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Executive Summary
The hospitality industry is characterized by high staff turnover, which poses significant challenges for hotel organizations like Hilton London. Employee attrition impacts operational efficiency, increases recruitment and training costs, and affects customer service quality. Retaining staff is essential for sustaining a high standard of guest experience and maintaining a positive brand reputation. This report explores the underlying causes of high turnover at Hilton London and offers strategic recommendations to enhance staff retention.
A primary challenge facing Hilton London is the demanding nature of hospitality work. Long and irregular hours, intense customer interactions, and high expectations contribute to job stress and burnout. Many employees leave due to job dissatisfaction, seeking positions in industries that offer greater work-life balance and career growth. Additionally, economic factors such as the high cost of living in London necessitate competitive compensation packages. Employees who feel undervalued financially are more likely to seek better-paying opportunities elsewhere.
Organizational culture also plays a crucial role in employee retention. A lack of recognition and career development opportunities can lead to disengagement and attrition. Research suggests that employees who perceive limited upward mobility are more likely to leave in search of better prospects. Furthermore, Hilton London faces recruitment challenges due to Brexit-related labour shortages, which have reduced the availability of skilled EU workers in the UK hospitality sector.
This report employs STEEPLED, SOAR, and TOWS analytical frameworks to assess both internal and external factors influencing staff retention. The STEEPLED analysis examines political, economic, social, technological, environmental, legal, ethical, and demographic influences. The SOAR framework highlights Hilton London’s strengths, opportunities, aspirations, and results, while the TOWS analysis provides a strategic overview of leveraging strengths and opportunities while mitigating weaknesses and threats.
Findings indicate that Hilton London can improve staff retention by implementing key strategies. Enhancing compensation and benefits, providing clear career development pathways, and fostering an inclusive workplace culture are essential steps. The adoption of technology in HR management, such as AI-driven employee engagement tools, can also help improve job satisfaction and reduce turnover rates.
In response to these findings, a comprehensive action plan has been developed to address staff turnover at Hilton London. This includes reviewing salary structures to ensure competitive pay, expanding training and leadership development programs, and introducing flexible work arrangements to promote work-life balance. Employee recognition programs, such as performance-based incentives and long-term service rewards, will further enhance job satisfaction.
Change management strategies are critical to implementing these recommendations effectively. Using Kotter’s 8-step change model, Hilton London can systematically introduce improvements while ensuring staff buy-in and minimizing resistance. Key performance indicators (KPIs) will be used to measure the success of these initiatives, including employee satisfaction surveys, retention metrics, and financial impact assessments.
Ultimately, by adopting these strategic recommendations, Hilton London can create a more engaged and stable workforce. Reducing staff turnover will not only improve operational efficiency and customer service but also enhance profitability and long-term sustainability. Investing in employee well-being and career growth will position Hilton London as a leading employer in the hospitality industry, attracting top talent and fostering a positive work environment.

Introduction
Hilton London is one of the premier establishments in the hospitality industry, known for its commitment to delivering high-quality service and luxurious experiences to its guests. However, like many organizations in the industry, it faces a persistent challenge—staff retention and turnover. The hotel industry is inherently dependent on its workforce to provide excellent customer service, and high turnover rates can severely impact operational efficiency, service quality, and financial performance. Staff retention is critical for maintaining consistency in guest experience, building a skilled workforce, and reducing recruitment and training costs. This report, developed by Apex Organisational Solutions, aims to analyse the factors contributing to staff turnover at Hilton London and provide actionable recommendations for improving retention rates.
The hospitality industry has undergone significant changes in recent years due to economic shifts, technological advancements, and global crises such as the COVID-19 pandemic. The pandemic, in particular, had a profound impact on hotel operations, leading to layoffs, wage reductions, and increased workloads for remaining staff members. Many hospitality workers sought alternative careers in more stable industries, further exacerbating the staff turnover issue. Hilton London, being a key player in the hospitality sector, must address these challenges strategically to maintain its market position and ensure operational excellence.
Apex Organisational Solutions is a consultancy firm specializing in human resource solutions and organizational development. With expertise in employee engagement, change management, and workforce planning, our firm is well-equipped to provide Hilton London with strategic insights and tailored solutions to address staff retention challenges. Our approach is rooted in data-driven analysis, leveraging industry trends, employee feedback, and HR best practices to develop comprehensive recommendations.
This report employs various analytical frameworks to examine the issue of staff turnover at Hilton London. The STEEPLED analysis explores external factors influencing staff retention, including social, technological, economic, environmental, political, legal, ethical, and demographic considerations. This helps in understanding macro-level challenges impacting employee satisfaction and turnover rates. The SOAR analysis evaluates Hilton London's internal strengths, opportunities, aspirations, and results to identify areas where the hotel excels and potential growth avenues. Finally, the TOWS analysis integrates internal and external insights to develop strategic action plans that leverage strengths and opportunities while addressing weaknesses and threats.
Employee turnover is often driven by a combination of factors such as inadequate compensation, limited career advancement opportunities, lack of job satisfaction, and work-life balance issues. High workloads, particularly in customer-facing roles, can contribute to burnout, leading employees to seek opportunities elsewhere. Additionally, competition within the hospitality sector means that skilled employees may be easily lured away by competitors offering better incentives. Understanding these underlying causes is essential for designing effective retention strategies.
A key aspect of this report is to provide evidence-based recommendations that align with industry best practices and modern HR strategies. Solutions such as enhanced employee engagement programs, competitive salary structures, leadership development initiatives, and flexible work arrangements will be explored. Furthermore, the report will emphasize the importance of change management in successfully implementing these recommendations. Change management models such as Kotter’s 8-Step Model and Lewin’s Change Model will be applied to ensure a smooth transition and minimize resistance among employees.
Ultimately, the goal of this report is to equip Hilton London with a strategic roadmap for improving staff retention, reducing turnover rates, and fostering a positive work environment. By addressing the root causes of employee dissatisfaction and implementing targeted HR interventions, Hilton London can strengthen its workforce, enhance service quality, and maintain its competitive edge in the hospitality industry.

