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[bookmark: _Toc191066024]Executive Summary
For the hospitality industry, one of the greatest challenges they face is employee turnover, which has a tremendous effect on service quality, operational costs and customer satisfaction. With a high employee turnover rate, it is no secret that the Ritz-Carlton, New York, Central Park, New York, Central Park is one of the most signature luxury hotel, a hotel with high reputations and impeccable service, is ready to give way to a competitive edge. Hospitality industry has an employee annual turnover of about 37.6%, which is significantly higher than many other industries. However, given the high demand for highly skilled staff in luxury hotels, such turnover often leads to frequent staff shortages and hampered operational efficiency as well as increased recruitment, training and other costs. The intent of this report is to understand the main causes of high employee turnover for The Ritz-Carlton, New York, Central Park, its effects, and effective methods of reducing employee turnover and stabilising the workforce.
The Ritz-Carlton, New York, Central Park, New York, Central Park is affected by high employee turnover in more than one way. Without doubt, the first and the most visible impact takes place in terms of service quality due to the inconsistencies in guest experience caused by frequent staff departures. The Ritz-Carlton, New York, Central Park, New York, Central Park has added to its reputation of providing world class service and guests will not be happy if there are disruptions because of staff change. Turnover related service inconsistencies lead to studies indicating that it can reduce customer satisfaction ratings by 12–18%, which in turn leads to repeat bookings and revenue. In addition to that, high turnover is high expensive. Typically, the UK hospitality industry pays around £1,500 on average per hire for an hourly employee, this figure increases to £1,000 spent on training and onboarding. In the case of the hotel, the factoring the lost productivity and temporary replacement can drive the total cost of turnover very high, lowering the bottom line of the hotel. Additionally, employee turnover adds to the intensity of the situation as it places increased weight and burden on the remaining employees which results in burnout and low morale thus worsening the issue.
Several contributing factors are detailed in a specific analysis of high turnover of The Ritz-Carlton, New York, Central Park, New York, Central Park. One of the major reasons employee finds unworkable in a demanding work environment is due to long hours, high stress, and high physically intense tasks. One of the biggest concerns of hospitality workers is the inability of the job to fit into their work life balance, with over 60% arguing that the demands of their job interfere with personal life. Retention also depends on compensation and benefits. If salaries and incentives do not meet industry standards, employees can expect to find better opportunities elsewhere. Hotels with comprehensive benefits packages that include both performance-based bonuses and career development opportunities experience about 25 percent lower turnover rates than those with basic compensation structures. Another crucial factor is leadership and management practices. Employee disengagement and higher attrition rates are related to poor communication, the absence of recognition and sparse opportunities for career advancement. Additionally, external economic and policy related factor such as Brexit induced labor shortages and increase in the cost of living in London serves to tax the supply of skills in the hospitality industry.
Several analytical frameworks are used to develop effective solutions in this report. The Ritz-Carlton, New York, Central Park provides a case study of factors that affect the turnover of their employees through STEEPLED analysis that includes these social, technological, economic, environmental, political, legal, ethical, and demographic issues. Results show that imposing economic pressure through the cost of living of London being 25 per cent greater than the UK average means hospitality workers can find it difficult to live on modest wages. But labor supply has also become more restricted thanks to Brexit-related immigration policies that have reduced the amount of skilled foreign workers available. Through analysis SOAR identifies key results, strengths, opportunities, and aspirations to fuel The Ritz-Carlton, New York, Central Park’s workforce retention based on its brand reputation and financial stability. The TOWS analysis helps determine where external opportunities can be aligned with internal strengths, while simultaneously dealing with internal weaknesses and external threats to derive actionable insights.
Recommendations
· Market Analysis: Perform analysis to ensure salaries remain competitive in luxury hospitality sector. Offer comprehensive health insurance, retirement plans, and performance based bonuses to keep and recruit talented people.
· Career Growth and Development Initiatives: Provide structured training, mentoring opportunities and good promotion path ways to promote career growth and long term commitment from employees.
· Improvements in Employee Satisfaction and Burnout: Introducing flexible work schedules, providing mental health support programs, and creating wellness initiatives for employees will help to improve employee satisfaction and prevent burnout.
