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The hospitality business was one of the most affected industries along with travel and tourism during the pandemic, and the situation in Europe was significantly worse because the market was already reeling from the effects of Brexit.  Both changed the entire ecosystem of hospitality in Europe. An industry that lost around 2,00,000 international workers during the pandemic and Brexit is in a recovery stage in 2023. Travel demand is growing at a faster pace than expected, and the change in work-from-home culture has increased the demand for travel as people can work from anywhere. According to a recent report by Morgan Stanley, corporate travel expenditures are expected to rise by 8–9 per cent in the second half of 2023 and into 2024, boosting the hotel industry. (Morgan Stanley, 2023) However, some of the biggest challenges facing the hospitality industry in 2023 during its recovery phase will be staff shortages and retention, a hike in the cost of living, new international immigration and work visa rules, coping with the sudden integration of technology, and environmental and sustainability demands (Riaz U, 2023). The situation will be assessed based on the selected hotel, “Celtic Manor," in Newport, Wales, specifically how the hotel is responding in terms of recruitment and retention in this challenging yet recovering phase. 



Celtic Manor Resort is an award-winning, 5-star luxury hotel with beautiful surroundings and world-class hospitality.  It was started in Newport, South Wales, in 1982, and is owned by high-tech entrepreneur Sir Terry Matthews. This exotic 18th-century historic facility serves the guests by offering various accommodations, including the five-star Resort Hotel, a manor house, and self-catering lodges. The resort is popular for its championship golf courses and offers exotic spa treatments, gyms, and multi-cuisine dining experiences. Its convention centre is a popular luxury wedding and event destination. The hotel has other leisure facilities to make your stay enjoyable, such as tennis courts, a gym, and swimming pools. outdoor activities such as treetop adventure courses like Forest Jump. Clay pigeon shooting, fishing, mountain biking, and a range of exceptional dining experiences across five restaurants Celtic Manor Resort is known for its luxurious amenities, beautiful surroundings, and world-class hospitality. It has 400 rooms, including five suites. (Celtic Manor, 2023)


According to Armstrong, it is a purposeful and cohesive approach to managing an organization's most valuable assets: the people who work there, both individually and collectively, to help the business company achieve its goals (Armstrong 2020). Each person in an organization has a journey, and this sequential journey consists of five key milestones, the steps are attraction, recruitment, onboarding, retention, development, and separation, each with a distinct goal that must be met for the journey to be successful. The HR department is in charge of carefully planning each phase and offering the support and opportunities necessary for workers to successfully finish the journey. (Verlinden, 2020) 



The challenges will be explained based on each stage of the employee life cycle. The hospitality sector faces incredible challenges in the country. The Celtic Manor is also taking the necessary steps to overcome the same. The majority 2 of hospitality professionals were from the EU before Brexit, and the current requirements of immigration law demand a qualification of RQF3 (A-Level employment) under a point-based system. (Gov.uk 2023) Apart from that Pandemic worsened the situation as almost 100000 EU workers left the country and the majority have permanently left the hospitality industry because of the difficult nature of work, uncertainty, long closure due to the pandemic, lack of chance to qualify under the new immigration system etc. Therefore, the industry is experiencing a substantial loss of around 1 million qualified people and finding people with the required credentials and skills is highly difficult for the organization due to multiple reasons. The number of skilled candidates with the required education and skills is very low compared to the vacancies available. (Hancock A, 2022) This skill gap is creating a high demand for skilled candidates and organisations are forced to offer attractive packages to get the right candidates from diverse backgrounds. (Ceniza-Levine , 2019)  They also  need to offer the work environment, facilities and support to retain the employees longer. Also, hotels are forced to recruit people from other industries and spend a big amount to train and develop them to the degree of expertise. The minimum wage level of £25,600 is putting a very big burden on companies. (Hancock A, 2022)

Retaining competent workers and freshers are also required a huge investment. To retain competent workers, the organisation has to offer a competitive salary, room for skill development and career growth, offer training and development, a healthy and satisfied working environment, extensive support from the management, rewards and recognition etc. (Armstrong 2020) 

The pandemic has permanently changed the work-life pattern. People have priorities for personal time, mental and physical health, purpose, etc. A study by ILO states work-life balance policies provides a win-win situation for both employers and employees (ILO, 2023) 

As part of the online reputation audit, a review analysis was made in the popular employer review platform Glassdoor and Indeed and identified the following very recent feedback within a year from the former and current employees. Since the reviews are shared publicly, it is ideal to closely watch the shared information and take necessary responses. These are the major feedback shared: - 
Several employees have mentioned they are enjoying their work at Celtic Manor and are having a very positive workplace environment with their supportive colleagues. The job also provides them with benefits and perks such as additional incentives, staff rates or rooms, training and development, career opportunities and skill development opportunities etc. Also, some of them have mentioned they are receiving fair breaks, and which is helpful and also enjoy working for a reputed organisation. 
But it is extremely important to notice the negative comments raised some concerns that need immediate attention. The issues mentioned were poor management, frustrated employees, long working hours with a huge workload, a disorganised and chaotic environment, Bullying, and some reviews have mentioned bullying and negative culture and its implications on their work, and a few have expressed the lack of proper parking facility. Even though individual preferences vary, it is quite evident that there are things which need immediate attention such as workload, long working hours, poor management and bullying in the workplace.

