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[bookmark: _Toc118529775]Introduction and Background 
Due to current situation of Brexit, covid-19, and inflation; the hospitality industry is facing different challenges. These challenges are causing risks which is uncontrollable. As a result, different hotels are facing issues with employee retention and lifecycle. Human resource management of hotels are applying several adaptation strategies to manage the workforce to cope with the changes that is happening in the external environment. The effectiveness of the job performance is being affected severely due to technological advancement and automation introduced in the hotel industry. Hence, the General Manager of Marriott international London, has advised to prepare a report to highlight analysis of the UK hospitality industry to identify current challenges that is affecting retention rate as well as possible solutions to the problems. 
Marriott international is an American multinational company established in 1927 headquartered in Maryland. The company has 30 brands under its name that accommodates more than 8,000 properties containing 1,423,044 rooms in 131 countries (Macrotrends, 2022). among them 2149 are operated under Marriott’s name and other are operated by franchise agreements. Being one of the most renowned hotels in the world, Marriott is facing certain challenges caused by outbreak of Covid and Brexit. Still, the hotel chain earned revenue of $2.7 billion that improved over 2020. 
[bookmark: _Toc118529776]

Discussion and Literature review 
[bookmark: _Toc118529777]PESTLE and SWOT analysis of UK hospitality industry 
Tourism and hospitality industry is considered as the 8th largest industry in the world based on its contribution to global economy and globalisation. The hospitality industry of the UK is slowly growing to be a prominent industry around the world because of the increased number of tourist incoming from different parts of the world. More than 6% is contributed to the UK GDP by tourism and hospitality industry. in 2018, more than 38 million tourists have entered the UK and they paid £45 million in tax (UNWTO, 2020). But the pandemic, Brexit, and rise of prices due to the war has affected the external environment which influenced the pattern of the hospitality industry. The influence is presented in from of PESTLE and SWOT analysis- 
	Political 
	Economic  
	Social

	The UK government has imposed non-EU trading including increased tariff rates that is affecting the prices of the services and products. Along with it, the government has increased minimum wage to £9.50 from £8.20per hour for adjustment (Gössling et al., 2020). 
	The hospitality industry of the UK contributes 6% to UK GDP yearly. But increased inflation rate has reduced the contribution ratio. More than 7% people in the UK are still unemployed and to add on it, hospitality industry laid off 8 million to cover up rising cost (Bartik et al., 2020). 
	Price increase has changed the living structure of people as they have become more price sensitive as well as saving more for the future. Covid-19 has also decreased mature population that also affected the service preference of adult population. 

	Legal 
	Technological 
	Environmental 

	New legal regulations introduced such as consumer protection law. Employee health and wellbeing, Intellectual property law, and covid-19 safety regulations are must to be followed laws. Currently, no one can travel to and from countries without vaccination certificate. 
	Current market has been slowly changing its marketing and advertisement rules and regulations. Automated advertisement along with printed media, and SEO marketing has become popular (Howell, 2014). Contactless payment has been forcing hotels to change their passcode system. 
	Climate change laws and regulation is encouraging the hospitality industry to be more eco-friendly with their services (Gursoy et al., 2020). Recycling and non-toxic element usage is on the rise. 



	Strengths 
	Weakness 

	Presence of worldwide renowned hotel companies 
Serving wide range of services in the hotels 
Use of modern and effective social and online media 
Strong value chain and brand management 
	Small and medium hotels are still not applying eco-friendly services
Inventory and employee mismanagement (Gursoy et al., 2020)
Change in retention process 
Change in customer preferences

	Opportunities 
	Threats

	Availability of advanced technology and architecture 
Availability of financial services and business planning opportunity (Gursoy et al., 2020)
Emergence of modern niche market
Government offering subsidiary 
	Reducing interest of people to work in the hospitality industry 
Deteriorating minimum wage of employees working in the service industry 
Growing environmental concerns