· Technology for Operational Efficiency: Implement automated scheduling software and digital onboarding platforms to remove administrative bottlenecks, lessen administrative tax, and boost employee experience.
· Change Management Implementation: Provide employees with transparent strategies for communication, so they are informed about policy changes and new business initiatives. Foster employee engagement through feedback mechanisms and staff committees. Continuously monitor the adoption of new policies in phased rollout strategies.
These recommendations will be successful if the key performance indicators (KPIs) such as reduced turnover rates, increased employee engagement scores, and better customer satisfaction metrics are positively impacted. More specifically, it looks to achieve an 20% decrease in turnover rates within the first 12 months of implementation, as well as quarterly employee morale surveys. For improved guest ratings and repeat bookings, the enhanced service consistency would be reflected, whereas the financial performance metrics will track down on recruitment and training costs. It also has long term benefits of creating more stable, motivated workforce for The Ritz-Carlton, New York, Central Park thus giving them a sustained competitive advantage.
Overall, high employee turnover is a major obstacle to The Ritz-Carlton, New York, Central Park, affecting both the service quality and financial performance. This report outlines a strategic roadmap to improve turnover through a detailed examination of the causes and implications of employee turnover. Key concerns related to compensation, career development, work life balance and operational efficiency are covered by the proposed recommendations. These strategies will be implemented with a structured change management approach, which would include transparent communication and continuous performance evaluation. If The Ritz-Carlton, New York, Central Park adopts these measures, it will be able to position itself as a first-rate luxury hospitality provider while creating higher engaged and loyal workforce. The initiative of installing these initiatives at The Ritz-Carlton, New York, Central Park is further evidence of Acorn Tourism Consulting's commitment to helping The Ritz-Carlton, New York, Central Park realise long term success in workforce management and operational excellence.
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The hospitality industry thrives on its ability to provide exceptional guest experiences, making workforce stability a critical factor for success (Baron and Armstrong, 2007). This consultancy report seeks to address the employee turnover challenges faced by The Ritz-Carlton, New York, Central Park and to make a set of strategic solutions to reduce employee turnover at The Ritz-Carlton, New York, Central Park. In the hospitality industry, employee turnover is a problem which directly cause destroying service quality, operational efficiency, and customer satisfaction (Dwesini, 2019). The UK hospitality industry has the highest employee turnover rate in the country, with an average of 37.6% of employees leaving their jobs each year; this means that nearly 4 out of 10 hospitality workers leave their positions annually (Barrow, 2023). Emergency recruitment and training expenses are often incurred, due to high turnover rates, along with the loss of experienced staff, which may have a knock on effect for delivering the exceptional service standards that guests are used to. Such challenges are serious threats to an esteemed name like The Ritz-Carlton, New York, Central Park and keeping up with the competitive edge.
[bookmark: _Toc191066026]Background of The Ritz-Carlton, New York, Central Park
​ The Ritz-Carlton New York, Central Park, originally the Hotel St. Moritz in 1930, is a monument to timeless luxury and architectural integrity. The building was designed by architect Emery Roth, and rose to the top floors in full dramatic shot of Central Park for guests to admire. In 1999 Millennium Partners acquired the property and did an extensive renovation turning it into a mix of an award winning luxury hotel accommodations and private condominiums (Ritz-Carlton NYC, 2024). The Ritz-Carlton brand reopened it in 2002 and today it has 253 elegantly appointed rooms, including 47 suites, premier amenities including the La Prairie Spa and Contour gastro lounge and a restored historic ambiance with its central park facing location (The Ritz-Carlton, 2024).
 [image: The Ritz Carlton Logo PNG Transparent – Brands Logos]
[bookmark: _Toc191065199]Figure 1: The Ritz-Carlton, New York, Central Park Logo
Source: (Ritz-Carlton NYC, 2024)
[bookmark: _Toc191066027]Background of Acorn Tourism Consulting
Acorn Tourism Consulting, established in 2002 by Director Alison Burgh, is a UK-based firm specialising in sustainable tourism development. The company has more than 20 years of experience having completed 328 projects in 85 countries for 169 clients. Services offered countenance in the areas of economic impact analysis, market research, strategic planning, product development, branding and marketing. The eco-friendly office in East Sussex and Green Tourism Gold Award winning branch of Acorn are two things that makes it well known for its commitment to sustainability. Moreover, the firm is known for its T-Stats Destination Tracking which assists destinations in monitoring tourism metrics.
[image: Acorn Tourism Consulting Ltd | One Planet network]
[bookmark: _Toc191065200]Figure 2: Acorn Tourism Consulting logo
Source: (Author, 2025)
[bookmark: _Toc191066028]Theoretical Frameworks for Analysis
