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Personnel Resourcing and Development

“Title of the essay - Review the analyse the current challenges facing hotels in managing their employee turnover in the UK.”



The hospitality industry in UK has seen several changes and challenges recently. This has affected the employee life cycle immensely in the hospitality sector and organisations are struggling to retain and recruit talent. According to a survey by YouGov and software company Deputy, the employee turnover rate in UK hospitality industry is 30% which is double the average of UK organisations (HRMagazine, 2018). This survey indicated that more control over shift and time patterns and better career growth prospects would make hospitality workers to less likely to leave. Expense of hiring and retaining the workers is a major part of any company’s financial cost, thus developing and retaining workforce is crucial (Ruël, et al., 2021). This essay critically evaluates the impact of challenges, including how to retain top talent develop employees in the team and how this contributes to success of the organisation. The employee life cycle model is used to define and express the six stages of an employee in an organisation (Paggi & Clowes, 2021). The impact of challenges faced by hospitality sector on these stages in an employees’ journey will be identified and discussed using theories/models and the socio-political, economic, legal and environmental impact.

In the post Brexit world, main challenge faced by UK hospitality industry is lack of talent and human resources as maintaining current activities require many EU migrants and this was made difficult by the Brexit rules which requires a threshold of salary of 30,000 for migrant workers (Cameron, et al., 2018). According to The Caterer, more than 92,000 workers have left UK after Brexit came into effect, creating staff shortage (The Caterer, 2021). Figures suggest that in every 10 hospitality workers, 1 has left the industry in the past year. Due to Covid-19 situation, many hospitality businesses either closed or scaled down, restaurants limited their operations, hotels went empty (Gursoy & Chi, 2020). Due to this, workers found alternatives and they now prefer 8-hour shifts, increasing the employee turnover rate. Another challenge is the use of technology. Different levels of technology dependency create perception discrepancy and skill gap for workers (Tajeddini, et al., 2019). Today’s customer has become very experimental when it comes to food and beverages (Ramgade & Kumar, 2021). For restaurants, it is a constant challenge to cater to the changing tastes, offer innovative dishes while hotels suffer from compatibility of restaurant branding and a seamless experience for guests. Another challenge is the confusion in calculating national minimum wage and applying it uniformly on all employees since the working hours in hospitality sector are very irregular, some places offer accommodation on site, some give uniforms to its employees, while some provide food as well (Hawker, 2020).

High employee turnover is the biggest challenge for the UK hospitality industry, main reasons can be listed as:
Unsuitability for the role: Suiting person with the role is difficult in this sector as customer service is not for everyone. Organisations also tend to employ inexperienced people on various jobs on part time basis, who eventually quit, so employee turnover increases (Chibili, et al., 2019). Many students, unskilled workers join this industry to gain experience and learn transferable skills, with the intention to leave within a few months.
Unsociable work hours: Working hours in this sector are not regular working hours of any other job. Employees are expected to work on holidays, weekends, late evenings, even nights as these are times hospitality places like hotels, restaurants are busiest (Chibili, et al., 2019). The work hours are longer and taking breaks is not always an option.
Lack of flexibility and recognition: Flexibility in schedules and work hours is not present, staff does not have much say in making the schedule. If need be, staff can be called anytime, any day and work extra hours (Ford & Sturman, 2018). For example, if a restaurant takes a large booking on a holiday, extra staff can be called back on duty, even on their day off. 
Exhaustion and burnout: This sector is very competitive and it is stressful to work in it, while meeting customer demands. Although mistakes are easily observed and pointed out, the good work done by staff is taken for granted and no appreciation comes their way (Chibili, et al., 2019). All this leads to burnout, decrease in physical energy and decline in performance.
Lack of career prospects: Every employee wants to grow and thrive in the workplace and expects promotion and career advancements. However, in the hospitality sector, the promotions are very far spaced out and opportunities of growth are fewer (Baum, 2019). Most employees start feeling after a while that to grow, they must move out and seek jobs elsewhere, this leads to high employee turnover.

All the mentioned challenges and problems faced by the organisation and the employees have an impact on employee life cycle and there are ways in which this impact can be handled positively which may result in greater employee satisfaction and lesser employee turnover. All stages of employee lifecycle are interrelated, thus creating a great employee experience early on contributes to success in all stages (Whitter, 2019)
Attraction: Organisation must appear attractive in terms of salary, working conditions, growth prospects etc to attract genuine talent. With challenges in the hospitality sector, the attractiveness is going down (Whitter, 2019). Steps must be taken to market the brand, employee benefits, glimpse of a bright future to attract prospective employees. Job adverts must be placed on multiple channels for greater reach.
Recruitment: Hospitality sector organisations must focus on identifying the suitable candidates, their interest in customer service and their will to grow in this career (Cameron, et al., 2018). The attitude should be to look for hiring long term employees, not just part-time or temporary employees.
Onboarding: Organisations tend to focus on just the company during onboarding process, this makes the employees feel that they are not important individually. Instead, hospitality companies should plan employee-centric onboarding programs, which emphasises on the employee’s individual identity (Cesário & Chambel, 2019). This way, its more likely to have reduced employee turnover. 
Development: This is an important stage which is designed to show the path of success to the employees. Organisations should have a clear goal setting process, mentors for guidance, address training needs, apply buddy system, sponsor higher education for promising employees (Chen, 2019). In the fast-paced technology driven environment, employees must have systematically designed training and development programs for excelling in customer service, handling stress and growing in their career.
Retention: Next stage of retention depends upon how an employee is treated in the organisation. The problems of unsociable hours, less flexibility, no recognition results in a frustrated employee and contribute towards employee turnover (Hughes & Burke, 2018). To handle this challenge, hospitality industry organisations must practice transparency, open door policies, empowerment, more flexible working hours, perks, rewards and recognition, continuous 360-degree feedback, and many such measures. For example, if a customer requests for some extra service, then employee dealing with the customer should be empowered to take decision on the spot, without approval from the manager. This will instil sense of responsibility and trust in the employee.
Separation: Employees move on, for better career prospects, better salary, they retire or relocate. A feedback and reflection system at this stage helps the organisation understand what is lacking and development areas to retain employees (Hughes & Burke, 2018). Hospitality sector is experiencing increase in number of employees who are leaving, this must be addressed seriously. Efforts must be made to stop valuable employees from leaving by offering better prospects and promotion, if possible. Care must be taken of those left behind, should be given support and may be involvement in recruitment to feel included.