Employee retention is a crucial factor in the hospitality industry, where high turnover rates can significantly impact operational efficiency, service quality, and overall business sustainability (Baum, 2019). Hilton London, as a key player in the hotel sector, faces challenges in retaining skilled staff due to demanding work conditions, salary competitiveness, and evolving workforce expectations (Boella & Goss-Turner, 2019). This section analyses the factors influencing staff turnover at Hilton London using the STEEPLED, SOAR, and TOWS frameworks to provide strategic recommendations.

2. STEEPLED Analysis
Political Factors
Brexit has had a profound effect on Hilton London's workforce, limiting the availability of EU workers who traditionally filled hospitality roles (Fernandez-Reino, 2021). Immigration restrictions and visa complexities have reduced labour supply, increasing hiring difficulties (Wood, 2020). Additionally, changes in labour laws, such as the increase in minimum wage, have financial implications for the company (UK Government, 2023).
Economic Factors
London’s high cost of living means employees demand competitive salaries and benefits to remain in their roles (CIPD, 2022). Inflation and post-pandemic economic recovery have also made retaining skilled employees more expensive, as other industries offer more attractive compensation packages (Baum, 2020). Furthermore, economic downturns impact tourism, reducing hotel revenues and affecting employment stability (OECD, 2021).
Social Factors
Younger workers increasingly seek flexible work arrangements, career growth opportunities, and a strong workplace culture (Kim et al., 2021). Hilton London must adapt to these changing expectations to improve retention. Additionally, diversity and inclusion policies are crucial in ensuring an equitable and engaging work environment (Lucas, 2020).
Technological Factors
Advancements in AI-driven HR management tools can enhance employee engagement and streamline recruitment processes (Gursoy et al., 2019). Hilton London can leverage technology to improve job satisfaction by automating repetitive tasks and enhancing communication between employees and management (Kusluvan et al., 2019).
Environmental Factors
Sustainability initiatives, such as Hilton’s commitment to reducing carbon emissions, can attract employees who prioritize corporate social responsibility (Hilton, 2023). Promoting eco-friendly policies and employee involvement in sustainability programs may enhance job satisfaction and engagement (Jones et al., 2018).
Legal Factors
Employment laws governing working hours, health and safety, and fair wages must be adhered to, or Hilton London risks high turnover due to dissatisfaction (ACAS, 2023). Legal compliance in areas such as anti-discrimination policies is essential for fostering an inclusive work environment (UK Government, 2023).
Ethical Factors
Fair treatment of employees, ethical leadership, and corporate social responsibility initiatives contribute to retention (Baum et al., 2020). Ethical concerns, such as fair pay and work-life balance, directly affect employee loyalty and satisfaction (Boella & Goss-Turner, 2019).
Demographic Factors
Aging workforce trends mean Hilton London must focus on attracting and retaining younger talent while accommodating the needs of older employees through flexible work arrangements (CIPD, 2022).