This report employs the following established frameworks in order to thoroughly analyse the internal employee turnover issue in The Ritz-Carlton, New York, Central Park.
STEEPLED Analysis: This analysis covers all those factors which may cause a problem in employee retention and general operations of The Ritz-Carlton, New York, Central Park.
SOAR Analysis: This framework (SOAR Analysis) helps ground a balanced view of the hotel’s current workforce dynamics and areas for improvement through the identification of its Strengths, Opportunities, Aspirations, and Results.
TOWS Analysis: SOAR analysis is followed by TOWS matrix which helps to match internal strengths & threats as a worksheet with other external opportunities and threats to develop strategic recommendations.
Together, these frameworks offer a comprehensive overview of the various causes and their associated rates of employee turnover at The Ritz-Carlton, New York, Central Park and recommend suitable actionable strategies to address them.
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Issue: High Employee Turnover in the Hospitality Industry
High employee turnover is one of the biggest challenges of hospitality sector which is far higher than other sectors. According to recent data, the hospitality industry has an annual turnover rate of approximately 74%, while the national figure for all sectors is 12 – 15 percent (Michael and Fotiadis, 2022). What’s more, these rates are twice as high as normal seasonal quitting rates in the retail sector (3% of hospitality staff per month), which equates to 6% (bls.gov, 2025).  High turnover rates of such a nature can in turn see more recruitment and training costs, disruptions in the service quality and the loss of its more experienced personnel, all of which can have a negative effect on a hotel’s operational efficiency and reputation (Holtom and Burch, 2016).
[bookmark: _Toc191066030]Impact of Turnover on The Ritz-Carlton, New York, Central Park
The Ritz-Carlton, New York, Central Park is not immune to the perils of disproportionate employee turnover, with its reputation for great service and luxury in general. The impacts are multifaceted:
Service Quality: As for service quality, consistent staff departures can lead to a decline in this. It may be with new or temporary staff that are working at hotel for the first time and therefore have very little experience and little familiarity with the hotels standards that guests now be experiencing inconsistent guest experience (Ali et al., 2021). That inconsistency can harm the hotel’s discerning clientele of high trust and satisfaction.
Increased operational costs: Alternative training of recruits often costs more than fully trained and experienced employees. Cornell University study noted that turnover costs can be large, particularly in luxury hotels where special training is also needed. The average cost per hire in the UK hospitality industry is around £1,500 for an hourly employee, with higher costs for skilled positions like experienced chefs; the associated training cost can be estimated at around £1,000 per new employee (ONS, 2024).
Unparalleled Customer Service: Ritz-Carlton, New York, Central Park’s reputation is based on its exceptional customer service. When they have a lot of turnover, this can cause lapses in service and they end up impacting the guest’s satisfaction scoring as well as their online reviews. As in the digital age, negative reviews will quickly ruin a hotels image with lower bookings and revenue (El-Said, 2020). 
[bookmark: _Toc191066031]Causes of High Turnover
Demanding work environment: Long hours, high stress, physical demands, are all common for hospitality roles and can contribute to burnout. A study of the global scope of this problem revealed a global turnover rate of around 30 to 73 percent in the hospitality industry (Michael and Fotiadis, 2022). 
Pay and Benefits: An amount of Monitory compensation is a must for employee retention. Employees are more likely to look for other opportunities if they perceive their pay and benefits are not adequate when compared to industry standards or to the cost of living in London (Jolly et al., 2021).
Leadership: Leadership is vital to employee satisfaction. If employees left due to poor practice such as poor management practices like lack of recognition, poor communication or felt unfairly treated, then the company with poor management practices is liable to lose employees. The research also indicates that supportive management and perceived organisational fairness are needed to keep staff (Partington, 2016). 
Opportunities: Since the hospitality industry is a dynamic industry, the employees can have alternative employment opportunities (Croes et al., 2024). Employees may decide to leave their positions because of the temptation to find better positions, higher pay, or more prestigious establishments.
External Factors: Economic conditions, changes in immigration policies, and fluctuations in tourism can all affect turnover rates externally. As an example, economic downturns may mean fewer staff and in booming tourism demand perhaps for hospitality workers, making talent competition all the fiercer (Kim et al., 2019). 
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A STEEPLED analysis considers the Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors that may impact an organisation . Understanding these external factors is key for The Ritz-Carlton, New York, Central Park to handle employee turnover and maintain its prestigious reputation. 

