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RESEARCH PROJECT PROPOSAL – IMPACT OF CURRENT CHALLENGES ON THE HUMAN RESOURCE DEPARTMENT RELATING TO

RECRUITMENT AND RETENTION


Executive Summary

This research proposal has used Novotel London Excel as an analogy, providing light on how technology advancements and macro employment trends have affected human resource management in the hospitality industry. It has offered a useful synopsis of the external forces affecting the sector and the tactics used by significant participants. The results have also suggested that, in addition to retraining people for tech-enabled tasks, the hotel should balance the implementation of modern technologies with a sustained emphasis on service quality and the human touch. Furthermore, knowledge management and succession planning need to take precedence considering the impending wave of mass retirements.



Table of Contents
Introduction	5
Main Body	7
Conclusion and Recommendation	13
Reference List	15



[bookmark: _Toc150711672]Introduction 
[image: NOVOTEL LONDON EXCEL HOTEL - Hotel Reviews, Photos, Rate Comparison -  Tripadvisor]

Figure 1:  Novotel London Excel
(Source: google.com)

The Novotel London Excel is a 4-star hotel located in the Royal Victoria Dock in east London, next to the Excel London exhibition center. The hotel has 1,003 guest rooms over seven floors. Rooms feature modern amenities such as free Wi-Fi, air conditioning, flat-screen TVs, and tea and coffee-making facilities. It has a contemporary design, with floor-to-ceiling windows in the lobby and restaurant providing views over the dock. Facilities include a restaurant, bar, 24-hour fitness center, and nine meeting rooms (Accor.com, 2023). The Novotel is owned by the AccorHotels group and is one of their upscale Novotel brand hotels. 

Current challenges of Novotel London Excel and Applications of AI and self-service tech

The hospitality industry has rapidly adopted AI, automation, and self-service technologies, which have reduced the need for certain hotel staff positions. Self-check-in kiosks and applications have allowed guests to bypass front desk agents and concierges for routine requests like checking the availability of rooms or booking. As opined by Gunawan et al. (2020), Chatbots can oversee basic customer service inquiries online without human agents. Back-of-house functions like billing and invoicing are increasingly automated through revenue management systems. Robotic vacuum cleaners and automated in-room amenities control systems have reduced the need for staff for housekeeping. While these innovations have improved efficiency and productivity and lowered operational costs, they have also risked dehumanizing the guest experience. Workers have been afraid that AI will make their roles obsolete; however, hotels still need people to oversee and manage these technologies. Rather than total displacement, hotels could undergo augmentation, with technology automating repetitive tasks so workers can focus on higher-value activities like customer engagement and resolving customer requirements. As argued by Nam et al. (2021), hotels must provide retraining to support staff in this transition. While not eliminating the need for service staff, AI does allow hotels to operate with leaner teams. AI has improved efficiency and productivity; however, the hotel sector needs the human touch in its services for resolving guests' requests and queries. 

AI and self-service tech reduce the need for some hotel staff roles. 

Figure 2:  


[bookmark: _Toc150711673]Main Body
SWOT Analysis

	Strengths

· Convenient location
· Association with popular brand Accor
· Successful loyalty program 


	Weaknesses

· Competitive markets 
· Old hotel
· Relies heavily on the Excel for its customer base

	Opportunities

· Capitalize on leisure visitors. 
· Promote facilities for small meetings
	Threats

· Economic and political uncertainties 
· Recruitment and retention challenges
· Cybersecurity risks 


Table 1:  SWOT table 

(Source: accor.com)
The hotel is situated in a convenient location and its association with Accor group provides it with the necessary financial and technical support. Novotel London Excel relies heavily on the Excel for its customer base rather than leisure tourists (Mrowinska, 2020). However, they can spread their marketing advertisement in the associated nation of UK and develop lifestyle boutiques for attracting leisure tourists. Threats like economic and political uncertainty, recruitment and retention challenges, and cyber security risks have become obstacles in the hotel’s way.

