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[bookmark: _Toc147500344][bookmark: _Toc147878239]Hilton London Kensington, a globally renowned hospitality brand founded by Conrad Hilton in 1919, has established itself as a beacon of exceptional hospitality worldwide. With a century-long legacy of providing luxurious and memorable stays, Hilton caters to diverse preferences and needs, from iconic urban landmarks to serene beachfront destinations across the globe (Tien, 2019). As the brand commemorates a century of excellence, its commitment to delivering top-notch services to guests remains unwavering. 
Against this backdrop, this research delves into the challenges faced by Hilton London Kensington UK, specifically focusing on employee retention. The effectiveness of the hotel's staff serves as the backbone for the company's development. However, in the aftermath of the COVID-19 pandemic, Hilton Hotels and Resorts, like many in the hospitality industry, grapples with considerable challenges in retaining and engaging its workforce (Hafsa, 2020). This research aims to identify key areas affecting employee retention and propose comprehensive solutions to enhance job satisfaction and overall staff retention.
Background 
The research is based on the problems faced by Hilton London Kensington on employee retention. The employees of the company are specified for their effective practices that serve as a backbone in the development of a company. Eventually, after the impact of Covid-19 Hilton Hotels and Resorts, like many large hospitality chains is facing several challenges in employee retention and engagement (Hafsa, 2020). It can be due to a reason (major or minor) that gives employees a reason for turnover from the company. Like, for Hilton London Kensington UK, the first issue that can be related is the effective wages for their staff. While Hilton is known for its commitment to fair wages and salaries (along with compensation), some employees may still receive higher earning potential in other industries which makes it difficult for the hotel to attract and retain top talents, especially in high-cost-of-living areas (Shende et al., 2021). Similarly, the work-life balance of employees has been affected in this hotel, where more than 55% of employees feel burdened during work and their happiness has been reduced after working there, leading to disengagement and increased turnover. This has caused a hotel shortage of staff which is affecting their services a lot (Tumangkeng et al., 2019). This report will identify the key problematic areas of retention of employees. To address those problems and enhance satisfaction among staff and retention, a comprehensive approach must be used, including attractive salaries and compensation, flexible working hours, effective training programs, etc.
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In the industry of hospitality, retention of staff has been an important challenge for Hilton Hotels and Resorts. It evolved into an important problem that has to be addressed to find particular answers. Delivering excellent customer service whilst maintaining an advantage over the competition requires retaining talented and motivated workers (Hole, 2019). The issues of retaining staff members at Hilton Hotels and Resorts will be investigated in this section, taking into consideration the impact of multiple contemporary factors like the outcome of Brexit, COVID-19, inflation, economic circumstances, and the global retirement tide (Davahli et al., 2020). 
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To assess the external influences and areas related to the retention of workers that influence Hilton Hotels and Resorts' potential to attract and keep excellent employees, a PESTEL investigation is needed (Seyitolu and Ivanov, 2020).
Political: These elements can encompass governmental regulations and standards in addition to political stability that are in the UK, all of which influence Hilton's staff retention. The changes in policies include changes in labor laws (strict laws), appropriate wage laws, training and development of government incentives, and taxation policies that have affected staff retention and dissatisfaction among employees (Zulkarnaen et al., 2020). Political instability can create a false and stressful environment for the hotel staff, leading to a decline in business growth and investment.
Economic: The economic factors have affected employee retention a lot at Hilton Hotels and Resorts. It is due to certain factors such as a rise in inflation, uncertain rules of Brexit for laborers and staff, demand and supply, and the other factors that led to layoffs, creating job insecurity that can impact staff morale and retention (Hang et al., 2020). Along with this, the economic uncertainty has discouraged employees from committing to long-term work making it challenging for Hilton Hotels and Resorts to achieve growth and customer satisfaction.
Socio: Social factors play an important role in employee retention at Hilton London Kensington. These factors include attitudes, beliefs, and values of the workforce, as well as wide trends in society. Also, various factors such as work-life balance, growth opportunities, and diversity & and inclusion practices have hindered the staff in a negative manner which has led to disengagement (Seyitoğlu and Ivanov, 2020).
Technological:  Technological factors impacting employee retention at Hilton London Kensington, include the need to keep pace with rapid advancements in their hotels. The factors include a high rise in advancement in technology, privacy, and data concerns that can be paramount to employee trust (Drexler and Lapré, 2019). Hilton Hotel and Resorts' acquisition of emerging technologies like the use of Artificial Intelligence and automation of new training technologies has affected employee roles and necessitates that led to a decrease in employee morale and satisfaction, ultimately leading to disengagement.
Environmental: Environmental factors affecting Hilton London Kensington employee retention include the increasing emphasis on sustainability and eco-consciousness in the hospitality industry. The rise in sustainable practices which is being prioritised by the guests has made hotels implement green practices. Failure to do so may lead to a negative perception among potential and current employees, impacting their retention efforts. Additionally, unpredictable weather patterns and natural disasters in various regions can disrupt operations, causing stress and uncertainty among staff, and affecting their willingness to stay with the company (Han, 2021). 
Legal: Legal factors have significantly affected Hilton London Kensington's employee retention efforts. Employment laws and regulations, including those related to discrimination, wage and hour, and workplace safety, played a crucial role in retention. Compliance with these laws requires constant monitoring and adjustments to policies and practices (Wong et al., 2021). Additionally, evolving immigration laws impacted workforce diversity and hiring practices. Intellectual property protection was also a concern, particularly regarding proprietary training materials and branding. Hilton had to navigate these legal challenges to maintain a favorable working environment and mitigate legal risks associated with employee retention.
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SWOT analysis helps to identify the key areas of strength along with the internal and external areas of improvement and development. SWOT analysis of Hilton London Kensington are as follows-
	Strengths