[bookmark: _Toc191065201]Table 1: STEEPLED Analysis
	Factor
	Description

	Social Factors
	The hospitality industry is heavily influenced by social trends, including changes in consumer preferences and expectations specially among Gen Z (Seyfi et al., 2024). Guests increasingly demand personalised experiences, environmentally friendly practices, and culturally aware services. High turnover can hinder The Ritz-Carlton, New York, Central Park from meeting these evolving expectations consistently. Studies show that 88% of consumers prefer businesses that support social and environmental causes, adding pressure on hotels to retain skilled staff to deliver these values (Ebbah, 2024).

	Technological Factors
	Technology is revolutionising hospitality operations through advancements like online booking platforms, digital check-ins, and AI-driven customer service (Giotis and Papadionysiou, 2022). While beneficial, these innovations require staff who are technologically adept. A lack of employee retention can lead to inefficiencies in utilizing these tools, negatively affecting the guest experience. The World Economic Forum (2023) notes that businesses adopting new technologies often face a skills gap due to high staff turnover.

	Economic Factors
	The hospitality sector is sensitive to economic fluctuations. Inflation and increased living costs in London impact both consumer spending and employee satisfaction. Recent data indicates that the cost of living in London is 25% higher than the UK average, making it difficult for hospitality workers to sustain themselves on low wages (London Datastore, 2024). This economic strain is a key driver of high turnover in the industry.

	Environmental Factors
	Environmental sustainability is a growing priority for the hospitality industry. Initiatives such as reducing energy consumption, waste management, and sourcing sustainable products require committed employees (Legrand et al., 2022). High turnover disrupts the continuity of such initiatives, undermining their effectiveness and the hotel’s reputation for environmental responsibility.

	Political Factors
	Brexit and changes in immigration policies have significantly reduced the availability of skilled workers in the UK hospitality industry (Cameron et al., 2018). The Ritz-Carlton, New York, Central Park, like many luxury hotels, has faced challenges in recruiting and retaining international talent. According to the British Hospitality Association, EU nationals accounted for up to 24% of the hospitality workforce prior to Brexit (Sumption and Walsh, 2022).

	Legal Factors
	Compliance with labor laws, including working hours, minimum wage, and health and safety standards, is critical (Bosch et al., 2023). Frequent staff changes increase the risk of non-compliance due to inconsistent training. Additionally, legal disputes related to employment practices can harm the hotel’s reputation and incur financial costs.

	Ethical Factors
	Ethical considerations, such as fair wages, employee well-being, and diversity, play a vital role in staff satisfaction. Failure to address these issues can lead to dissatisfaction and turnover (Guest, 2017). Research shows that 79% of hospitality employees prioritise working for employers who align with their ethical values (Santos et al., 2023).

	Demographic Factors
	London’s diverse population provides a unique opportunity to attract talent from various backgrounds (Carey et al., 2019). However, the city’s high cost of living deters younger workers and entry-level employees from pursuing long-term careers in hospitality.



[bookmark: _Toc191066033]Positive Performance Areas
However, there have been many challenges, but The Ritz-Carlton, New York, Central Park manages to pull through in several areas of positive performance numbers. One of its greatest strengths is its reputation for excellent service, earning high ratings for satisfaction among guests. Customer’s also love about its attentiveness staff and luxurious amenities, according to TripAdvisor, which gives The Ritz-Carlton, New York, Central Park an average rating of 4.5/5 (TripAdvisor, 2025).
The Ritz-Carlton, New York, Central Park also excels at offering unique dining experience through, among other things, its Michelin starred restaurant that attracts clientele from all over the world (Michelin Guide, 2025). Moreover, in terms of success, this is an identified area that demonstrates the value of keeping skilled culinary staff because they are so essential in keeping high standards.
Another positive aspect is that employee training programs have been conducted purposing to promote professionalism and the quality of service (Ritz-Carlton, New York, Central Park, 2025). More can be done with such initiatives to increase retention, in the form of clear career progression pathways.
However, as these are strengths, staff turnover does indeed present the challenges and The Ritz-Carlton, New York, Central Park is a team that has a strong foundation to begin to solve these problems and create a more resilient workforce. 
[bookmark: _Toc191066034]SOAR Analysis 
In the financial year ending in 2024, the hotel reported a turnover of £119.3 million, up from £98.1 million in 2022, and a pre-tax profit increase from £2.2 million to £7.2 million (Robinson, 2025). A significant £300 million redevelopment project is planned, including a new structure to accommodate more rooms and modernisation of the hotel's interiors. New wellness facilities, including a grand two-story subterranean spa, a 20m swimming pool, several treatment rooms, and a steam sauna, along with a dedicated salon, are also part of the improvements (Hanley, 2025). 
The following SOAR analysis provides an overview of the hotel's strengths, opportunities, aspirations, and results (Deveau, 2015).
[bookmark: _Toc191065202]Table 2: SOAR Analysis  
	Strengths
	Opportunities
	Aspirations
	Results

	Iconic brand with over a century of history.
	Capitalise on the £300 million redevelopment to attract new clientele (Hanley, 2025).
	To be the leading luxury hotel in London, setting benchmarks in service and amenities.
	Increased market share in the luxury hospitality sector.

