Addressing Staff Concerns
Employees can respond in varying fashions to changes. While some may embrace the changes, others may fear or resist. Some of employees may be concerned over being laid off or taking on additional work (Topolosky, 2019). Some may not be comfortable with new technology or new systems. Resistance is a progress killer and a source of stress in the workplace. Employee should be engaged in decision making process in order to reduce fear and remove resistance (Kahn, 2016). When employees have a say, they feel more in command and less stressed. Employee opinions can be collected through discussions, surveys, or meetings. Most importantly, employees who feel heard tend to support change. Another method of alleviating concerns is to ensure clear and open communication. Employees need to know what changes are happening, why they’re necessary, and how they will benefit. If information is unclear, employees will fill in the blanks and can assume the worst. Reporting regularly with clear explanations can help mitigate these misunderstandings (Pink, 2016). Systems should be in place to help employees adjust to the change. Making employees more comfortable are counselling services, peer support groups, and one-on-one meetings (Herzberg, 2015). Managers should create a culture whereby people are encouraged to raise their hands to ask for help when it is needed. When employees feel supported, they will be able to adapt to change better.
Leadership and Accountability
To implement change effectively, leaders should lead strongly. Changes have to start at the top. Leaders must walk the talk and embrace and champion changes. When leaders have confidence, employees will follow suit. Additionally, leaders must be open and receptive to employees' concerns. Employees feel safe when leaders show support (McCullough, 2021). Leaders need to give frequent feedback and follow up with their employees. When employees are floundering, managers need to step in and guide. The best way to track progress is to set goals and milestones. Change is hard, and employees who make the effort to adapt deserve to be recognized. Recognition and small rewards can inspire people to embrace change (McCullough, 2021). Employees have accountability at every single level. That means everyone has to be held accountable for new policies and processes.” Roles and responsibilities need to be clearly defined. Instead of blaming people, solutions need to be sought if mistakes occur. Rules are followed effectively in a culture of teamwork and responsibility (Melo, Martins and Pereira, 2020). Change management can be easier with strong leadership, open communication and proper training. It increases the productivity and performance as employees are felt supported and resistance to changes.
[bookmark: _Toc191775770]Measuring Success
Key Performance Indicators (KPIs)
As KPIs to measure the success of the recommendations it can use the following:
· Employee Turnover Rate: A reduction in HR employee turnover will indicate that the recommendations are effective.
· Employee Satisfaction Scores: Periodic surveys can track job satisfaction among employees (Brisendine, 2019).
· Time to Fill Vacancies: A quicker time to fill HR positions will reflect more effective retention and recruitment.
· Training Completion Rates: Higher training program participation indicates employees are highly engaged in their careers (Kaplan and Norton, 2015).
· Expenses Associated with Operations: Cost savings in recruitment and training will demonstrate the cost effectiveness of the recommendations.
These KPIs align with the hotel’s objectives of improved retention of employees, lower costs and better quality of service (Parmenter, 2020).
Review and Evaluation Process
There should be normal review process in place to assess success of the changes. This can include:
· Monthly Performance Reports: Measure turnaround ratios as well as employee satisfaction on a monthly basis.
· Quarterly Reviews: Conduct group discussions on process successes and find areas to enhance.
· Employee Feedback: Solicit staff feedback on the changes through surveys, focus groups, etc.
· Customer Feedback: Track guest ratings to monitor if service quality has improved.
This process ensures that the hotel is on course and can accommodate when circumstances dictate otherwise (Hantas and Sebastien Clanet, 2024).
Continuous Improvement
It needs to monitor their activities so that they will not endanger themselves in the long process in the future. Employees and customers are people, and regular feedback from them helps detect novel problems earlier on (Deming, 2019). Training programs, work schedules, or benefits can all be tailored to keep the employees happy. By constantly seeking ways to improve, the hotel can stay competitive and uphold high standards (Imai, 2012).
[bookmark: _Toc191775771]Potential Benefits
The implementation of the recommendations will benefit the hotel in several ways:
· Streamlining: Advanced HR technology and enriched training will allow HR functions to be executed faster and with higher accuracy. This minimises errors, and saves time.
· Staff Morale: If employees are happier thanks to better career development, flexible work options and increased benefits. Employees who are happy do better work and stay around longer.
· Customer satisfaction: An intact and motivated HR team will drive for seamless operations leading to better service for the respective guests. A satisfied guest writes good reviews and comes back to the hotel (Shaw and Ivens, 2022).
· Financial Performance: There is a considerable cost saving in recruitment and training when turnover is reduced. A reduced cost and increase in customer satisfaction will drive more revenues.