The biggest strength is that the Hilton London Kensington lines under the large hotels; which means that it has a high brand reputation in the market (Hariandia and Vincent, 2022). The hotel is known for its luxury services at the best prices. Hilton offers healthcare facilities and retirement benefits to their staff members to encourage and retain top talent in their hotel. Along with this, the hotel has an ideal place for training new recruiters in their hotel where after training, the staff receives practical application opportunities in the training place only (Cop et al., 2020).

	Weaknesses

Hilton London Kensington, after the global pandemic, has caused various problems which has become their weakness. It includes the high turnover of the employee from the company since they want more benefits from their workplace and the benefits provided by this hotel does not meet those needs. Eventually, every hospitality service are providing the same benefits better than the hotel which is a weakness for the hotel. Eventually, seasonal demand fluctuations can lead to temporary layoffs, impacting employee job security and satisfaction.

	Opportunities

Hilton Hotels and Resorts has certain opportunities for employee retention. They need to restructure their policies for employee retention and engagement. There is an opportunity for them can go out for employee wellness programs. Implementing wellness initiatives can enhance employee health, satisfaction, and retention. An effective staff should deal with every customer; for this, the hotel can provide diversity and inclusion training to these staff members to encourage teamwork between the employees and clear the problems of guests (Cop et al., 2020). Also, adapt technologies for feedback from customers to enhance the practices of employees to feel valued and satisfied during their work (Burgess et al., 2020). 
 
	Threats

There are certain threats for Hilton London Kensington such as economic downturns like the recession and crisis (like COVID-19) can lead to barriers in work and cause disengagement in employees. In this industry, attracting and retaining skilled employees in high-demand areas can be difficult due to intense competition in the market taking up an employee from other hotels which makes it difficult to survive in the market (Bajrami et al., 2021). 
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There are several potential solutions for Hilton London Kensington for effective employee engagement, satisfaction, and active retention in the hotel which are as follows- 
Initiate training and development programs: Hilton London Kensington can implement comprehensive training and development programs which can be crucial for enhancing employee engagement and retention. These programs will empower our staff with the skills and knowledge necessary for delivering specialized service to their customers (Garrido-Moreno et al., 2021). By investing in continuous learning and development programs, employees will feel valued, satisfied, and motivated in their careers. Thus, encouraging a culture of growth and excellence within the organization.
Encourage Team Building Opportunities: Hilton London Kensington can In the future, Hilton Hotels and Resorts can prioritize team building opportunities. By fostering a collaborative and cohesive work environment, hotels will aim to enhance employee engagement and productivity. These team-building activities will encourage fun living activities, improve communication practices, and strengthen relationships between team members. Through these initiatives, Hilton Hotels can encourage a more motivated and retained workforce and will provide exceptional services to their guests (Chanana and Sangeeta, 2021).
Provide Work-Life Balance to Employees: Hilton London Kensington can offer a healthy work-life balance environment to increase employee retention. Hotels can take on initiative by employing different individuals for different shifts or should provide flexible work arrangements and employee wellness programs so that employees can better manage their personal and professional lives (ABDİEN, 2019). This not only results in reducing burnout but will also encourage loyalty of customers, as team members appreciate a company that values them. As a result, Hilton Hotels and Resorts can retain top talent in their hotel save costs on training, and will maintain a satisfied and motivated workforce. 
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Conclusion
In conclusion, the research report has shed light on the critical issue of employee retention which is faced by Hilton Hotels and Resorts. The rise in the hospitality industry's challenges, compounded by factors like the COVID-19 pandemic, has underlined the importance of addressing this problem effectively. In this report, a thorough analysis is done through PESTEL and SWOT analysis to identify the key internal and external factors that affect employee satisfaction and employee retention. Through the analysis, it has been found out that Hilton's strengths in brand reputation are assets of the hotel but the weaknesses experienced that the hotel has been at a diminishing point after post-pandemic turnover and has led to layoffs and disengagement of employees. To address the weakness and challenges of employee dissatisfaction and disengagement, Hilton Hotels and Resorts developed a strategic output of providing effective training and learning programs for their staff to make them specialized in their skills along with a healthy work-life balance that will help the hotel retain top talents.
In recommendations, Hilton Hotels and Resorts should take prompt measures that should provide maximum benefits to the organization by implementing a performance-based incentive program. Through this approach, the employee will work more for monetary and non-monetary benefits which will boost their productivity. Here, sometimes the company can give the same and better rewards to every staff to make them happy. Applying this recommendation will help in better turnover and retention.
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