According to Hannah Elliott to BBC, the director of Talent and development The company has adopted a strategic approach to talent acquisition and development and is entirely focused on it to survive in this demanding situation, she said they have already realized the importance of having a constantly evolving attraction and retention strategy and have adopted a proactive approach to the challenges to ensure a competitive advantage. (Hale A, 2023). The group has already promoted more employee benefits to make it attractive for skilled workers, the additional benefits include free GP appointments, financial advice, etc.; introduced flexible shift hours to have a better work-life balance, removed traditional ways of years long practices, for eg split shifts, are eliminated based on employee feedback. This shows the hotel values its people’s voices. Stephen Leeke from Vale Resort in Hensol said, The Vale of Glamorgan, in Wales was the employer of 400 and was struggling to fill the 30 vacancies but failed to find skilled people and finally settled with new recruits and continues recruiting for Jr staff and apprentices and trained them with a hope to develop them for the future roles (Hale A, 2023) 

Through these efforts, Celtic Collection is trying to improve its efforts to enhance the employee experience and keep the positions attractive and improve their chances of retention (Hale A, 2023) Celtic Collections has already adopted a strong retention strategy by offering a range of supporting benefits to its employees. As part of personal learning and succession planning the Celtic Jourbeys helps the employees to set personal development plans, then exceptional performance awards for their contributions, appreciates the efforts through recognition schemes, additional holidays for loyalty, and discounted stays for employees, health club membership, discounts for food and beverage, 30% discount on spa treatment, discounted golf membership, Golf benefits, 30% discount on outdoor adventure offered in the Celtic manor, Hairdressing discount, Additional benefits like long service recognition dinner, Christmas hampers, employee recognition awards etc, Life insurance, credit union scheme, employee referral, 24X7 counselling services, annual health assessments, employee wellbeing, private GP booking, employee social club etc. (Celtic Manor, 2023) S


Apart from the operational and management costs, the hospitality sector is under huge pressure due to multiple fluctuating cost factors. Inflation results in record-breaking food, ingredient, supply cost, transportation cost, and maintenance, changing consumer needs, digital skill gaps, technology demands, demand for eco-friendly and sustainable options etc Apart from that, the recruitment of skilled candidates and their retention also require huge investments. Since the vacancies are plentiful, the employees might leave every now and then unless the package and experience are not attractive enough, in such cases, the organization should maintain a talent pool for immediate hire or promotion. Overall, the profit margins would be very low. The organization has to find ways to control costs without compromising efficiency and quality. (Altman D, 2023)  


Being one of the most iconic hotels in the country, Celtic Manor has a lot of strengths and opportunities. Its major strength is its historic and majestic manor house's luxurious world-class accommodations which attract upscale customers, World class famous Golf courses with twenty-ten courses, and the Golf academy The property even hosted the Ryder Cup in 2010 thus becoming popular around the world. The property has everything for an upscale customer, a fitness center, spa, tennis court, pools, and adventurous outdoor activities. The beautiful location adds to its value, It is a popular wedding destination. It offers conference and meeting hall facilities. Overall, the brand has a strong competitive advantage. (Celtic Collections, 2023) The weakness is the location; guests who are looking for a convenient location might struggle as the property is situated in New Port Wales, a bit away from the major cities. Seasonal fluctuations and occupations are another weakness. Also, the reviews shared on Glassdoor clearly show that not all employees are satisfied with their experience, and therefore the resort should improve its employee engagement strategy. The opportunities suggested are market expansion to target more customer segments by adding suitable services. Also, collaborations are suggested with tourism, event management organizations, and golf associations for organizing more events and enhancing publicity. Improve the online presence and incorporate technology more into its operations and other areas. Threats include inflation, which affects the consumer’s spending on travel and hotel stays, recruitment and retention challenges in the hospitality sector, and high competition. 

Considering the PESTLE, political factors involving government regulations on immigration, visa rules, tourism, taxation, etc. are also affecting political stability, which is also a concerning factor. An overall economic situation such as inflation, price hikes, minimum wage hikes, consumer spending, GDP growth, etc. are considerable factors influencing the demand. Fluctuations in exdevelopment.es are affecting the purchase decisions of international visitors. Social factors involve identifying demographic trends how age, gender, preferences, consumer behaviour etc to identify the trends and patterns and design marketing strategies, Also social factors include identifying the employee's needs and concerns and addressing them; recruitment of a multicultural workforce, employee engagement strategy, corporate social responsibility, training and development, work-life balance positive work environment, gender equality, wellness, health and safety concerns etc can influence the offering to the customers and also the employees 
Technological advancement can influence and enhance the guest experience, Updated websites, mobile apps, smart room facilities, social media presence, virtual tours, data analytics and AI, data security, etc. can improve the experience. Legal factors involve adhering to rules and regulations related to hotel operations, visa regulations, wage rules, licenses, other health and safety rules, and so on. Environmental practices involve sustainable practices, responsible sourcing, community development programmes, waste management etc can enhance the reputation of the brand and attract more customers ( Vivek S, 2018)

The suggested solution is through social media and public review platforms, using the most accurate data analytics and AI software, assessing the reviews, analyzing the same, and getting insights into the level of online brand reputation. Also, an employee engagement survey is recommended to understand the factors behind the reviews posted, the overall level of employee engagement, and the effectiveness of current employee engagement activities by Celtic Manor. Based on the feedback and insights from the results, Celtic Creations can make the necessary changes in each cycle of employee engagement and redesign the activities if required. 
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