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[bookmark: _Toc150591197]1. Introduction and Background
Hilton Hotels and Resorts has been a global leader in the hospitality industry and is well-known for luxurious accommodations and exceptional customer service. With a rich legacy of a century, Hilton has established its presence in numerous countries, providing various hotel experiences tailored to various traveler preferences (Hilton, 2023).  The brand's commitment to delivering unparalleled hospitality has solidified its position as a frontrunner in the competitive hotel industry. The team has faced many challenges recently that affect their ability to retain the workforce effectively. The high employee turnover has resulted in increased recruitment costs and compromises in service quality. Several factors contribute to this retention challenge within the organisation. One of the primary concerns affecting employee retention at Hilton Hotels and Resorts is the persistent shortage of skilled staff. With the resurgence of the travel and hospitality sector after the COVID-19 pandemic, there has been a notable strain on the availability of experienced professionals (Ghani et al., 2022). This shortage has increased workloads for existing employees, potentially leading to burnout and decreased job satisfaction.
In addition, the poor comprehensive training programs within the company have also contributed to poor employee retention (Dietz & Zwick, 2020). As far as the industry is concerned, customer expectations are changing and the staff members must have the skills and knowledge to meet these expectations. Insufficient training can lead to employees feeling ill-prepared to face these demands, hence they won’t be able to perform effectively. This generally leads to poor employee self-esteem and morale, which is a common contributor to employee retention issues. Furthermore, ineffective management practices have contributed to erasing employee morale and satisfaction. Poor communication, inadequate feedback mechanisms, and a lack of opportunities for professional growth and advancement have left many employees feeling undervalued and disengaged (Suraihi et al., 2021). These management deficiencies have directly impacted the overall work culture, potentially fostering a sense of disillusionment among the workforce. This report will look into the impacts of the external environment on employee recruitment and retention within Hilton Hotels and Resorts, analysing the multifaceted challenges the organisation faces in maintaining a skilled and motivated workforce. By examining these challenges in depth, the proposal aims to provide comprehensive insights and recommendations for enhancing employee retention strategies.
[bookmark: _2p8euulocnnp][bookmark: _Toc150591198]2. Discussion/Literature
Within the hospitality industry, one of the predominant external challenges is the fluctuating demand patterns influenced by macroeconomic shifts and global events. The COVID-19 pandemic, for instance, severely disrupted the travel and hospitality sector, leading to reduced occupancy rates and a sharp decline in travel-related activities (Shapoval et al., 2021). As a consequence, Hilton has been facing situations where it has to downsize the workforce as a part of the cost-cutting measures to help financial aspects. While these were necessary at the moment for survival, this might have led to an environment of uncertainty and job insecurity. It would subsequently impact employee morale and retention rates.
Furthermore, the competition in the industry has grown, which has led to more options for people looking for accommodation such as vacation rentals, home-sharing, and so on. The popularity of these ideas has become a serious challenge to hotel chains and it demands an improvement in their offerings and to enhance the value propositions for customer retention (Ali et al., 2021). Consequently, this competitive pressure cascades down to the workforce, demanding a highly skilled and customer-centric team to deliver personalised and exceptional service to discerning guests.
Apart from the external market dynamics, demographic and societal changes also impact employee recruitment and retention within Hilton. With an increase in workforce diversity, the organisation is expected to improve and adapt its recruitment and retention strategies to accommodate the needs of a multicultural workforce (Morris, 2023). Failure to cater to these evolving preferences can result in talent attrition and difficulty attracting high-potential candidates.
Moreover, rapid technological advancements have revolutionised the hospitality industry, reshaping guest expectations and service delivery standards (Wynn & Jones, 2022). The emergence of digital platforms, online booking systems, and contactless service options has redefined the guest experience, necessitating a workforce adept at leveraging technology to enhance operational efficiency and customer satisfaction. Consequently, Hilton must invest in robust training programs and technological infrastructure to equip its employees with the requisite digital competencies and ensure seamless technology integration into their service delivery processes.
The regulatory landscape also shows a considerable influence on employee recruitment and retention within the hospitality sector (Ghani et al., 2022). Compliance with labor laws, employment regulations, and industry-specific standards imposes additional constraints on recruitment practices, employee compensation, and work-hour regulations. Failure to comply with these regulatory requirements not only exposes Hilton to legal liabilities but also diminishes employee trust and loyalty, thereby exacerbating the challenge of talent retention.
