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[bookmark: _Toc213432751]Executive summary 
The Savoy, London, a famous five-star luxury hotel known for its elegant service, architectural history, and high-profile guests, asked for this consultation study.  The hotel has been having a lot of problems with its internal operations, the most serious of which are excessive staff turnover and service standards that aren't always the same.  These problems have grown more important as the global workforce has changed and both visitors and workers have higher expectations.  The goal of this research is to look at these problems in detail, figure out what caused them, see how they affect The Savoy's reputation and performance, and provide long-term, workable remedies. The research starts with a detailed history of The Savoy, which began in 1889 and is now a famous London building on the Strand.  The hotel has a long tradition of being associated with quality, but it is not immune to the changes in contemporary hospitality.  ClearPath Consultancy, a consulting business, wrote this study to provide an organised, scholarly, and evidence-based way to make organisations better.  Using theoretical and practical frameworks such as STEEPLED, SWOT, and TOWS, the consultant did a full evaluation of the hotel's internal operations and the outside influences on its workers and service delivery. The research says that excessive staff turnover is a big problem, especially for those who work in front-line service jobs.  Data from the larger hotel industry shows that turnover rates in the sector are still much higher than in other sectors. This is made worse by competitive labour markets, increasing living expenses, and changes in employee expectations during the epidemic.  For The Savoy, a lot of employees leaving has made staffing uncertain, which hurts the hotel's ability to provide the highly customised experiences that characterise its brand.  Another big problem was inconsistent service delivery, which was directly connected to poor onboarding, not enough uniformity in training, and not enough cooperation across departments. The study gives a thorough look at what caused these difficulties in the first place.  Internally, the hotel's current onboarding procedures were not well-organised, so new employees didn't know what the operating standards or workplace expectations were.  There weren't many chances for employees to grow and be promoted, which hurt morale and made them less interested in their jobs.  A dearth of ways to recognise people made it even less likely that they would stay committed for a long time.  Demographic changes, laws on hiring, and worries about the economy were all seen as things that made the situation worse from the outside.  The cost of hiring and keeping qualified hospitality workers has gone up because property rates in central London have gone up and the availability of overseas workers has changed since Brexit. A STEEPLED analysis was done to put these problems in a bigger picture.  Social variables showed that employees' expectations about work-life balance and professional advancement were shifting.  Advances in technology showed that digital learning platforms may make training more effective.  Economic and demographic variables showed that it was hard to find and afford people who worked in central London.  Political and legal factors brought attention to the effects of changes to immigration rules after Brexit.  We also spoke about ethical and environmental issues in relation to the company's responsibilities and the health of its employees.  These results were put together into a SWOT analysis, which showed internal strengths (like brand legacy and a prime location) and weaknesses (like operational inflexibility), as well as external opportunities (like digital transformation) and threats (like labour shortages and rising costs). The study moved from analysis to strategic planning by using a TOWS matrix.  This framework made it possible to find practical and doable ways to use strengths and fix flaws while dealing with outside demands.  These tactics were the basis for a set of suggestions that were made specifically for The Savoy's business model and market position. The report's suggestions are based on three main ideas: keeping people, training them, and getting them involved.  First, it proposes putting in place a structured onboarding program with specialised mentors to help new hires fit in better and stay longer.  Second, it suggests creating standard operating procedures and using digital microlearning platforms to provide consistent instruction.  This will help make sure that services are delivered consistently and will cut down on differences across shifts and departments.  Third, it suggests adding staff recognition programs, methods for employees to move up within the company, and flexible schedule alternatives to boost morale and engagement.  The goal of these programs is to reduce turnover, build up institutional expertise, and make the visitor experience better. The paper uses the ADKAR change management paradigm to put these plans into action.  