3. SOAR Analysis
Strengths
Hilton London has a strong brand reputation, competitive employee benefits, and global training programs (Hilton, 2023). The company’s leadership in sustainability and corporate responsibility initiatives also enhances employee satisfaction (Jones et al., 2018).
Opportunities
Investment in digital HR solutions, leadership development programs, and flexible work arrangements can improve retention (Gursoy et al., 2019). Additionally, expanding employee well-being programs can help combat burnout (Kim et al., 2021).
Aspirations
Hilton aims to be an employer of choice in the hospitality sector by creating an inclusive, supportive, and rewarding work environment (Hilton, 2023). Long-term aspirations include reducing turnover rates and increasing employee engagement through career progression opportunities (Wood, 2020).
Results
Implementing strategic HR policies has already shown improvements in employee satisfaction and reduced turnover in other Hilton locations (Hilton, 2023). The adoption of AI-driven employee engagement tools has also demonstrated positive outcomes in improving job satisfaction (Kusluvan et al., 2019).

4. TOWS Analysis
Strengths–Opportunities (SO) Strategies
· Leverage Hilton’s strong brand and leadership programs to attract and retain talent (Hilton, 2023).
· Expand training and career development programs to align with employees’ career aspirations (Kim et al., 2021).
Strengths–Threats (ST) Strategies
· Utilize advanced HR technology to address recruitment challenges post-Brexit (Fernandez-Reino, 2021).
· Enhance employee well-being initiatives to mitigate job stress and burnout (Lucas, 2020).
Weaknesses–Opportunities (WO) Strategies
· Improve compensation packages to stay competitive in London’s high-cost labour market (CIPD, 2022).
· Promote internal mobility to encourage long-term career development (Boella & Goss-Turner, 2019).
Weaknesses–Threats (WT) Strategies
· Address employee dissatisfaction by refining workplace policies, including flexible scheduling (Baum, 2020).
· Implement continuous feedback systems to enhance employee engagement and reduce turnover (Kusluvan et al., 2019).

PESTLE Analysis 
Political:
· Brexit implications have reduced the availability of EU workers, increasing staffing challenges.
· Government policies on minimum wage and employment laws impact salary structures.
· Political instability and changes in immigration laws affect labour supply in the hospitality sector.
· Government initiatives promoting employment rights impact staff expectations and employer obligations.
Economic:
· Rising living costs in London make competitive salaries essential for retention.
· The post-pandemic economic recovery has increased competition for skilled hospitality workers.
· Inflationary pressures impact both operational costs and employees' disposable income.
· Economic downturns or recessions may affect tourism demand, influencing staffing requirements.
Social:
· Changing workforce expectations emphasize work-life balance and job satisfaction.
· The younger workforce seeks career development and meaningful work experiences.
· Cultural diversity in London necessitates inclusive workplace policies and training programs.
· The rise of the gig economy and flexible work preferences influence staff retention in traditional employment models.
Technological:
· Digital transformation in HR, such as AI-driven recruitment and training platforms, affects workforce engagement.
· Online employee portals improve communication and engagement with staff.
· Automation in hotel operations, such as self-check-in systems, reduces demand for certain roles but creates opportunities for others.
· The use of data analytics in employee performance tracking and engagement enhancement.
Legal:
· Employment laws regarding fair wages, working hours, and employee rights affect hotel operations.
· Strict labour regulations necessitate compliance with safety and well-being requirements.
· General Data Protection Regulation (GDPR) influences how employee data is handled.
· Legal frameworks around workplace discrimination, diversity, and inclusion policies.
Environmental:
· Sustainability initiatives influence company reputation and employee satisfaction.
· Eco-friendly business practices contribute to employee pride and engagement.
· Regulations around energy efficiency and waste management impact operational processes.
· Employee participation in corporate social responsibility (CSR) initiatives enhances job satisfaction.
· o address staff turnover at Hilton London, the following key strategies should be implemented:
· Enhanced Compensation and Benefits: Ensuring competitive salaries and performance-based incentives (CIPD, 2022).
· Career Development Programs: Providing structured pathways for promotion and skill development (Kim et al., 2021).
· Workplace Well-Being Initiatives: Implementing policies that promote work-life balance and reduce burnout (Lucas, 2020).
· Technology Integration: Utilizing AI-driven HR management systems to improve employee engagement (Gursoy et al., 2019).
· Diversity and Inclusion Strategies: Strengthening inclusive workplace practices to enhance retention (Jones et al., 2018).
· By implementing these strategies, Hilton London can reduce turnover, improve employee engagement, and maintain its reputation as a top employer in the hospitality sector.
· 