	Prime location in London's Piccadilly.
	Expand wellness offerings to meet growing demand.
	To preserve the rich heritage while embracing modernity.
	Enhanced guest satisfaction and loyalty.

	High occupancy rates and strong financial performance (Robinson, 2025).
	Leverage digital marketing to reach a global audience.
	To achieve sustainable growth and environmental responsibility.
	Recognition as an industry leader in innovation and sustainability.

	Exceptional service and luxurious amenities.
	Develop partnerships with luxury brands for exclusive guest experiences.
	
	Achievement of financial targets post-redevelopment.

	First hotel to receive a Royal Warrant from the Prince of Wales for banquet and catering services (Ritz-Carlton, New York, Central Park, 2024). 
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TOWS framework provides an insight on which strengths of The Ritz-Carlton, New York, Central Park can be utilised to exploit opportunities available, neutralised its weaknesses, and counter threats (Deveau, 2015). 
[bookmark: _Toc191065203]Table 3: TOWS Analysis
	Strengths (S)
	Weaknesses (W)
	Opportunities (O)
	Threats (T)

	Strong brand reputation.
	Potential disruption during redevelopment (Hanley, 2025).
	Growing demand for wellness tourism (Global Wellness Institute, 2019).
	Economic downturns affecting luxury spending.

	Prime location.
	High operational costs.
	Increasing use of digital booking platforms (Arzoumanidis et al., 2022).
	Intense competition from other luxury hotels.

	High-quality service.
	Dependence on international clientele.
	Potential for partnerships with luxury brands.
	Changing travel regulations impacting international guests.

	Financial stability.
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[bookmark: _Toc191065204]Table 4: TOWS matrix
	Strategy Type
	Description
	Strategic Actions

	SO Strategies
(Strengths-Opportunities)
	Leverage internal strengths to exploit external opportunities.
	Promote the new spa facilities to attract wellness tourists using the hotel’s strong brand and prime location.

	
	
	Utilise financial stability to invest in advanced digital marketing campaigns to enhance global reach.

	WO Strategies
(Weaknesses-Opportunities)
	Address internal weaknesses by utilising external opportunities.
	Implement phased redevelopment plans to minimise guest disruption and maintain service quality.

	
	
	Diversify target markets to reduce dependence on international guests by focusing on domestic luxury travelers.

	ST Strategies
(Strengths-Threats)
	Use internal strengths to defend against external threats.
	Capitalise on the hotel’s reputation to offer exclusive experiences that justify premium pricing, mitigating economic downturn impacts.

	
	
	Continuously innovate service offerings, such as personalised guest experiences, to stay ahead of competitors.

	WT Strategies
(Weaknesses-Threats)
	Minimise internal weaknesses to avoid external threats.
	Adopt cost-control measures to manage high operational expenses without compromising service quality.

	
	