This methodology helps the hotel go through phases of raising awareness, creating desire, giving information, making sure ability, and reinforcing change.  Some specific ideas are to create organised communication strategies to explain why changes are being made, test new procedures in certain areas, and provide continuous support via feedback systems and leadership engagement.  Some important success measures are included, such as lower staff turnover, higher guest satisfaction ratings, and higher staff engagement as assessed by surveys and retention statistics. An action plan is offered to facilitate the practical launch of these projects.   This plan lists particular issues, their remedies, the goals that will be reached, the time periods that are feasible, the completion dates, and the expected budgets in GBP.  The prices have been worked up based on the size of the hotel and its ability to pay for them.  For example, it is thought that it will cost £7,500 to set up an e-learning training module and £6,500 to update staff uniforms.  When you think about how much it costs to lose employees each year, which may be more than £100,000, these investments aren't that big. The action plan and suggestions are meant to help The Savoy in the long run.  These include a more steady staff, greater service consistency, happier guests, and a stronger brand position.  Also, they should save money over time by cutting down on the need for recurring hiring and training cycles.  A dedicated and stable team will also help the hotel come up with new ideas and meet the needs of future guests. Lastly, the report ends by thanking The Savoy for letting them do this consulting job.  It acknowledges the hotel's reputation as an icon and the confidence that ClearPath Consultancy has to provide strategic advice on sensitive internal issues.  The fact that everyone worked together on this project shows that they all wanted to achieve operational excellence and protect the brand.  The firm is still open to working with The Savoy and looks forward to helping it with future efforts to maintain and improve its prestigious place in the world of premium hospitality.
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1. [bookmark: _Toc213432752]Introduction
The Savoy is a five-star hotel in London that is well-known. It sits on the Strand in the City of Westminster, London, on the north bank of the River Thames, close to Covent Garden and the West End theatres (The Savoy, 2024). Richard D'Oyly Carte and architect Thomas Edward Collcutt planned it as Britain's first purpose-built luxury hotel. It opened in 1889 and took five years to build.  The hotel has 267 guest rooms and suites, many of which have views of the river. The rooms and suites are furnished in a mix of Edwardian and Art Deco styles (Layers of London, 2025).  The Savoy is a classic luxury hotel with a long history. It is located in a very competitive metropolitan market and serves both business and leisure tourists who seek customised, perfect service (The Savoy London, 2018). ClearPath Consultancy Ltd. is an independent consulting company established in the UK that works on hotel operations and initiatives that concentrate on improving people.  The company helps hotels figure out what is causing performance problems, come up with ways to fix them, and assist the execution of change-management plans.  ClearPath is an outside consultant for The Savoy. They provide a new point of view and focused analysis to assist the hotel enhance its operational stability and the quality of the guest experience (O’Mahoney, 2021). The main point of this study is that The Savoy has a high staff turnover, which leads to inconsistent service.  In a luxury historical hotel, losing experienced staff and hiring new ones often may break continuity, lower institutional knowledge, decrease reaction times, and cause service standards to vary.  These changes may make guests less happy, hurt the hotel's image, raise the costs of hiring and training new staff, and, in the end, hurt the hotel's bottom line and competitive position (Murniati and Bawono, 2020).  The luxury hotel market in London is exceptionally hard to work in because of high labour expenses, a small pool of qualified candidates, high guest expectations, and fierce rivalry. All of these factors make turnover have an even bigger effect on service performance.  This paper will use three main academic frameworks to organise the analysis.  The STEEPLED model will first be used to look at how external macro-environmental variables, such as social, technological, economic, environmental, political, legal, ethical, and demographic factors, impact the stability of the workforce, the delivery of services, and the control of operational costs in the luxury hotel industry.  The SWOT framework will also look at The Savoy's internal strengths and weaknesses in terms of its people and service systems, as well as the possibilities and dangers that the premium market environment presents.  Third, the TOWS matrix will transform the SWOT results into strategic, concrete steps that fit with The Savoy's brand values and the way it works. This will help plan projects to lower turnover, increase service consistency, and make the guest experience better.  ClearPath will utilise these frameworks to find the fundamental causes of problems, provide strategic suggestions, create a strategy for managing change, and set quantifiable key performance indicators (KPIs) to measure progress.  The goal of this framework is to make sure that the analysis is clear and the answers are useful.