To address these multifaceted challenges, Hilton must adopt a holistic approach integrating human resource management practices, organisational culture development, and talent development initiatives. Implementing robust recruitment strategies that leverage traditional and innovative channels, such as social media recruitment, job fairs, and employee referral programs, can broaden the talent pool and attract individuals who resonate with Hilton's values and service ethos (Villeda & McCamey, 2019). Moreover, the organisation must prioritise the development of a comprehensive employee value proposition that includes competitive compensation packages, flexible work arrangements, career advancement opportunities, and a supportive work environment. Investment in learning and development programs, leadership training, and mentorship initiatives could help the company enhance employee engagement and retention (Sypniewska et al., 2023). In addition, a positive organisational culture would usually promote open communication, transparency, and employee empowerment. This positive culture can bring a sense of belonging among the workforce.
Embracing technological innovations and integrating them seamlessly into operational processes can enhance service efficiency and streamline guest interactions, enabling employees to deliver personalised and exceptional experiences. Using technology to automate routine tasks and streamline administrative processes, can empower its workforce to focus on delivering value-added services and cultivating meaningful guest relationships. Additionally, knowing regulatory changes and proactively ensuring compliance with labor laws and employment regulations is essential for mitigating legal risks and upholding ethical labor practices (Abdalla et al., 2017). Establishing a robust governance framework that emphasises ethical conduct, employee well-being, and adherence to labor standards can reinforce Hilton's commitment to responsible and sustainable business practices, thereby bolstering its reputation as an employer of choice within the hospitality industry.
[bookmark: _8tgu6m5ln64]Impact of Current Affairs
[bookmark: _6lek1e4fsmly]PESTLE Analysis:
Political Factors: Brexit, the United Kingdom's departure from the European Union, has introduced uncertainties and complexities in the global hotel industry (Pappas, 2019). The changes in trade policies and regulations can potentially disrupt the flow of labor and talent across international borders. It can impact Hilton's recruitment of skilled professionals from EU countries, leading to potential staffing shortages and the need for a more stringent visa application process, thereby hindering the retention of valuable employees.
Economic Factors: Inflation and the fluctuating economic situation can significantly impact Hilton's employee retention strategies. Inflationary pressures can lead to higher living costs, affecting employees' purchasing power and satisfaction with compensation packages. Furthermore, economic downturns can compel Hilton to implement cost-cutting measures, potentially impacting employee benefits and training opportunities, thus reducing overall job satisfaction and increasing the likelihood of turnover (Gartner, 2020). 
Social Factors: The global retirement tide, characterised by an aging workforce in many developed countries, challenges Hilton's employee retention efforts. As a significant portion of the hospitality workforce approaches retirement age, Hilton must invest in effective knowledge transfer and succession planning to ensure the retention of institutional knowledge and expertise (Hilton, 2020). 
Technological Factors: Technological advancements in the hospitality industry have transformed guest experiences, but they have also influenced employee retention dynamics. The implementation of advanced automation and artificial intelligence in various hotel operations may lead to concerns among employees about job security and the need for upskilling (Bhargava et al., 2020). 
Legal Factors: Compliance with labor laws and regulations in different countries challenges Hilton, especially in employee recruitment and retention. Adherence to diverse employment laws and regulations across various jurisdictions demands meticulous HR management to ensure fair and equitable treatment of employees (Minghua, 2022). Failure to comply with legal requirements can lead to legal disputes and damage Hilton's reputation, potentially resulting in employee dissatisfaction and turnover.
Environmental Factors: Increasing global awareness of environmental sustainability has prompted the hospitality industry, including Hilton, to adopt eco-friendly practices and initiatives. Employees are increasingly conscious of corporate social responsibility, and they may prioritise working for companies that demonstrate a commitment to sustainable practices and ethical operations. 
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[bookmark: _itc5fewi6nom]Strengths (S) 
· Strong brand reputation and global presence, providing employees with opportunities for career advancement and international exposure.
· Comprehensive employee benefits and recognition programs that foster a culture of employee appreciation and satisfaction (Yang et al., 2022). 
· A diverse portfolio of hotel brands catering to various customer segments, creating an engaging work environment for employees with different skill sets and interests.