	Stay informed about global travel regulations to adapt marketing strategies promptly, ensuring compliance and guest convenience.
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[bookmark: _Toc191066038]Recommendations
Based on the detailed study of employee turnover at The Ritz-Carlton, New York, Central Park, the underlying factors are directed towards workforce stability, which could enhance staff goodwill. These measures are intended to strengthen employee retention, maintain service quality and hotel’s prestige.
1. Enhance Compensation and Benefits: In order to ensure that its compensation packages keep up with the luxury hospitality sector, the Ritz-Carlton, New York, Central Park should conduct a market analysis. Apart from the basic salary adjustments, the hotel can offer performance-based bonuses, comprehensive health insurance and retirement plans. According to Srivastava and Kumar (2025), competitive compensation plays a huge part in employee retention, especially in high demand industries such as hospitality. Financial incentives can improve the staff, and decrease turnover.
2. Develop Career Growth Opportunities: And too often there's a lack of a clear career progression path meaning that you can get into a lather of dissatisfaction and turnover. Structured career development programs such as training workshops, mentorship initiatives, and open promotion criteria should be offered by The Ritz-Carlton, New York, Central Park. Growth and loyalty programs, according to The British Butler Institute (2024), can generate a culture of growth and long term employee engagement through professional development programs.
3. Promote Work-Life Balance: The hotel needs to introduce flexible hours of work, wellness programs as well as initiatives that enable mental health. For example, flexible scheduling allows the employees to adjust this balance between responsibilities and may result in lower absenteeism and happier employees. Research published in the International Journal of Hospitality Management by Kim et al. (2023) discovered that having wellness initiatives and flexible work arrangements reduced turnover in hospitality industry.
4. Enhance Employee Engagement and Recognition: Regularized feedback mechanisms and recognition programs are positive measures that can help to increase morale and emotional connection to the workplace among employees. Rothausen et al. (2017) indicates that employees that feel appreciated and recognised have less likelihoods for leaving their organisation. Employee-of-the-month awards, annual appreciation events, or even space for consistent performance evaluations are examples of employee engagement initiatives.
5. Invest in Operational Technology: Technology solutions like automated scheduling software, digital on boarding system, and mobile communication platforms can adopt and streamline operations and in this way reducing stress on employees. Prince (2024) asserts that technology related operational efficiency enables satisfaction among employees since repetitive tasks are simplified and productivity in the workplace increased.
By carrying out these recommendations, The Ritz-Carlton, New York, Central Park might be able to tackle its problems with high employee turnover, producing a more motivated and loyal workforce and keeping it up as an industry leader in luxury hospitality.
[bookmark: _Toc191066039]Change Management Practices
In order for the recommendations aimed at reducing employee turnover at The Ritz-Carlton, New York, Central Park to be implemented, a strategic and structured change management approach would be needed. Thus, these practices are structured in a unique way that matches the needs of the hotel to ensure smooth transition by keeping service excellence intact.
1. Transparent Communication Strategy: To gain employee support for the proposed changes, effective communication is important. For each initiative, management should set a detailed communication plan with rationale, benefits and time line. Concerns can be addressed and can help establish trust among employees with meeting regularly, sending newsletters, and holding open forums. For Raza et al., (2023), transparency in communication is the key in driving down resistance to change and alignment with the organisational goals.
2. Employee Engagement and Collaboration: Inviting the employee into the change process will improve their commitment and lessen their resistance. A good way to get some of this information, or at least the perception of it, is to involve staff from a number of departments to form the team or committee. A study done in Journal of Human Resource Management by Mansaray (2019) states that smoother implementation of organisational changes is achieved when organisational changes are undertaken through inclusive decision making processes.
3. Comprehensive Training Programs: Robust training, support systems are needed to transition to new practices and technologies. Training sessions should be tailor made for employees to help them be equipped with skills of adopting new tools and procedures. As an example, staff can be trained in the use of automated scheduling software and digital communication platforms. According to the Maheshwari and Vohra (2018), training is a key aspect of how to make the change management work.
4. Phased Implementation with Pilot Programs: Using pilot programs to introduce change gradually provides a buffer from risks and a chance to spot potential problems before rolling a change out to scale. This can include pilot flexible scheduling in some departments to identify how successful that is and what changes need to be made. As part of their suggestion, Kotter et al. (2025) show how phased approaches can improve both adaptability and success rate of large scale organisational change.
5. Ongoing Monitoring and Adjustments: It is important to monitor progress of changes being implemented to check whether they produce the benefits as anticipated. Establish KPIs such as turnover rates, employee satisfaction scores and operational efficiency metrics. Continuous evaluation is ongoing which means you're able to intervene and make refinements in a timely manner. According to the research done in Harvard Business Review by Sanchez (2019) the need to keep track of change efforts is crucial.