2. [bookmark: _Toc213432753]Analysis
2.1. [bookmark: _Toc213432754]Description of the issue
The Savoy, London, a premium historic hotel, is having a problem with high staff turnover that will not go away. This is making it hard for the hotel to provide consistent service to customers.  The Savoy is known for providing perfect, customised service, and its competitive edge comes from the fact that frequent visitors anticipate the same high level every time they visit and first-time guests want the reputation to match reality (Ineson, Yap and Niţǎ, 2017).  Nevertheless, when a lot of employees leave, it hurts the institution's expertise, breaks up teams, and slows down the growth of experienced workers (Cappelli, 2015). The UK hospitality industry has turnover rates that are far higher than the national average. The average worker turnover across all UK sectors is roughly 34% from 2022 to 2023, however housing and food services have the highest turnover rates (Murray, 2025).  According to polls over 42% of hospitality workers in the UK may quit their jobs within the first 90 days. This shows that the business has trouble keeping new personnel (López-Andreu and Hamedani, 2019).  The Savoy has officially recognised that staffing issues are a problem in the high-end London market. Reports have said that a lack of workers and high turnover are making things harder for the hotel. Turnover leads to inconsistent service, which has a number of bad effects: it makes guests less happy, hurts the hotel's brand name, raises the expenses of hiring and training new staff, and, in the end, threatens revenue and profits (Kang et al., 2018). When experienced employees depart, it might take new recruits or agency workers a while to get up to speed, which can slow down service response times, make it harder to get personalised attention, and lead to more guest complaints. All of these things can make guests less likely to book again and tell their friends about their stay (Mwilu, 2016).  In a place where visitors at London's finest hotels demand smooth service, any change is noticeable, and the Savoy may have trouble justifying its high prices.  Replacing staff costs money in terms of advertising, hiring, training, lost productivity, and maybe even higher error rates. Academic sources say that replacing an employee can cost between six and nine months' salary, and industry reports for the UK say that it costs about £30,000 for each worker who makes around £25,000 (Mohammed et al., 2016). Also, because RevPAR (revenue per available room) at luxury hotels relies a lot on how happy guests are and how strong the brand is, changes in service quality might lead to lower occupancy or discounts to keep bookings.  The problem affects several hotel departments, including the front desk, cleaning, food and drink, concierge, spa, and events (Sainaghi, 2011). All of these areas need experienced, well-trained workers who can deliver on the brand promise.  If the personnel levels and skills are not constant, the hotel may not be able to manage premium areas, make sure that guests can travel smoothly from one area to another, or maintain luxury standards throughout shifts and seasons (Hom et al., 2017).  The reasons for turnover at the Savoy are related to larger issues in the employment market and the way the business runs.  London's tight job market, rivalry among high-end hotels, and growing cost of living make it hard to find and keep good workers.  High labour costs, pay pressures caused by inflation, and work patterns that aren't very sociable are all things that make people tired and unhappy in the luxury hotel industry.  Industry experts say that excessive hours, little opportunities for advancement, and poor onboarding are some of the main reasons why people quit early (Giousmpasoglou, 2024). For example, one study found that 42% of new workers in hospitality leave within 90 days because they were hurried or not properly trained.  The Savoy has made changes, such as improving staff facilities and colleague engagement metrics (reporting a jump from 69% in 2021 to 87% in 2024), but the fact that turnover is still high suggests that the main problems are still not being solved (Barrow, 2023). These problems include high operational demands, high service expectations, and the need to constantly hire new staff.  In short, the high turnover rate of personnel at the Savoy leads to inconsistent service that might hurt guest happiness, brand positioning, cost management, and revenue streams. This is a top priority for strategic intervention (Al-Suraihi et al., 2021).
2.2. [bookmark: _Toc213432755]STEEPLED analysis