As observed in the stages of employee life cycle, organisations can make every stage better by applying some techniques, understanding and keeping the employee at centre (Chibili, et al., 2019). In hospitality sector organisations, employees interact directly with customers, hence it is very crucial to pay attention to all stages of employee life cycle and make it a positive, inclusive experience so that employees feel valued, thus reducing the turnover rate.

It is of paramount concern that hospitality industry organisations should be able to maintain a talented and dynamic workforce to achieve success in this competitive sector. To achieve this, organisations resort to personnel resourcing, which is defined as ensuring that the company identifies, recruits and retains human resources and employ them productively (Boella & Goss-Turner, 2019). Personnel resourcing involves understanding what kind of people the organisation needs to succeed at present and in near future, and how to attract and keep the valuable human resources that influence better performance of the organisation. Personnel resourcing also entails the practices related to strategic planning regarding number of employees, skills required, research on identifying the essential competency, and choosing the top talent among those available to work for the company (Boella & Goss-Turner, 2019). Establishing a working environment and culture which addresses the needs of the workforce is another objective of personnel resourcing, that leads to lower employee turnover rates.

Personnel resourcing process is applied in organisations in many ways, which may follow some popular models/theories. Discussed here is the Human Resources value chain model, which is based on the work of Paauwe and Richardson (1997) and explain simply how resourcing works (Imperatori & Bissola, 2019). According to this model, everything done in Human Resource management can be divided into two categories, activities and outcomes. Activities include workforce planning, recruitment, training, talent management etc. Activities are measured using efficiency metrics, for example, cost and time spent in recruitment. While outcomes include the goals that require to be achieved by the HR activities i.e., HR outcomes are employee engagement, motivation, performance, and competency level. Instead of just doing the activities and reducing costs, organisations must focus on outcomes, which helps achieve the organisation’s goals. The HR outcomes are thus aligned to the organisational objectives like profit, productivity, quality, customer satisfaction etc. 
For example, if an organisation in hospitality sector is recruiting employees with the aim of finding workforce faster and in cheaper price, it may be part time or unskilled people, then activity metrics will be good, but the quality will suffer. Aim of employee resourcing here is to find suitable employees with desirable skills, right aptitude and qualification for the job, even if takes a bit longer time or cost of hiring is higher. Achieving the outcomes will provide a stable, motivated, dynamic workforce which would lead to better performance.
Apart from the internal matters like employee resourcing, training and development, good working conditions and better career growth, the retention of employees also depends on several external factors like political, environmental, economic, technological, social scenarios etc. These factors also play important role in an employee’s life cycle (Snell & Morris, 2022). The political environment which resulted in Brexit, legalities associated with it has impacted organisation’s approach to recruitment of migrant workers, availability of skilled workers in the sector of hospitality (Hassan, et al., 2020). The economic environment in UK pertaining to job turnover, employment rates, immigration, seasonality, all these factors affect the way people are hired and retained by the organisations. A healthier economy suggests more travel and tourism thus bringing more work to hospitality sector.
The environmental matters like green living, sustainability, lessening carbon footprint, using renewable resources; impact the management of organisations, their practices and goals. Employees life cycle also get impacted as green companies aim to be more environment friendly, require support from employees in its ventures to create brand image of caring for the environment (Snell & Morris, 2022). The social scenario of travelling for work and pleasure, get togethers, family holidays, eating out culture affect the hospitality businesses, they require a sturdy and competent workforce to provide customers with excellent service. Use of technology in every aspect of the businesses has become necessary, organisations provide training to employees regarding using technology efficiently (Ruël, et al., 2021). Companies aim to fill the skill gap in getting employees equipped with knowledge and training of technology to make most of it, for the organisation’s success. 

The challenges of current times that are faced by the hospitality sector include Covid-19, Brexit, technological challenges, changing customer preferences and changing global scenario. Employees are facing as lack of growth and recognition, longer working hours, fatigue and exhaustion while attending customer demands etc. Every stage of the employee life cycle gets impacted by these challenges. Organisations can handle the problems by taking a few steps like : putting employee first in all its policies and decisions, spending more time in selecting suitable employees based on required skill sets, keeping employee’s well-being in focus while onboarding, giving the employees a clear picture of expectations, challenges, career path and development opportunities, engaging employees in skill enhancement trainings and encouraging higher education, offering flexibility in work schedule, days off, recognition of efforts, showing appreciation through awards and promotions etc. Employees must also be given continuous constructive feedback, engaged in decision making and empowered to do their job effectively. The various factors like politics, economics, society, technology, environment etc must be taken into consideration by changing or improving company policies which results in employee satisfaction, leading to reduced employee turnover.
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