To effectively address staff turnover at Hilton London, a combination of strategic initiatives must be implemented. The hospitality sector, particularly in a competitive labour market such as London, requires organizations to proactively engage employees and enhance job satisfaction to minimize turnover rates (Baum, 2019).
One critical strategy is enhanced compensation and benefits. Given the high cost of living in London, Hilton must offer competitive salaries, bonuses, and benefits packages to retain employees. Research indicates that higher wages and benefits directly impact employee retention, particularly in the hospitality industry (CIPD, 2022). Additionally, performance-based incentives can motivate staff and improve job satisfaction (Kim et al., 2021).
Another key approach is career development programs. Many employees leave their jobs due to a perceived lack of growth opportunities. Hilton London should implement structured career progression plans, mentorship programs, and continuous learning opportunities to help employees develop professionally (Gursoy et al., 2019). Upskilling initiatives can also improve employee engagement and reduce turnover rates (Boella & Goss-Turner, 2019).
Workplace well-being initiatives must also be prioritized. Employee burnout, long working hours, and stressful work environments contribute significantly to high turnover in the hospitality sector (Lucas, 2020). Hilton should promote a healthy work-life balance by offering flexible scheduling, mental health support, and wellness programs. Encouraging a positive workplace culture and recognizing employees' contributions can further enhance job satisfaction and loyalty (Jones et al., 2018).
Additionally, technology integration can streamline HR processes, improve communication, and provide personalized training opportunities. AI-driven HR solutions can help identify at-risk employees and implement targeted retention strategies (Kusluvan et al., 2019).
Finally, strengthening diversity and inclusion strategies ensures that Hilton fosters a supportive, equitable, and engaging work environment. By addressing biases, promoting fair pay, and ensuring equal opportunities, Hilton can improve employee satisfaction and long-term retention (Baum et al., 2020).
By adopting these strategic initiatives, Hilton London can effectively reduce turnover, enhance employee engagement, and position itself as an employer of choice in the hospitality sector.

Employee retention and staff turnover remain critical challenges in the hospitality industry, particularly at Hilton London. A well-structured approach to employee engagement, compensation, training, and organizational culture can mitigate high turnover rates and improve workforce stability (Baum, 2019). Effective change management strategies also play a crucial role in implementing these recommendations to ensure sustainability and long-term success (Kotter, 2014). This section presents comprehensive recommendations to address staff retention and turnover at Hilton London, supported by relevant change management frameworks.

2. Recommendations
2.1 Enhancing Compensation and Benefits
One of the primary reasons for high staff turnover in the hospitality industry is dissatisfaction with wages and benefits (CIPD, 2022). To attract and retain skilled employees, Hilton London should:
· Offer competitive salaries that align with the cost of living in London (Boella & Goss-Turner, 2019).
· Implement performance-based incentives to reward high-performing employees (Kim et al., 2021).
· Provide comprehensive benefits such as health insurance, pension plans, and childcare support (Lucas, 2020).
· Introduce employee stock ownership programs (ESOPs) or profit-sharing to encourage long-term commitment (Gursoy et al., 2019).
Improving compensation structures will ensure financial security for employees and enhance job satisfaction, reducing turnover rates (Baum, 2020).
2.2 Career Development and Growth Opportunities
Lack of career growth is a major contributor to employee turnover in the hospitality sector (Wood, 2020). Hilton London should implement structured career progression initiatives such as:
· Establishing mentorship programs connecting junior employees with experienced mentors (Gursoy et al., 2019).
· Offering leadership development programs for high-potential employees (Kim et al., 2021).
· Encouraging cross-training and internal promotions to enhance employee skills and engagement (Boella & Goss-Turner, 2019).
· Partnering with educational institutions to provide sponsorships for further studies (Lucas, 2020).
These strategies will foster employee loyalty by demonstrating a commitment to professional growth and long-term career planning (CIPD, 2022).
2.3 Workplace Culture and Employee Engagement
A positive workplace culture significantly influences employee satisfaction and retention (Baum et al., 2020). To cultivate an engaging work environment, Hilton London should:
· Promote a culture of recognition through employee awards and appreciation events (Jones et al., 2018).
· Establish open communication channels for employees to voice concerns and suggestions (Kotter, 2014).
· Encourage team-building activities to foster collaboration and workplace camaraderie (Lucas, 2020).
· Provide mental health support and counselling services to address workplace stress (Gursoy et al., 2019).
Fostering a strong organizational culture will result in higher job satisfaction and lower turnover rates (Baum, 2020).
2.4 Work-Life Balance Initiatives
Hospitality roles often involve long and unpredictable working hours, leading to burnout and dissatisfaction (CIPD, 2022). Hilton London can mitigate this by:
· Implementing flexible work arrangements, such as shift rotations and remote administrative work (Kim et al., 2021).
· Encouraging paid leave policies, including sabbaticals and parental leave (Boella & Goss-Turner, 2019).
· Reducing excessive overtime through optimized workforce planning (Lucas, 2020).
· Establishing wellness programs, including fitness memberships and stress management workshops (Baum, 2019).
These policies will improve employees’ well-being and contribute to higher job satisfaction and retention (Gursoy et al., 2019).
2.5 Leveraging Technology in HR Management
The use of AI and digital tools can enhance HR functions, making recruitment, onboarding, and employee engagement more efficient (Kusluvan et al., 2019). Hilton London should:
· Utilize AI-driven recruitment tools to identify suitable candidates efficiently (Wood, 2020).
· Implement employee feedback platforms to gather real-time insights on job satisfaction (Gursoy et al., 2019).
· Introduce e-learning modules to facilitate continuous professional development (Baum, 2019).
· Use predictive analytics to monitor turnover trends and address emerging issues proactively (Kim et al., 2021).
The integration of HR technology can streamline processes and improve employee engagement, contributing to lower turnover rates (Boella & Goss-Turner, 2019).