Social
Significant challenges come from changing visitor expectations and the attitudes of the personnel.  In the UK luxury hotel industry, clients are asking for more personalised, rapid service, proof of environmental responsibility, and personnel that come from a variety of backgrounds (Cettin and Walls, 2015).  At the same time, hospitality professionals, particularly younger ones, put a lot of value on having a good work-life balance, moving forward in their careers, and a relevant workplace culture.  Because of this change, hotels like the Savoy may have trouble keeping people who don't like typical long-hours service jobs (Tamang, 2025).  The hotel industry has a high turnover rate because of this difference between what employees want and what the work requires. 
Technological
Technology is changing how hotels work and what their employees do, which is both a good and bad thing.  New ways of scheduling, guest service platforms, automation, and digital training may help workers by making their jobs easier (Mo, Mai, and Yang, 2024).  However, high-end hotels need to find a balance between technology and human service.  If the Savoy doesn't spend enough on technology that helps workers, such digital training modules or better scheduling, staff may have more work to do and less help, which might lead to more attrition (Hassan, Mahmoud, and Hussien, 2022). The industry study says that even while technology has become better, there are still worker shortages and fatigue. 
Economic
Luxury hotels that hire a lot of people are having a hard time because of economic difficulties.  The UK hotel business is having trouble finding workers, wages are going up, and costs are growing because of inflation.  For instance, a research from 2024 indicated that the average turnover rate in the hotel industry was 52% (PwC, 2024). The new adjustments to the budget and the increased costs for employers make things much harder.  These things make it hard and costly to keep workers (Sun and Wang, 2017).  The Savoy has to pay more to hire and train new employees when turnover is high, which lowers profits and may require them to choose between cost and service quality.
Environmental
Now, guests' choices, brand reputation, and how the business runs are all affected by environmental regulations and sustainability.  The study of the UK hospitality industry revealed that 90% of firms think the circular economy is vital and 93% have a plan or strategy for sustainability (Roberts, 2024). Hotels that do not make sustainability a part of their business may have trouble hiring or keeping personnel who care about corporate responsibility (Brazdauskas and Gaigalaite, 2015). At the Savoy, environmental programs could mean that staff need to be trained, given new jobs, or have their jobs changed. If these changes aren't handled correctly, they can lead to staff turnover and inconsistency.
Political
Changes in immigration and political policies have a direct effect on the supply of workers.  Since Brexit, the UK hospitality employment crisis has become worse since fewer EU workers are coming to the UK.  For instance, a recent study found that there were "approximately 121,000 vacancies in hospitality between July and September 2024" and warned of shortages caused by legislative changes (Hone, 2024). This implies that hiring people for the Savoy is tougher, they have to rely more on temporary or less experienced workers, and the quality of service worsens (Pollio et al., 2025).
Legal
Employment law, immigration legislation, and minimum wage laws are all important legal concerns.  Recent revisions made it more expensive to hire overseas labour by raising the penalty for unlawful workers and the income criteria for sponsorship methods. Legal restrictions on the movement of workers make it hard for a luxury hotel to keep its workforce, which leads to high turnover and inconsistent service (Moore Kingston Smith, 2024).
Ethical
There are more ethical concerns about wage justice, personnel welfare, diversity, and inclusion.  Workers in the hospitality industry want to be treated fairly, have chances to grow, and be respected (Cloutier, et al., 2015). Reports say that not having chances to advance and working odd hours are still big reasons why people leave.  For the Savoy, not meeting these ethical standards may lead to unhappy workers, more staff leaving, and a less consistent visitor experience (Johnson, 2020).
Demographic
The changes in the labour and talent pool's demographic composition are important.  Historically, the hotel industry depended on youthful, part-time, and immigrant workers.  The talent pool is becoming smaller because fewer young people are getting jobs in hospitality and immigration rules are getting stricter (World Economic Forum, 2025).  In London, where living expenses are high, hospitality professions are less appealing than other options. The Savoy has to compete with other hotels and with industries that provide more solid job opportunities, which raises the danger of turnover.
2.3. [bookmark: _Toc213432756]SWOT Analysis
	Strengths
	Weaknesses