[bookmark: _Toc118529778]Current challenges Human Resource Department is facing with examples of different hotels 
Human resource department in the hospitality industry is the most critical department present because of its contribution to the success of the business as well as gaining customer satisfaction (Cummings, 2010). But this department is highly fragile to the changes occurring within the external environment. The department encounters certain challenges while managing its workforce. 
The first problem identified by Alex Larralde in his research is engaging the workforce. Engaging the workforce was trending higher early in the pandemic. But the metrics went down because the conversation among the employees shifted towards online rather than physical. 
Second problem or challenge identified by the HR department is problem in attracting skilled and talented employees to the enterprise (Gössling et al., 2020). Most of the workforce are searching solutions to get higher payment within a short time using their skills and talent rather than gathering experience. But the ladder to higher position and payment takes a long time in hotel industry which drags potential workforce further to another sector. 
Third problem in HRD is facing is the Brexit impact where the workforce is slowly shifting to EU who were from EU countries. According to the report of CIPD Labour Market Outlook that the requirement of workforce has increased from 61% in 2019 to above 70% (Larralde, 2022) till 2022 but the number of potential workforces from EU has decreased which has created labour shortage.  
[bookmark: _Toc118529779]Employee Retention challenges in the UK hospitality industry 
There are various challenges that are faced by the hospitality industry and among them employee retention is the major challenge. Yearly 15% of the employee’s turnover from different hospitality and service organisations. Within June 2022, employee turnover rate was 5.7% (Mcallister, 2022). Within the hospitality industry of the UK, the retention rate is only 70% and this presents how much problem the industry is facing to retain its employees. Challenges that are faced by Marriott international is presented below- 
Unsuitability of the roles- the most disappointing aspect of working in a hotel it its role distribution. Owners and managers have high turnover rates because of the vague role and responsibilities (Carroll, Keflas, and Watson, 2014). Sometimes the employee feels unsuitable for the role as he cannot take such intense pressure. 
Unsociable hour- in the fast-paced hospitality industry, hotels need to remain operative 24/7. So, the employees need to work under different hours unlike any stable working hour. In the three-shift business Marriott offers different holiday packages which makes the hotel to be most busy during those times. As a result, employees must work hard during holidays (Alonso et al., 2020). And this makes them highly depressed as they cannot spend time with the family members. 
Lack of flexibility- The working hours are not just only longer but also inflexible because employees cannot just adjust their working shift to their flexibility (Bartik et al., 2020). Based on the nature of the industry, the employees need to be flexible to adapt to the guest’s need and employers needs. This can either be stressful unless the employee enjoys being busy. 
Less recognition- employees are not recognised enough to be motivated to remain working in the hotel for longer time. most of the employees leave the workplace after 5 years or 10 years to try new environment. Moreover, most of the employees leave the workplace due to being tired of receiving complaints that overshadow their hard work. 
Unhealthy environment- the working environment is very toxic because of miscommunication or poor communication network between lower department workers with higher management (Cramer and Duncan, 2011). There is also cliché behaviour found between males and female employees as most of them are found flirting with each other. There are also problems found in leadership and management. 
[bookmark: _Toc118529780]Employee lifecycle affected by current hospitality trends in the market 
According to the lifecycle of employees, they pass through 5 stages- recruitment, onboarding, development, retention, exit or separation. Currently, the hospitality industry is encountering changes such as more importance to safety and hygiene, contactless payment, voice over control, F&B delivery at home, robot service at prominent hotels, virtual reality tours, mobile check-in services, and local travel (Alonso et al., 2020). 
These trends are short-living the lives and management of the human workforce. More customers are enjoying human contactless services which is affecting the recruitment process of hotels (Howell and Robert, 2014). As many restaurant and hotel services are investing on AI and robotics rather than human resource development. Less attention to the workforce during pandemic has forced or encouraged most of the workforce to switch to different industry. This is also affecting the retention process of HRD. 
Potential solutions to current trends and challenges 
The first solution to engaging workforce after pandemic is to address communication challenges by evaluation of intentional and deliberate communications to support the workforce to assess what role they can play in the management to drive the business forward to attain mission and vision of the workplace. 
Secondly, Marriott brand promotes its brand as a ladder to faster success if one has prominent talent and skills available to lead the hotel chain forward. Marriott promotes its company culture to a degree that it attracts potential workforce as a brand where everyone want to work for better life and career (Eisen, 2016). Hence, the aim, objectives, and vision of the chain hotel maintains a strong workplace culture. 
Third solution to the mentioned problem lies within rewards and remuneration provision. When the employees receive more than they demand, they remain motivated and don’t plan to switch until any external force encourages them to (Blythe, 2022). Moreover, easy recruitment process also supports in retaining employees. 
Finally, hotels such as Marriot or InterContinental or other international hotels can offer additional support such as housing or family support to support employees to manage the outburst of inflation and housing issues. 
[bookmark: _Toc118529781]

Evaluation and conclusion 
From the above analysis it is clear that the hospitality industry is encountering changes due to changes in the mindset and preferences of the customer segment. The government is imposing new rules and laws that are either benefitting or affecting the growth of the hospitality sector. Most of the employees are leaving the industry due to not being appreciated or paid enough. Some employees are leaving hotels due to them being not paid enough. Marriott international is also encountering these challenges in human resource management. Moreover, current UK’s hospitality industry is not very welcoming too. Pandemic and inflation have changed customer’s intention to travel. But with the help of technological advancement, the hotel can change the business pattern and internal working environment (Katzell, Barret, and Porker, 2012). By appreciating employee’s contribution and better payment can solve the issue of retention. 
The report deals with external environment of the UK hospitality industry to assess how much it is affecting the growth of the industry. contribution to the UK economy has declined over the years as Brexit, Covid-19, and higher inflation has changed the business pattern of the hotels. Rise of economic and socio-cultural issues have impacted the business. Marriott hotel is also trying its best to adjust to the requirement of the customers and changes in the market. Most f the challenges lies within management and retention of the employees. Application of strategies such as promotion of better payment, brand value, recognition, and application of proper recruitment system can retain skilled employees. 
[bookmark: _Toc118529782]
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