3. Change Management Implementation
To successfully implement these recommendations, Hilton London should adopt a structured change management approach. Two widely recognized frameworks—Kotter’s 8-Step Model and Lewin’s Change Management Model—can guide this transition.
3.1 Kotter’s 8-Step Change Model
1. Create Urgency: Conduct internal surveys and data analysis to demonstrate the need for change (Kotter, 2014).
2. Form a Powerful Coalition: Establish a leadership team responsible for driving retention strategies (Wood, 2020).
3. Develop a Clear Vision: Define specific retention goals and align them with Hilton’s corporate objectives (Baum, 2020).
4. Communicate the Vision: Use multiple communication channels (e.g., town halls, newsletters) to inform employees (Lucas, 2020).
5. Empower Action: Provide managers with training to effectively implement new HR policies (Boella & Goss-Turner, 2019).
6. Create Short-Term Wins: Launch pilot programs for specific departments before full-scale implementation (Kim et al., 2021).
7. Sustain Acceleration: Continuously review progress and adjust strategies accordingly (Gursoy et al., 2019).
8. Anchor Changes in Corporate Culture: Reinforce positive outcomes through recognition and rewards (Jones et al., 2018).
John Kotter’s 8-Step Change Model provides a structured framework for implementing change effectively within an organization. At Hilton London, where staff retention and turnover have become key concerns, this model can be used to drive long-term improvements in employee satisfaction, engagement, and retention. By systematically addressing each step, Hilton London can ensure that change is embraced at all levels of the organization, minimizing resistance and maximizing success.
Step 1: Create Urgency
The first step involves establishing a compelling case for change by demonstrating why improving staff retention is crucial for Hilton London’s long-term success.
· Conduct internal surveys and data analysis: Hilton London must gather quantitative and qualitative data on turnover rates, employee engagement scores, exit interviews, and absenteeism rates to illustrate the impact of staff turnover (Kotter, 2014). By comparing Hilton London’s retention metrics with industry benchmarks, leadership can emphasize the business and financial costs of high turnover.
· Engage employees in discussions: Hilton should hold focus groups and one-on-one discussions to uncover underlying dissatisfaction issues, such as salary concerns, career stagnation, or lack of work-life balance. Employee testimonials and real-life examples will further reinforce the urgency for action.
· Highlight external industry trends: The hospitality sector faces increased competition for skilled labour, particularly post-pandemic. Hilton must emphasize the risk of losing top talent to competitors and the need to act swiftly to retain its workforce.
By clearly communicating the urgency, Hilton London can build momentum and create a sense of collective responsibility for change.
Step 2: Form a Powerful Coalition
To implement successful change, a dedicated leadership team must drive and advocate for retention initiatives.
· Establish a cross-functional leadership team: This team should include HR professionals, department heads, senior executives, and employee representatives (Wood, 2020). A diverse coalition ensures that multiple perspectives are considered when shaping retention strategies.
· Identify key influencers: Hilton should leverage informal leaders—employees who command respect and trust within their teams. These individuals can act as change champions, promoting initiatives among their peers.
· Define leadership responsibilities: Each coalition member should have clear roles in executing and overseeing retention strategies. For example, HR may focus on compensation reforms, while department managers can oversee culture and engagement initiatives.
By forming a strong, influential coalition, Hilton London ensures that its retention efforts receive sustained leadership support.
Step 3: Develop a Clear Vision
To ensure alignment, Hilton must define a clear, compelling vision for its retention strategies.
· Set measurable retention goals: Hilton London should outline specific objectives, such as reducing turnover by 15% within two years or increasing employee engagement scores by 20% (Baum, 2020).
· Align with corporate objectives: The vision must support Hilton’s broader mission of delivering exceptional guest experiences. A highly engaged, stable workforce directly contributes to improved customer service and brand reputation.
· Break the vision into actionable strategies: Hilton must provide a structured roadmap, outlining how initiatives like career development programs, compensation reviews, and wellness initiatives will be implemented to achieve retention goals.
A well-defined vision ensures clarity and direction, helping employees understand why these changes matter.
Step 4: Communicate the Vision
Effective communication is key to ensuring employee buy-in and engagement with the proposed changes.
· Use multiple communication channels: Hilton should utilize town halls, newsletters, email campaigns, social media, and digital dashboards to keep employees informed about retention strategies (Lucas, 2020).
· Tailor messaging to different audiences: Senior executives may require strategic overviews, while frontline employees need practical, day-to-day explanations of how changes will affect them.
· Encourage two-way communication: Hilton should provide platforms for employee feedback, such as anonymous surveys, Q&A sessions, and dedicated HR support teams. Employees must feel heard and involved in shaping change.
By ensuring consistent, transparent, and engaging communication, Hilton London can foster greater employee trust and acceptance.
Step 5: Empower Action
For change to take effect, Hilton must remove obstacles and empower employees to take part in retention initiatives.
· Provide managers with training: Leadership and HR training should equip managers with the tools needed to support staff retention (Boella & Goss-Turner, 2019). Training topics should include effective communication, conflict resolution, and employee recognition strategies.
· Redesign HR policies: Hilton should revise outdated policies that may hinder retention, such as restrictive career advancement pathways or inflexible scheduling systems.
· Grant employees decision-making autonomy: Employees should feel empowered to voice concerns, suggest improvements, and take initiative in shaping workplace culture.
By eliminating roadblocks and empowering teams, Hilton London can accelerate its retention transformation.
Step 6: Create Short-Term Wins
Quick successes build momentum and demonstrate that change is achievable and beneficial.
· Launch pilot programs: Hilton should introduce small-scale retention initiatives before full implementation. For example, a career mentorship program for one department can be tested before expanding company-wide (Kim et al., 2021).
· Publicly recognize successes: Internal newsletters, employee awards, and recognition events should highlight positive changes, such as higher engagement scores or reduced turnover rates.
· Collect feedback and adjust as needed: Hilton should track early results and refine strategies based on employee input.
Short-term wins build credibility, reinforcing the belief that retention efforts produce real, measurable improvements.
Step 7: Sustain Acceleration
Sustaining momentum is critical to preventing regression and ensuring long-term impact.
· Continuously review progress: Hilton must track KPIs such as staff retention rates, promotion rates, and employee satisfaction scores (Gursoy et al., 2019).
· Adjust strategies based on evolving needs: Employee expectations change over time. Hilton should regularly update compensation structures, engagement initiatives, and career development plans to stay competitive.
· Strengthen employee involvement: By creating permanent advisory committees, Hilton ensures that employees remain actively engaged in shaping workplace policies.
By sustaining acceleration, Hilton London can embed retention-focused initiatives as a continuous improvement process.
Step 8: Anchor Changes in Corporate Culture
For change to stick, retention strategies must become an integral part of Hilton London’s organizational culture.
· Reinforce positive behaviours: Hilton should implement long-term employee recognition programs that celebrate loyalty, exceptional performance, and commitment to company values (Jones et al., 2018).
· Embed retention principles in leadership training: New managers should undergo onboarding programs emphasizing the importance of employee retention and engagement.
· Monitor long-term retention trends: Hilton must continuously assess workforce stability, ensuring that retention strategies remain effective over time.
By anchoring these positive cultural shifts, Hilton London secures a sustainable competitive advantage through a stable, engaged workforce.
By following Kotter’s 8-Step Change Model, Hilton London can systematically implement retention strategies, ensuring that changes are well-communicated, effectively managed, and deeply ingrained within the company’s culture. This model provides a structured, step-by-step approach to reducing staff turnover while fostering a workplace environment where employees feel valued, supported, and motivated to stay.