	· Iconic heritage brand and prime central London location of The Savoy, London — contributing to strong guest demand (The Savoy London, 2018).
· Reputation for personalised luxury service and premium guest experience (The Savoy, 2024).
· Strong food & beverage prestige and event spaces boost revenue streams beyond rooms (The Savoy London, 2018).
	· Elevated operational cost base (maintenance of historic building, high guest expectations) increases vulnerability to staff instability (Noordzife, 2024).
· High staff turnover and resulting service inconsistency undermine key brand promise. (Industry‑wide turnover remains substantial)  (Dogru et al., 2023).
· Dependency on experienced, long‑tenure staff means loss of institutional knowledge when turnover rises (Nyambok and Hongo, 2022).

	Opportunities
	Threats

	· Growth in luxury London hotel market and rising demand for experiential stays (Dridea and Dobrotă, 2024).
· Use of digital training and staff‑engagement tools to reduce turnover and boost service consistency (Ekhsan, Badrianto,  and Suwandi, 2023).
· Emphasis on sustainability and brand credibility may enhance staff loyalty and guest preference for socially responsible hotels.
	· Intensifying competition: influx of new luxury hotel rooms in London could dilute demand for The Savoy’s offering (Walsh, 2024).
· Labour‑market pressures: staffing shortages, high turnover rates, and increasing wage/benefit demands in UK hospitality (Duvai et al., 2022).
· Economic and cost pressures (inflation, labour cost increases) may force cost‑cutting that impacts staff morale and service quality (Mashau and Makhunga, 2018).



2.4. [bookmark: _Toc213432757]TOWS
	SO (Strengths–Opportunities)
	Use The Savoy's well-known brand and central London location (Strength) to start a high-end staff development program that is linked to trends in luxury hospitality (Opportunity: increase in experiential stays).  For instance, set up a "Savoy Excellence Academy" to improve service and keep customers coming back.

	ST (Strengths–Threats)
	Use the hotel's reputation for individualised luxury service (Strength) to fight against competition from other luxury hotels and pressure from the staff market (Threat).  For instance, to recruit and keep high-quality employees even when wages are low, focus on the "Savoy Heritage Service" brand both within and outside the company (Patrick Hilton et al., 2015).

	WO (Weaknesses–Opportunities)
	Use digital training technology and sustainable branding to deal with high turnover and training costs (Weakness).  For instance, use e-learning courses and "green culture" onboarding that younger workers would like and that will keep them from leaving early.

	WT (Weaknesses–Threats)
	Address the weakness of relying on skilled people and a high operating cost base while dealing with the threat of workforce shortages and growing expenses (Cappelli, 2015). For instance, create a multi-tier employment approach that combines experienced core personnel with trained internal talent and part-time grads to keep service standards high while lowering costs.