PESTLE Analysis

	Political
	· Brexit has reduced the hospitality workforce from EU countries in the UK (Ridgway, 2019)

	Economic
	· Slowdowns and recessions in markets like Europe due to COVID-19 (Beck, 2020)

	Sociocultural
	· Negative perceptions of hospitality work due to long hours (Goh and Baum, 2021)

	Technological
	· AI and automation, like self-check-in kiosks, reduce the need for front-desk staff (Ahmad and Scott, 2019)

	Legal
	· Data protection laws like GDPR require training and accountability (Hoofnagle et al. 2019)

	Environmental
	· Sustainability Expectations Affecting Hiring (Jerónimo et al. 2020)



Table 2:  Novotel London Excel PESTLE 
(Source: Accor.com)

Self-service kiosks powered by AI and automation technology have reduced front desk agents, and back-office automation has put administrative jobs at risk. AI-powered chatbots oversee basic customer inquiries, minimizing the need to hire call center staff. The retirement tide also makes retaining institutional knowledge difficult, as experienced employees must be replaced with recruits who must be trained extensively.


Brexit, COVID-19, and global uncertainty exacerbate hiring challenges

Figure 3: Impact of Brexit, COVID-19, and global uncertainty

The hospitality industry has faced massive challenges in employee hiring and retention due to Brexit, the COVID-19 pandemic and general economic instability. Brexit has significantly reduced the available talent pool as freedom of movement between the EU and UK ended. As opined by Burnett and Johnston (2020), it has caused huge staff shortages, particularly in back-of-house and hourly-wage positions. COVID-19 has also significantly amplified these shortages, as lockdowns and fear of infection have kept workers away, while periodic openings and closings have destabilized the sector. As argued by Walsh et al. (2022), these external shocks have made hospitality roles less secure and appealing to workers. Meanwhile, wider economic crises and recessions in major markets like the UK and EU have forced hotels to reduce their budgets, and they have already been operating on thin margins. The combined pressures have forced hospitality players like Novotel London Excel to rapidly innovate their hiring and retention policies by raising wages, enhancing benefits, and highlighting long-term career growth. However, significant challenges have been present in attracting and retaining talent amidst a highly tight, competitive labor market. These external situations have hampered Novotel London Excel hotel’s operations and reduced its profitability, as hospitality has been a worker-centric sector. 


Recessions and downturns squeezed hotel budgets and staffing. 

Figure 4:  Impact of Recessions and economic downturns on Novotel London Excel

Recessions and broader economic downturns have significant negative impacts on the hospitality sector, forcing deep cuts in staffing budgets. As corporate travel and tourism declined during slumps, hotels experienced reduced occupancy, leading to decreased revenues. High fixed costs like mortgages and maintenance payments have quickly turned profits into losses with the changing scenarios. As opined by Tan et al. (2020), Labor costs have been one of the few variable expenses that hotels can control. Hiring freezes, layoffs, and eliminating vacant positions have been standard reactive measures for cost control. Hours get cut for hourly workers first, or their wages have been reduced due to budget constraints in labor-oriented areas like Housekeeping and F&B. As argued by Kichuk et al. (2019), experienced employees may get let go instead of less productive recruits. While some core staff has been retained, service quality and operational efficiency have diminished from short staffing in departments like housekeeping, kitchen, and F&B. Economic recessions have also limited recruitment budgets when the economy rebounds and demand returns. As opined by Abdelazim (2023), Positions in hotel have remained unfilled, increasing the workload for existing employees, and this situation has reduced employee job satisfaction, causing high turnover. This cycle has repeated during recent recessions, the COVID-19 pandemic, and the lockdown period. However, excessive cuts can be shortsighted as they permanently damage a hotel's employer brand and culture.

The Retirement Tide's Impact on Hospitality Labor Supply 

Figure 5:  Strategies required for reducing Retirement Tide's Impact

The impending mass retirement of Post-War Generation workers has posed a substantial challenge to hotel labor supply and knowledge retention. As opined by Vetráková et al. (2019), up to 25% of hospitality workers will retire in the next decade. This brain drain has significantly impacted hotel operations like Novotel London Excel, as seasoned employees leave with institutional knowledge that has been difficult to replace. Research has shown employee turnover due to retirement reduces customer satisfaction and sales growth compared to voluntary turnover. With recruitment already frozen, replacing retiring staff will require innovative strategies like recruitment from outside, traditional talent pools, remote hiring, and expanded training programs, which increase costs. As argued by Sikombe and Phiri (2019), knowledge transfer has also been critical, as tacit knowledge has been difficult to document. Academic researchers have signaled a pressing need for initiative-taking retention of older staff and succession planning to maintain service quality as Post-War Generation employees exit the workforce. New and talented employees must be hired, and they must be trained and made accustomed to the hotel's operations under the experienced employees as interns or apprentices. 