[bookmark: _Toc191775772]Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost

	High employee turnover in HR department.
	Improve career development opportunities through training, workshops, and mentoring.
	Employees see growth potential, leading to higher retention and job satisfaction.
	3-6 months
	10,000−20,000 annually

	Lack of work-life balance for HR staff.
	Introduce flexible work options like remote work and flexible hours.
	Reduced burnout, improved work-life balance, and higher employee morale.
	1-2 months
	5,000−10,000

	Low compensation and benefits.
	Review and improve salary structures and benefits like health insurance.
	Attract and retain top talent, reduce turnover, and improve employee satisfaction.
	3-4 months
	50,000−100,000 annually

	Outdated HR technology.
	Upgrade HR systems for payroll, recruitment, and communication.
	Improved efficiency, reduced errors, and better employee experience.
	4-6 months
	20,000−40,000

	Poor leadership and communication.
	Conduct leadership training and implement regular feedback sessions.
	Better leadership, improved communication, and higher employee engagement.
	2-3 months
	15,000−25,000

	High stress and burnout among HR staff.
	Introduce wellness programs like mental health support and stress workshops.
	Reduced stress, improved well-being, and higher productivity (Tex, 2017).
	2-4 months
	10,000−15,000 annually




SMART Goals
· Specific: Decrease employee turnover rate in the human resources department by offering better career development programs, compensation packages, and work-life balance.
· Measurable: The hotel can have a plan for attaining a 20% reduction in HR employee turnover rate within 12 months through Trainings, flexible work options, wellness initiatives, etc.
· Achievable: It proposes offering quarterly training sessions, introducing options for remote work, and reviewing salary structures with an annual budget of $110,000–$210,000.
· Relevant: Improving employee retention not only supports a hotel’s mission to provide consistent quality of service, but also can optimise operational efficiencies.
· Time-Bound: All employee retention measures implemented within 6–12 months, with quarterly review and adjustment based on employee feedback.

[bookmark: _Toc191775773]Conclusion
The report has identified high employee turnover within the HR department of the New York Marriott Downtown hotel to be a critical issue that can potentially impact the operations of the establishment, its financial performance and service quality. Using models like STEEPLED, SOAR, and TOWS to break down the research, multiple areas that are leading to the high turnover have surfaced. These include the lack of career growth opportunities, work-life balance, competitive compensation and benefits, modern HR technology, effective leadership, and communication. All of these factors combined with added pressure to work longer hours have created a toxic workplace culture, prompting employees to quit in record numbers. The outside factors like the fast-paced hospitality business and highly competitive job markets, as well as the high cost of living in New York City were detailed in a STEEPLED research. Old HR systems and low employee engagement were recognized as one of the key internal causes of the problem. The SOAR study identified the hotel's strengths. These are things like a recognizable brand name, a favourable location or an effective HR department all of which are highly important for attracting and retaining top talent. It also pointed out areas for growth, like enhancing employee benefits, strengthening training programs and allowing flexible work hours. The TOWS analysis generate strategic recommendations on turnover decreasing which based on exploiting the hotel’s power, taking outside opportunities, reducing risks and weaknesses. In reaction to these problems, a number of real-world proposals were put forward. For example, career development training, workshops, mentoring enhances retention by developing staff's vision for the future in the organization. In addition, flexible working opportunities, such as remote working and flexible hours, can assist employees in achieving a better work-life balance, reducing instances of burnout. Third, better compensation and benefits packages would make hotels more competitive when hiring and retaining talent. Fourth, the upgrade of HR technology can be more effective for operating improvement and efficiency. Improving communication and management techniques can help create a healthier work environment.” And finally, we can provide wellness programs and mental health support that alleviate employees' stress and keep flowing morale high. The implementation plan provides an overview of the steps, timelines, implementing entities and resources required to formulate and execute each recommendation. The long-term benefits reduced turnover costs, better employee morale and significantly better service quality far outweigh the costs, estimated from 110,000 to 210,000 times a year. Metrics such as reduced turnover rates, higher employee satisfaction scores and shorter time to hire will be used to measure the success of these initiatives. This plan will be reviewed and modified continually based upon employee feedback and a commitment to continuous improvement to ensure that the hotel remains on track to achieve its goals. Overall, the matter of the turnover in HR department could be a matter of longer-term success of the New York Marriott Downtown. If the hotel utilises the recommendations proposed, it will produce a much more stable, inspirational and desired workforce. Not only will that boost operational efficiency and financial performance, it will also elevate the guest experience. By taking full responsibility, this hotel would take a leadership role within hospitality. Business sustainability and employee satisfaction, such as low turnover and higher productivity will be achieved. It is so grateful to the New York Marriott Downtown for the opportunity to partner on this project. Through this research and the recommendation solutions, the hotel can achieve its targets by improving the service in an extensive manner and also engaging the employees by creating a happy environment for employees where employees do work efficiently and give full attention to serve the customer. These recommendations will help the hotel get success in future. Elevate Hospitality Solutions are looking forward to collaborating again to a hotel industry which values quality and innovation (Sharma, Chaudhary and Singh, 2019). 
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