3. [bookmark: _Toc213432758]Recommendations and Change Management
A full, people-centered plan is required to deal with the hotel's significant staff turnover and variable service quality.  First, the hotel should work on keeping and getting more workers.  This means making the workplace better, paying people better, giving them more opportunities for professional growth, and better communication (Burnes, 2014).  For instance, doing a market study and making pay and benefits more competitive will make it less likely that people would quit because of money.  The management should also make it clear what the career paths and training options are so that staff can envision a future at the hotel.  Formal onboarding and mentoring programs can assist new employees get used to their jobs quickly and feel supported, which will lower the number of people who leave early (Süveges and Kurucz, 2024).  Building a "family" atmosphere where everyone is treated with respect and letting workers to in decisions (such setting shift schedules or coming up with ways to enhance service) can make them more committed.  Giving people regular praise for doing a good job, whether it's via informal praise, peer recognition, or little awards, can encourage good behaviour and boost morale (Sethumadhavan, 2025).  Flexible work schedules, such self-scheduled hours, shortened weeks, or cross-trained jobs, might help with work-life balance problems that commonly lead to high turnover in the hospitality industry.  To put it simply, management should use a comprehensive retention plan that includes supportive leadership, clear lines of communication, fair HR processes, interesting work, and rewards that matter (Suff, 2020).  When used collectively, these steps are well-known in hospitality studies to greatly cut down on turnover.  Standardising processes and training may help with service consistency.  Management should make sure that all employees know the hotel's service standards by writing explicit Standard Operating Procedures (SOPs) for all client interactions, such as check-in, cleaning, dinner service, and addressing requests (Whittington and Molloy, 2005). Training programs that include everything, such digital courses, workshops, and practice on the job, must be offered and updated on a regular basis.  Microlearning and e-learning technologies are quite helpful here. They enable busy workers study in small bursts at times that work for them, make sure that the information is always the same, and keep track of who has finished and how well they did (Mitchell, 2018).  Research shows that well-planned training immediately enhances the quality of service and keeps employees.  To keep things consistent and cut down on mistakes, frontline workers should have access to tools like checklists, mobile applications, and quick-reference manuals (Bégin et al., 2022).  Also, doing frequent quality inspections (such having supervisors go through the store, sending out guest feedback questionnaires, and having mystery visitors) can help find areas where performance is lacking and provide focused instruction.  If anything like uneven uniforms or look hurts the brand's image, updating the uniforms should be done cautiously (Murniati and Bawono, 2020). Get workers involved in picking out comfortable designs and give them time to adjust so the change seems like a group effort, not something that was forced on them.  In the same way, any change in tasks (such cross-training housekeepers to help at the front desk at busy periods) must come with step-by-step training and explicit information about the advantages (Burton et al., 2018).  The hotel will make sure that service is consistent throughout shifts and workers by incorporating standards into training and daily tasks. Management should use a systematic method, such Kotter's eight-step model or the Prosci ADKAR framework.  First, make people aware—clearly explain why changes are necessary.  To show the issue, you may, for example, provide recent visitor comments or turnover statistics in a staff meeting (Brusati, 2024).  Next, get staff involved by asking them for their thoughts on how to solve problems and showing them "what's in it for them" (better scheduling, skill advancement, a greater hotel reputation).  Then, provide Knowledge and Ability via training and assistance. For example, offer seminars on new tools or processes, allow staff practise in safe environments, and link experienced team members with those who are learning new jobs (Laig and Abocejo, 2021). For example, if modifying duties, give others a chance to observe before completely hand them over.  Keep the lines of communication always open. Encourage workers to ask questions and provide feedback so they know they are being heard.  Kotter stresses that leaders must openly support the change (for example, managers should wear the new uniforms and follow the new schedules) and eliminate any hurdles (for example, make sure that staffing tools or training materials are easy to find) (Alhaderi, 2021).  If is possible, make changes in phases. For example, try out a new timetable in one area, make improvements based on feedback, and then roll it out to other departments.  Make short-term successes along the way, such tiny service improvements or a rise in staff morale within weeks, and celebrate them in public to keep the momentum going.  Finally, reinforce the change: after new processes are in place, keep praising compliance (for example, when a team meeting meets service goals) and make sure that expectations are clear in formal rules (by updating the employee handbook or assessment criteria) (Chappell et al., 2016).  The hotel has to set clear goals to keep track of its development.  The turnover rate of employees, the average length of time they work for the company, and the results of periodic staff satisfaction surveys are all important indicators.  