3.2 Lewin’s Change Management Model
Unfreeze:
The first step in Lewin’s model focuses on preparing the organization for change by challenging existing structures, identifying potential barriers, and fostering a mindset that embraces transformation. At Hilton London, the unfreezing stage is crucial as it helps overcome resistance to retention-focused initiatives.
Identify resistance to change through employee feedback: One of the most common barriers to successful change implementation is resistance from employees, often due to uncertainty or fear of the unknown. Hilton London should conduct surveys, one-on-one interviews, and focus groups to assess employee concerns regarding turnover and retention policies (Baum et al., 2020). By understanding these concerns, the HR department can proactively address issues that may hinder the adoption of new initiatives.
    Educate staff on the benefits of retention strategies: Employees need to understand how the proposed changes will improve their work environment, career prospects, and overall job satisfaction. Workshops, training sessions, and internal communication campaigns can help inform staff about the benefits of improved retention strategies, such as career growth opportunities, better compensation packages, and enhanced workplace culture (Gursoy et al., 2019).
Assess leadership and management readiness for change: Leaders play a vital role in setting the tone for change. Hilton London must ensure that managers and supervisors are equipped to drive the transformation by offering leadership training and support. This will help create an environment where employees feel motivated to accept new retention strategies.
By effectively unfreezing the organization, Hilton London can set the foundation for successful implementation, reducing the likelihood of resistance and fostering a culture that embraces continuous improvement.