[bookmark: _xwnfs6lirme0]Weaknesses (W)
· Limited employee training and development programs, leading to potential skill gaps and dissatisfaction among employees seeking growth opportunities.
· High employee turnover rates in specific departments, reflecting challenges in retaining specialised talent and expertise within the organisation (Khalid & Nawab, 2018).  
· Inadequate internal communication channels and feedback mechanisms, leading to a lack of employee engagement and reduced morale among the workforce.
[bookmark: _a9uedcq2z83d]Opportunities (O)
· Rising demand for personalised and experiential travel creates opportunities for Hilton to innovate its service offerings and enhance employee engagement in delivering exceptional guest experiences (Kandampully et al., 2018). 
· Growing emphasis on work-life balance and flexible work arrangements, allowing Hilton to implement agile work policies that cater to the evolving needs and preferences of its workforce.
· Expansion into emerging markets with a burgeoning hospitality sector, enabling Hilton to tap into new talent pools and diversify its workforce with fresh perspectives and expertise.
[bookmark: _2fmd2vz51puh]Threats (T)
· Intensifying competition from alternative accommodation options, such as vacation rentals and home-sharing platforms, poses challenges for Hilton in attracting and retaining customers, consequently affecting workforce stability and job security (Commission, 2022). 
[bookmark: _hv9qxth9hex0]Potential Solutions
Potential solutions to the employee retention challenges faced by Hilton Hotels and Resorts may involve implementing robust talent development programs, fostering a positive work culture, and prioritising employee well-being. Industry examples suggest that investing in comprehensive training and development initiatives can significantly enhance employee engagement and retention. For instance, Marriott International has successfully implemented the 'Marriott University' program, offering a wide range of training courses and resources to facilitate the professional growth of its employees (Marriott International, 2019). Similarly, the Ritz-Carlton Hotel Company is renowned for its 'Gold Standards' program, emphasising employee empowerment, recognition, and career advancement, thereby fostering a strong sense of loyalty among its workforce (Ritz- Carlton, 2023). Additionally, promoting a positive work culture through open communication, feedback mechanisms, and inclusive leadership practices can create a conducive environment for employee satisfaction and retention. The Four Seasons Hotels and Resorts prove this approach, emphasising employee well-being and work-life balance to nurture a motivated and dedicated workforce (Four Seasons, 2023). Integrating these strategies within Hilton Hotels and Resorts can potentially reduce the challenges of employee retention and bolster its competitive edge within the hospitality industry.
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The analysis reveals issues related to employee retention, insufficient training, and poor management practices and the need for proactive measures to address these issues has become evident. Industry examples have demonstrated that investing in comprehensive training and development programs can significantly enhance employee engagement and retention. Marriott International's Marriott University' and the Ritz-Carlton Hotel Company's 'Gold Standards' program show the effectiveness of robust talent development initiatives in fostering employee loyalty and professional growth. 
The proposed recommendations include:
· Establishment of comprehensive training and development programs that equip employees with the necessary skills and knowledge to meet evolving customer expectations and industry demands.
· Implementation of effective talent management strategies, including career development paths and performance feedback mechanisms, to empower employees and foster a culture of continuous growth and learning (Maja, 2023). 
· Cultivation of a positive work culture that prioritises open communication recognizes employee contributions, and promotes work-life balance, thereby fostering a sense of belonging and commitment among the workforce.
· Regular assessment of management practices to ensure effective leadership, transparent communication, and opportunities for employee participation in decision-making processes, fostering a sense of ownership and engagement.
· Integrating environmentally friendly policies and practices into Hilton's organisational culture can enhance employee satisfaction and retention, aligning with the growing societal focus on environmental stewardship.
· Hilton must prioritise technological training initiatives to equip its workforce with the necessary digital competencies, fostering a culture of continuous learning and development that enhances employee retention.
· Moreover, accommodating the needs and preferences of a multi-generational workforce is vital for fostering a positive work environment that encourages employee loyalty and longevity.
By adopting these recommendations, Hilton Hotels and Resorts can proactively mitigate the challenges of employee retention and enhance its competitive edge in the hospitality industry. Empowering its workforce through comprehensive training, nurturing positive work culture, and fostering effective leadership will not only improve employee satisfaction and retention but also contribute to the organisation's overall success and reputation for excellence in hospitality services. Through these the firm will be able to retain talent and retain its competitive edge in the competitive hospitality industry. 
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