Guest satisfaction ratings (such survey scores, online reviews, and the Net Promoter Score) and the number of complaints should be used to assess service quality. The objective should be to have fewer mistakes or problems (MoghadasNian and MoghadasNian, 2024).  Managers may look at these numbers every month and compare them to baseline numbers.  Qualitative feedback is also helpful. Regular "town hall" meetings or suggestion boxes let employees say how improvements are functioning.  The hotel should look into why a measure isn't getting better. For example, if turnover stays high, they could look into exit feedback to find out what issues are happening (Luch, 2022). Changes, such extra training or alternative schedule, should come next.  A good plan would exhibit evident changes over a 6–12 month period, such as fewer absences, higher morale, better service ratings, and more consistent workforce.  Setting clear goals, such "90% of staff trained on the new SOPs by Q2" or "raise overall guest satisfaction by 5% this year," can help make sure everyone is responsible. The hotel will get a lot of benefits from these people-focused methods (Zhenjing et al., 2022).  Lower turnover offers huge savings: hiring, training, and lost productivity may cost 30–50% of an employee's yearly compensation.  Thus, even little increases in retention may save a lot of money.  Staff that are more experienced and well-trained will do their jobs quicker and better, which will make customers happier (Ton, 2014). Guests who are happy with their stay are more likely to come back and promote the hotel, which increases occupancy and income.  Consistent, high-quality service also helps the hotel build its brand and might make it possible to charge more.  A good work atmosphere will make employees more motivated and productive, which will lower the number of errors and absences.  Better morale among workers might lead to new ideas: they could offer ways to make the service better or work more efficiently.  Aligning workers' personal ambitions with the hotel's purpose (for example, by showing them how their job helps bring in repeat business) can make them more engaged, which research in the hospitality industry says leads to reduced attrition and better client experiences (Celestin et al., 2024).  In general, these adjustments start a virtuous cycle: a dedicated staff gives better service, which helps the hotel do better and have a better reputation, which makes it a great place to work. The recommended remedies do need some money, but the costs are manageable given the size of the hotel and the advantages.  Training development and delivery are two of the biggest costs.  If the hotel has 50 employees, it may cost £5,000 to £10,000 to set up an e-learning platform or hire a training expert (many systems charge per user or offer yearly subscriptions) (Choudhury, 2021).  Creating internal training materials like slides and manuals mostly costs staff time.  Changing uniforms will cost money just once. For instance, 50 new uniforms at £150 apiece would cost £7,500.  If you utilise scheduling or HR software, it might cost you a few hundred dollars more each month.  It doesn't cost anything to set up flexible scheduling, but cross-training staff implies that they will have to work extra hours or shifts for a short period as they learn new jobs (Kelliher and De Menezes, 2019).  Recognition programs, such gift cards or modest incentives, might cost £50 to £100 per employee every quarter, which isn't much.  The biggest ongoing expense would be any pay raises or better benefits. These should be chosen carefully to stay within the budget. For example, a 3–5% merit rise would be possible provided it matches with revenue expectations. If the average wage at the hotel is £30,000, it may cost £9,000 to £15,000 to hire a new employee.  If the hotel loses ten workers a year, it might cost more than £100,000 to hire new ones.  A £10,000 yearly training spend, on the other hand, might lower turnover by several positions, saving tens of thousands of dollars.  Also, spending £7,500 on uniforms and branding might make guests more loyal, which would pay for itself via repeat reservations.  In short, there are costs up front and over time, but they are investments that should pay off fast by lowering turnover costs and increasing revenue from happy visitors and personnel.  The hotel's management should include these costs in the following year's budget. They may want to phase in the biggest ones, like new uniforms or software, after the first steps, like changing schedules and basic training, are already in place. In short, the hotel has to utilise a single strategy that focusses on its people and processes. The hotel can keep its staff stable and provide consistently great service by enhancing working conditions, training, and engagement, and by managing every stage of change with clear communication and support. Success will be assessed by real-world results, such lower turnover and improved visitor ratings. This will lead to lower costs and larger profits. The investments needed are little compared to the size of the hotel, and the benefits are much bigger. Staff will accept the new ways of doing things and the transition will go well if you use careful change management techniques including communication, staggered rollout, and continuing reinforcement (Agbodo-Otinpong, Brien, and Vidwans, 2024). If you follow these tips carefully, the hotel should become a location where staff want to remain and customers want to come back.
4. [bookmark: _Toc213432759]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover in key operational areas
	Introduce a structured onboarding and mentoring programme across departments
	New hires feel supported and integrated early, reducing first-year attrition and improving role confidence
	3 months
	07/02/2026
	£9,000