Leading Hotel Chains’ Workforce Strategies and Solutions 

Major hotel organizations like Marriott, IHG, and Radisson have implemented multi-faceted workforce strategies to attract and retain talent in a challenging external environment. Case studies reveal common approaches across chains and unique innovations tailored to brands. Marriott has focused on in-house training programs and clear career paths to build engagement and retention, including online portals detailing advancement opportunities (Selin, 2022). IHG has revamped its recruitment process through digital channels and partnerships with platforms like LinkedIn, indeed, and Handshake to access specialized talent pools. Radisson Hotels has instituted performance metrics and incentives tying manager compensation to employee retention rates.

Increasing base compensation and bonuses for employee retention has been a shared tactic among all these brands. Marriott, IHG, and Radisson have all increased their wages for hourly workers by 15-20% above pre-pandemic levels. Bonuses have been provided for longevity, and referral programs have helped fill vacancies faster for less in Radisson (Belli et al. 2022). The chains have also been enhancing their benefits as IHG offers extensive remote work options and sabbaticals to prevent burnout among the workers. Leveraging technology has been another common strategy for organizations regarding their knowledge management (Voegeli, 2021). Digital training programs have helped in onboarding new recruits faster, while mobile applications have provided on-demand resources for service excellence. Automation technologies have been implemented for handling repetitive tasks, allowing staff to focus on better guest interactions. However, labor shortages have persisted for hourly roles, and knowledge retention from retiring staff has continued to hamper operations.

The case studies have demonstrated leading hotel chains' willingness to adapt to external realities through compensation, technology, and culture initiatives. However, research on retention and hiring demands has shown innovative solutions. Key opportunities have included brand differentiation in employment value propositions and deeper partnerships with educational institutes to develop talent pipelines.
[bookmark: _Toc150711674]Conclusion and Recommendation
This research proposal has shed light on how macro employment trends and technological changes have impacted human capital management in hospitality, using Novotel London Excel as a representative case. It provides a valuable overview of the external pressures facing the industry and strategies adopted by major players. Expanding the research to additional hotel companies could offer further insights as the key findings are,

· External factors like Brexit, COVID-19, recessions, and retirement trends have created major hiring and retention issues in hospitality. 
· The adoption of AI, automation, and self-service tech has reduced the need for some hospitality roles like front desk agents but has not eliminated them.
· Knowledge retention has been a significant challenge with upcoming waves of retirements among seasoned hotel staff.
· Leading hotel chains like Marriott, IHG, and Radisson have been responding with wage increases, new benefits, training programs, and other innovations - but labor challenges persisted.

This study highlights several important implications for the hospitality industry as it manages ongoing recruitment and retention challenges. The research underscores the need for hotels to take a strategic, initiative-taking approach to human capital management rather than just reacting to external events. Developing predictive workforce planning, expanding talent pipelines, and investing in retention even during downturns are critical to long-term success. The findings also imply that the hotel must balance technology adoption with a continued focus on service quality and the human touch, retraining staff for tech-enabled roles. Moreover, with mass retirements knocking at the door, knowledge management and succession planning must become priorities. Failure to transfer institutional knowledge could significantly impact operations, service quality, customer satisfaction, brand reputations, and financial performance. 

Recommendations
These are some recommended solutions for the general manager of Novotel London Excel based on the key findings of this research, 

· The organization must develop predictive analytics models for forecasting talent demand and supply. It must identify future hiring needs and skill gaps proactively and must build talent pipelines through partnerships with hotel schools, employee referral programs, and outreach to untapped labor pools.
· The hotel has to offer competitive compensation and benefits benchmarked to industry standards. They can consider incentives like signing bonuses in high-demand roles and implementing training programs to upskill employees for technology-enabled positions, providing change management support.
· They must develop an organized knowledge management system to document processes and capture institutional knowledge before the retirement of experienced employees. Moreover, structured succession planning must be developed and implemented for retiring workers to transfer knowledge to the recruits. 
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