· Identify resistance to change through employee feedback (Baum et al., 2020).
· Educate staff on the benefits of retention strategies (Gursoy et al., 2019).
Change:
The second phase of Lewin’s model involves the execution of new policies and initiatives to improve staff retention at Hilton London. This stage requires careful planning, phased implementation, and employee participation to ensure a smooth transition.
· Implement new policies in phases to allow gradual adaptation: Large-scale changes can often be overwhelming and met with resistance. To counteract this, Hilton London should adopt a phased approach, introducing retention-focused policies gradually (Kotter, 2014). For instance, initial improvements could involve minor changes to scheduling flexibility, followed by more comprehensive strategies such as career progression frameworks, mentorship programs, and performance-based rewards. This approach allows employees to adjust without feeling overwhelmed.
· Encourage employee participation to foster acceptance: Employees are more likely to accept changes when they are actively involved in shaping them. Regular feedback loops, town hall meetings, and suggestion platforms can help Hilton London engage employees in the change process, making them feel valued and heard (Lucas, 2020). Additionally, forming employee advisory committees can provide leadership with insights into staff concerns, ensuring that the implemented policies align with actual workforce needs.
· Leverage technology to streamline the transition: Digital tools such as HR management software, employee engagement platforms, and AI-driven analytics can enhance change implementation. For example, AI-based sentiment analysis can assess employee reactions to new policies, allowing Hilton London to make real-time adjustments. Furthermore, e-learning platforms can facilitate training and development, ensuring that employees have access to resources that support their professional growth.
A well-executed change phase ensures that new retention strategies are effectively communicated, embraced, and successfully integrated into the Hilton London work environment.

· Implement new policies in phases to allow gradual adaptation (Kotter, 2014).
· Encourage employee participation to foster acceptance (Lucas, 2020).
Refreeze:
The final stage of Lewin’s model focuses on solidifying the changes, ensuring that they become an integral part of Hilton London's organizational culture. Without this step, there is a risk that employees will revert to previous behaviours, rendering the change efforts ineffective.
· Institutionalize successful strategies by integrating them into standard HR practices: Hilton London must ensure that retention initiatives, such as career development programs and workplace culture enhancements, become long-term policies rather than temporary fixes (Wood, 2020). This requires embedding successful strategies into HR manuals, employee contracts, and company-wide policies.
· Measure effectiveness through key performance indicators (KPIs) and employee satisfaction surveys: Hilton London should establish quantifiable KPIs, such as staff turnover rates, retention levels, engagement scores, and absenteeism trends, to evaluate the impact of retention initiatives (Baum, 2019). Conducting regular employee satisfaction surveys can provide further insights into staff sentiment and highlight areas for continuous improvement.
· Create a culture of continuous feedback and adaptation: Even after policies are implemented, it is essential to remain adaptable. Hilton London should adopt an ongoing feedback and review process, ensuring that retention strategies remain relevant in an evolving work environment. Quarterly check-ins, leadership reviews, and annual employee engagement reports can help maintain a positive workplace culture and prevent future turnover challenges.
By successfully refreezing these retention strategies, Hilton London can ensure that the changes become embedded within the organizational fabric, leading to long-term improvements in staff satisfaction, engagement, and overall business success.

· Institutionalize successful strategies by integrating them into standard HR practices (Wood, 2020).
· Measure effectiveness through key performance indicators (KPIs) and employee satisfaction surveys (Baum, 2019).



Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Start Date
	Completion Date
	Planned Budget

	1
	High Staff Turnover
	Implement competitive salaries, performance-based incentives, and retention bonuses.
	Increased employee retention and job satisfaction.
	6 months
	01-Sep-2024
	28-Feb-2025
	£500,000

	2
	Limited Career Growth
	Develop structured career development programs and internal promotion policies.
	Enhanced employee engagement and reduced turnover.
	12 months
	01-Mar-2024
	28-Feb-2025
	£300,000

	3
	Weak Workplace Culture
	Introduce recognition programs, diversity initiatives, and mentorship programs.
	Stronger team cohesion and a positive work environment.
	8 months
	01-Jul-2024
	28-Feb-2025
	£150,000

	4
	Poor Work-Life Balance
	Provide flexible work schedules, wellness programs, and mental health support.
	Improved work-life balance and employee well-being.
	6 months
	01-Sep-2024
	28-Feb-2025
	£200,000

	5
	Inefficient Recruitment Process
	Implement AI-driven hiring tools and digital onboarding programs.
	Faster, data-driven recruitment with reduced hiring costs.
	4 months
	01-Nov-2024
	28-Feb-2025
	£100,000

	6
	Low Employee Engagement
	Conduct regular feedback sessions, employee surveys, and team-building activities.
	Increased motivation, productivity, and workplace satisfaction.
	3 months
	01-Dec-2024
	28-Feb-2025
	£50,000

	7
	Lack of Training and Development
	Establish continuous learning programs and leadership workshops.
	A skilled and knowledgeable workforce.
	9 months
	01-Jun-2024
	28-Feb-2025
	£250,000

	8
	Resistance to Organisational Change
	Apply Kotter’s 8-Step Model and Lewin’s Change Model for smooth transitions.
	Seamless implementation of HR initiatives with minimal disruption.
	12 months
	01-Mar-2024
	28-Feb-2025
	£180,000

	9
	High Absenteeism Rates
	Introduce wellness initiatives, attendance incentives, and employee assistance programs.
	Lower absenteeism and higher productivity.
	5 months
	01-Oct-2024
	28-Feb-2025
	£120,000

	10
	Employee Performance Issues
	Implement a performance appraisal system with feedback mechanisms.
	Higher productivity and accountability.
	6 months
	01-Sep-2024
	28-Feb-2025
	£80,000




Conclusion
Staff retention and turnover remain critical challenges in the hospitality industry, and Hilton London is no exception. High employee turnover not only disrupts operational efficiency but also affects service quality, customer satisfaction, and overall business profitability. This report has systematically analysed the key drivers of staff attrition at Hilton London and provided a structured framework to enhance employee retention. Through comprehensive STEEPLED, SOAR, and TOWS analyses, this report has highlighted both external and internal factors affecting workforce stability, from economic pressures and labour shortages to Hilton’s internal strengths, such as its brand reputation and career development opportunities.
The findings indicate that the primary factors influencing turnover include salary competitiveness, limited career advancement, workplace culture, job satisfaction, and work-life balance. Many employees leave due to better financial incentives elsewhere, lack of growth opportunities, or dissatisfaction with working conditions. Additionally, post-pandemic shifts in employee expectations have emphasized the need for greater flexibility, mental health support, and a sense of belonging in the workplace. If Hilton London does not proactively address these issues, it risks continued high turnover, increased recruitment costs, and difficulty in maintaining high service standards.
To mitigate these challenges, this report has proposed a strategic and multi-dimensional approach to improving staff retention. Recommendations focus on enhancing compensation and benefits, fostering career growth, strengthening workplace culture, and implementing technology-driven HR solutions. These initiatives are designed to not only reduce turnover but also enhance employee engagement, productivity, and long-term loyalty. Moreover, the report integrates Kotter’s 8-Step Change Model and Lewin’s Change Management Model to ensure that proposed retention strategies are effectively implemented, accepted by employees, and sustained over time.
Kotter’s framework enables Hilton London to create a sense of urgency, form leadership coalitions, and systematically implement retention-focused policies while ensuring continuous employee engagement. Meanwhile, Lewin’s Change Management Model ensures that changes are gradually introduced, institutionalized, and monitored for effectiveness. Together, these models provide a structured approach to handling organizational change and overcoming resistance, ensuring that Hilton London achieves long-term improvements in retention rates.
The Action Plan provides a clear roadmap for implementation, including specific objectives, measurable KPIs, and realistic timelines for execution. Hilton London must invest in ongoing employee engagement programs, leadership training, mentorship initiatives, and HR technology systems to facilitate data-driven decision-making. Additionally, regular feedback loops and performance evaluations will help track progress and refine retention strategies based on employee needs and industry trends.
In conclusion, improving staff retention at Hilton London is not just an HR initiative—it is a strategic business necessity. By investing in its workforce and fostering a culture of growth, inclusivity, and employee well-being, Hilton can differentiate itself in a competitive labour market, enhance customer satisfaction, and drive long-term profitability. Successful retention strategies will ensure that Hilton London not only attracts top talent but also retains and nurtures employees who are committed to delivering the exceptional guest experiences that define the Hilton brand. Through proactive and well-executed retention strategies, Hilton London can secure a sustainable and resilient workforce for the future.
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