	2
	Inconsistent guest service delivery across shifts
	Develop and roll out SOP-based digital microlearning modules for all service roles
	Standardised service quality, reduced guest complaints, and consistent brand delivery
	4 months
	07/03/2026
	£7,500

	3
	Limited career development opportunities leading to low staff morale
	Create internal career progression tracks with skills-based promotion pathways and quarterly appraisals
	Enhanced staff motivation, reduced turnover, and better succession planning
	6 months
	07/05/2026
	£12,000

	4
	Resistance to operational change from long-standing employees
	Apply the ADKAR model to all change communications and training efforts
	Increased staff buy-in for new policies, smoother implementation, reduced friction
	2 months
	07/01/2026
	£4,000

	5
	Unattractive uniform and inconsistent dress standards harming staff engagement
	Redesign staff uniforms collaboratively and offer comfortable, durable options
	Greater sense of identity and pride, visual consistency in line with brand
	3 months
	07/02/2026
	£6,500

	6
	Lack of structured staff recognition lowering engagement
	Launch a quarterly peer-voted recognition scheme with small incentives
	Strengthened team cohesion, morale, and personal investment in service quality
	2 months
	07/01/2026
	£3,000

	7
	Weak feedback mechanisms limiting service improvement
	Install anonymous digital staff suggestion platform and regular pulse surveys
	Continuous service and experience improvement through bottom-up insights
	3 months
	07/02/2026
	£2,500



5. [bookmark: _Toc213432760]Conclusion
The paper has looked at the ongoing problem of excessive staff turnover and how it directly affects the consistency of service at The Savoy in London.  The inquiry has shown that the problem arises from both internal structural deficiencies and external pressures on the hotel industry.  The Savoy's famous history and reputation for personalised service are at jeopardy because of frequent staff changes, which break up team cohesiveness, lower institutional knowledge, and make the guest experience worse.  In a market where luxury means consistency and personal attention, inconsistent service may hurt visitor happiness, brand reputation, and long-term profits. The investigation made it clear that the reasons for turnover are complicated and have several layers.  Internally, the absence of organised onboarding, restricted career advancement, and inadequate recognition systems lead to premature exits and diminished morale.  Changes in demographics, the law, the expense of living in London, and post-Brexit immigration trends have all made it harder to find and keep good employees.  Also, employees' evolving expectations regarding work-life balance and chances for growth have made the gap between what employers provide and what workers need even bigger.  The STEEPLED research showed how big outside influences affect the hotel's day-to-day operations.  Building a steady, motivated service team is hard because of social norms, changes in technology, economic instability, political and legal restrictions, and changes in the population.  These big problems make internal vulnerabilities worse and make strategy change both important and urgent.  The SWOT analysis found that The Savoy has a strong brand and a great location, but it is sensitive to labour disruptions since it relies too much on experienced workers and has high operational expenses.  The TOWS matrix gave us good strategic choices that fit with both our strengths and the challenges we face from outside.  A full list of suggestions has been made to help things move ahead.  Retention, training, and engagement are the three main areas of concentration.  The hotel may start to lower turnover and help workers grow over time by putting money into organised onboarding programs, clear paths for advancement, and flexible scheduling.  Digital microlearning and built-in standard operating procedures will make training more consistent, which will make service more reliable.  A new award system and better communication inside the company may boost morale and loyalty.  Change management tools, especially the ADKAR model, can assist make sure that these plans are carried out carefully and with the aid of workers. The proposed ideas are not theoretical or utopian; they are based on the practical realities of a big, historic luxury hotel.  They are based on the best practices in hotel management and use data from academic research and industry standards.  The paper acknowledges the financial commitment required but emphasises that several suggested measures—such as improved onboarding or revised recognition programs—are economically advantageous relative to the costs associated with ongoing employee turnover.  To help with implementation, a thorough action plan has been established with deadlines, budgets, and expected results.  There are also clear metrics for success, which makes it easy to evaluate and improve.  This consulting job has given ClearPath a rare chance to look into and fix a long-standing problem at one of London's most famous hotels.  The results and suggestions seek to serve as a practical guide for management, anchored in research and customised to The Savoy’s specific situation.   The Savoy can anticipate a more stable and committed staff that keeps its brand promise and helps keep guests happy in the long run by doing this.  ClearPath Consultancy would like to thank The Savoy for letting them work together on this important project.  It has been an honour to help out a hotel that is so important to history and so hard to run.  It is believed that this report will help the hotel make long-term changes, and ClearPath Consultancy always ready to help with future strategic projects if the hotel wants further help.
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