If adopted, the above change management practices will allow The Ritz-Carlton, New York, Central Park to implement the recommendations and improve employee retention as well as resilience and motivation within the workforce. This structured process is important because it guarantees that new strategies or changes complement the hotel’s original goals and caretake the hotel’s original quality of offering luxury hospitality.
[bookmark: _Toc191066040]Measures of the Impact and the Success of the Suggested Strategies
In order to successfully implement the recommended strategies at The Ritz-Carlton, New York, Central Park and gain an insight into their progress, a detailed evaluation framework will be developed. This framework has a methodology in which the quantifiable metrics are set, data is collected with various types and continual review is conducted to find out the effect of these recorded effects.
1. Key Performance Indicators (KPIs): KPIs for the success of the strategies will be measured SMART (Specific, Measurable, Achievable, Relevant, Timebound) (Jahangirian et al., 2017). Key metrics that could help employee retention would be turnover rates, employee engagement scores, training participations rates, and customer satisfaction ratings. In research by Schiemann et al. (2018) it is noted that if HR initiatives strive to track such metrics and do it consistently, they receive actionable insights into the HR initiatives' success.
2. Employee Turnover Rates: It is essential to monitor employee turnover rates preceding and following the strategies. A rate is to be established as a baseline and changes to be reviewed quarterly. The recommendations will be effective according to a significant reduction in turnover rates. Turnover reduction is identified as a key indicator of successful retention strategies in a study in the International Journal of Hospitality Management by Park and Min (2020).
3. Employee Satisfaction and Engagement Surveys: Staff morale, job satisfaction and engagement will be assessed through regular surveys. Topics for the questions would include work-life balance, compensation, career growth opportunities, and managerial support. For strategy success, post implementation, the scores will increase. According to Albrecht and Marty (2020), higher engagement scores tend to correlate with less turnover and higher employee commitment.
4. Training and Development Metrics: Success is measured with tracking employees’ participation in training sessions, internal promotions, and professional certifications. A readoul of these metrics will be a sign of success. According to Zepeda (2019), professional development, especially ongoing, promotes satisfied and retained employee.
5. Customer Satisfaction Ratings: This should translate into better service quality and, in turn, should go hand in hand with employee satisfaction and retention. Customer satisfaction will be measured by guest feedback collected from websites such as TripAdvisor and internal surveys. Such positive trends will validate the indirect benefits in terms of reviews and ratings of employee focused strategies. As per the research published by Harvard Business Review (2018), employees that are satisfying are able to create a good experience for the customers.
6. Financial Performance Metrics: Through cost savings of recruitment and training, increased revenue as occupancy rates improve and repeat bookings, this will be assessed in respect of the financial benefits of the reduced turnover. As noted by Nazir and Islam (2017) better employee is associated with a significant financial gain and improving overall organisational performance.
7. Continuous Monitoring and Feedback: The ongoing success will be guaranteed through a dynamic feedback loop. Through regular management reviews, staff feedback sessions, real-time analytics tools, and so on, challenges will be identified and corrective action made at the right time. Consequently, Johnson and Szamosi (2018) states that changing initiatives have to be constantly monitored and adapted.
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1. Improved Employee Retention: It is expected that implementing the recommendations will significantly reduce turnover rates at The Ritz-Carlton, New York, Central Park. This would help decrease recruitment and onboarding costs, as well as company’s maintaining its institutional knowledge and expertise. Hospitality Quarterly, De Winne et al., (2019) says that lower turnover rates produce a more stable, experienced and productive workforce.
2. Enhanced Service Quality: Most likely such satisfied and engaged workforce will consistently deliver superior service. Such improvement can lead to better customer satisfaction score, increased positive criticisms, and repeat business. As presented by Ali et al. (2021), high service quality creates higher revenue through retaining a guest.
3. Financial Savings: Reduction in turnover saves from hiring and training costs which may be substantial in the hospitality sector. Moreover, engaged employees are more productive and generate additional income by upselling and guest loyalty. As Bilousko et al. (2024) observes, companies with stable employees have 21% higher profitability.
4. Enhanced Brand Reputation: If a hotel is able to provide employees with the initiative of way, it will demonstrate care for them, and this will therefore boost the hotel’s brand image. Employer well-being and corporate social responsibility have become ever more important to guests. Beritelli and Schegg (2016) notes that this improved reputation can lead to seeking more bookings and new partnerships.
5. Increased Employee Morale and Productivity: If money is spent on employee development and wellness, morale can be greatly raised, absenteeism will go down, and the productivity will rise. As per the International Journal of Contemporary Hospitality Management by Ali et al. (2019), positive correlation between employee morale and satisfaction of the guest, along with operational efficiency is seen.
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[bookmark: _Toc191065205]Table 5: Associated Costs
	Initiative
	Details
	Cost Estimate

	Salary and Benefits Enhancements
	Increasing salaries and improving benefits packages (e.g., bonuses, healthcare).
	$1.2 million annually (for 250 employees, assuming a 10% salary increase).

	Employee Growth and Development Plans
	Providing structured training programs and career advancement opportunities (materials, trainers, platforms).
	$200,000 annually (Freifeld,  2024).

	Digital Tools and Systems Implementation
	Deploying scheduling tools, communication platforms, and automated systems.
	$150,000 initial cost; $30,000 annual maintenance.

	Health and Work-Life Balance Programs
	Offering mental health resources, fitness programs, and flexible work arrangements.
	$100,000 annually (UK wellbeing report, 2024).

	Corporate Responsibility and Sustainability Efforts
	Supporting community initiatives, eco-friendly projects, and marketing campaigns.
	$100,000 annually (Sustainable Hospitality Alliance, 2024).
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High employee turnover
	Enhance compensation packages and benefits, including bonuses, health insurance, and career development opportunities.
	Reduce turnover rates, retain talent, and improve employee satisfaction, leading to a more stable and engaged workforce.
	6 months
	01/08/2025
	£1.2 million annually

	2
	Inconsistent customer service delivery
	Implement training and development programs, focusing on service excellence and operational consistency.
	Increase employee skills, ensure uniform service quality, and enhance customer satisfaction and loyalty.
	4 months
	01/06/2025
	£200,000 annually

	3
	Operational inefficiencies due to outdated technology
	Introduce digital tools such as scheduling software, communication platforms, and automated systems.
	Streamline operations, reduce scheduling conflicts, and improve communication efficiency across teams.
	3 months
	01/05/2025
	£150,000 initial + £30,000 annually (maintenance)

	4
	Lack of employee wellness initiatives
	Launch wellness programs, including mental health support, fitness options, and flexible scheduling infrastructure.
	Improve employee well-being, reduce absenteeism, and create a supportive work environment that enhances productivity and morale.
	5 months
	01/07/2025
	£100,000 annually

	5
	Limited corporate social responsibility (CSR) initiatives
	Expand CSR efforts with sustainability projects, community engagement, and eco-friendly practices.
	Strengthen brand reputation as a socially responsible business, attract eco-conscious guests, and improve long-term environmental impact.
	7 months
	01/09/2025
	£100,000 annually

	6
	Declining guest satisfaction rates
	Conduct customer feedback surveys and redesign service processes based on guest insights to address pain points.
	Enhance guest experiences by resolving key issues, improve review scores, and increase repeat bookings and overall loyalty.
	4 Months
	01/06/2025
	£50,000 annually
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Hospitality is an industry that thrives on delivering unparalleled experiences to their guest yet relies on a consistent and engaged workforce. To address this pressing issue of The Ritz-Carlton, New York, Central Park’s employee turnover, this consultancy report has looked into the causes of employee turnover, the associated impacts as well as viable strategies to mitigate the employee turnover. Robust frameworks including STEEPLED, SOAR and TOWS were employed in the analysis of the analysis of the challenges and opportunities, facing the pursuit of workforce retention.
The Ritz-Carlton, New York, Central Park’s high turnover is shown to have a negative impact on service quality, costs and customer satisfaction. Causes are specific, such as having a demanding work environment; being paid and provided with inadequate compensation and benefits; leadership deficiencies; and external factors like economic conditions and shifting immigration policies. While they may seem insurmountable, The Ritz-Carlton, New York, Central Park can meet the issues facing their brand because of its strong brand reputation, prime location, and superb service.
The STEEPLED analysis emphasised external factors that influence turnover including technological advancements and economic pressures while the SOAR identified the hotel strengths and aspirations, including the benefits of leveraging its iconic brand and planned redevelopment initiatives. The TOWS analysis led to successful actionable strategies that included ways of enhancing employee compensation, career growth opportunities and work life balance that would result in a supportive and engaging work environment.
They included training structured programs, better managerial cycles, and using sophisticated operational technologies to diminish the stress and inefficiencies. Proper change management practices like transparent communication, employee engagement, and phased implementation were recommended to help the transitions go as smoothly as possible. The main purpose of these measures is to motivate employees to show loyalty, improve service quality and maintain hotel’s fine reputation.
These strategies through key performance indicators, such as employee engagement scores, turnover rates, and measurement of customer satisfaction are a good way for the management of the Ritz-Carlton, New York, Central Park to monitor the effectiveness of these strategies. Success in these areas will not only bring down operational costs but will help raise the hotel’s brand and captive to its competitive edge in the luxury hospitality sector.
The Ritz-Carlton, New York, Central Park has placed its trust in Acorn Tourism Consulting for this important project and for this we are extremely grateful. It was a privilege to work in collaboration with regard to such a critical issue, having no doubt that the proposed strategies will have great benefits to the hotel. After addressing the root causes of turnover and implementing the required solutions, The Ritz-Carlton, New York, Central Park is well positioned to cement its place among the luxury hospitality leaders.
We are honored to be able to keep contributing to this incredible establishment's continuing success. In the event that The Ritz-Carlton, New York, Central Park may require further input on the implementation of these strategies or in dealing with other challenges, we will be at their disposal to offer assistance and expertise. We hope this mutual partnership can continue and grow.
We would like to thank you for the opportunity again. We hope that The Ritz-Carlton, New York, Central Park is about to rise to even more of an excellent level in the future.
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