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Research Project Proposal – Impact of Current External Challenges on Employee Recruitment and Retention in the Hotel Industry


[bookmark: _Toc388839318]1 Background
This research proposal is written for the General Manager of the Hilton Hotel in London, UK. The Hilton London is a large 5-star hotel located in the heart of London with 500 rooms and suites. It employs around 400 staff across various departments including front office, concierge, housekeeping, food and beverage service, kitchen, security, maintenance, administration, human resources, sales, and marketing.

The hospitality industry has been facing immense challenges in recent years that have significantly impacted the ability of hotels to recruit and retain skilled talent. Factors like technological disruption, political uncertainty, economic recessions, demographic shifts, and global health crises have all contributed to turbulent conditions for managing human capital in the sector. For an established brand like Hilton with high talent needs, these external pressures further amplify the challenges involved in building a motivated, engaged, and skilled workforce.

This proposal will analyse key external challenges such as AI and automation, Brexit implications, the retirement tide, post-pandemic impacts, and economic downturns. It will assess how each factor influences recruitment and retention capabilities at hotels like the Hilton London. The proposal concludes by proposing solutions and recommendations that Hilton's human resources department can implement to drive better workforce stability and performance despite the difficult operating environment.


[bookmark: _Toc1304193704]2 Introduction 
The hotel industry is extremely susceptible to external events and forces beyond its control. PESTEL analysis demonstrates how political, economic, social, technological, environmental, and legal factors create both opportunities as well as threats for hotel businesses (Kumar et al., 2022). Among the most disruptive changes hotel HR departments have experienced in recent years are technological developments like AI and automation, loss of EU labour after Brexit, aging workforce demographics, recessions and downturns exacerbating skills shortages, and the COVID pandemic's severe repercussions.

Hotels need consistent access to skilled, motivated, and engaged talent to deliver high quality hospitality services. However, these external pressures have made it increasingly difficult for major hotel chains like Hilton London to manage core HR processes like recruitment, selection, training, performance management and retention effectively. This directly impacts business performance, competitiveness, and stakeholder value. It is imperative for hotels to formulate strategies that foster workforce stability and resilience regardless of external volatility.

This research proposal aims to support Hilton London's HR department to enhance employee recruitment and retention practices despite the challenging conditions. It provides an analysis of key external drivers shaping the hotel labour market and workforce trends. The findings will offer insights on risks to retention and attracting talent, along with evidence-based recommendations to address these human capital risks.

[bookmark: _Toc1857532439]3 Literature Review and Discussion
The hotel industry has experienced immense disruption from several external challenges in recent years. Political events like Brexit, technological advances transforming operations, economic shocks like recessions, demographic shifts like aging workforces, and global health crises have all significantly impacted hotels’ ability to manage their human capital and sustain a skilled, engaged workforce. 

Academic research provides useful perspectives on how these external pressures influence key HR processes like recruitment, training, performance management and retention. This literature review will analyse relevant studies on the impacts of technology, Brexit, retirement trends, economic downturns, and the COVID-19 pandemic on hotel workforces. It will also discuss evidence-based measures hotels can implement to enhance workforce stability despite the turbulent external environment.

[bookmark: _Toc1512111609]3.1 Technological Impacts on Work and Skills
The growing adoption of technologies like automation, artificial intelligence, Internet of Things sensors and big data analytics is disrupting traditional employment models in hotels (Ivanov & Webster, 2017). Manual, repetitive back-of-house jobs like housekeeping are being automated, while AI powers customer interactions at front desk and concierge. According to McCartney (2019), this technological transformation threatens job security, as workers fear being replaced by technology. Routine tasks are eliminated, deskilling some roles, while new technical skills are demanded for others. This fuels turnover intentions, as employees feel undervalued, inadequate, or displaced. 

[bookmark: _Int_XDtqTrBI]However, Kandampully et al. (2022) highlighted that new technologies also provide positives for workers, such as enabling remote working, flexible hours, and greater work-life balance. Hotels that position technology as enhancing productivity, customer service and the employee experience will benefit. Investing in change management and skills development is vital too.


[bookmark: _Toc1535156674]3.2 Brexit’s Impact on EU Labor Supply  
[bookmark: _Int_PWExm6Ww]The UK hotel sector relied heavily on European workers to meet recruitment demands, especially in London where living costs are high. Kumar et al. (2022) outlined how Brexit has dramatically curtailed this labour supply pipeline through tighter immigration policies. EU workers often filled both low-skilled customer service and housekeeping roles, as well as specialist ones like chefs where domestic skills lagged. Replacing these lost EU labour flows has proven very challenging. The UK workforce lacks mobility and willingness to fill many hospitality roles. Staff shortages and turnover have worsened, increasing pressure on remaining employees (Kumar et al., 2022). Retaining those EU workers who remain has become a priority too, as post-Brexit tensions could otherwise prompt further attrition.

[bookmark: _Toc297910867]3.3 Managing Intergenerational Retirement Trends
[bookmark: _Int_o3t7BZyg]Mohsin et al. (2013) highlighted the hotel industry’s aging workforce demographic profile, with many loyal long-serving Baby Boomer employees approaching retirement. While valuable expertise leaves when they retire, younger Millennial and Gen Z workers have very different attitudes and expectations around flexibility, work-life balance, and technology (Gursoy et al., 2013). High turnover among younger employees replacing retiring Boomers causes further disruption. Mohsin et al. (2013) emphasized that hotels must balance tailored retention strategies for both older and younger cohorts to manage this generation shift smoothly. Phased retirement programs, succession planning, knowledge transfer and mentorship all play key roles. 

[bookmark: _Toc1731673840]3.4 Economic Shocks and Workforce Resilience
The hotel sector is extremely vulnerable to economic cycles and external shocks like recessions or health crises. Both the 2008 Global Financial Crisis and the 2020 COVID-19 pandemic forced hotels to aggressively downsize their workforces to reduce costs amidst plummeting demand. Li et al. (2021) described massive layoffs across the industry during COVID-19.
[bookmark: _Int_YlFWS5Zr]Knight and Cross (2012) reviewed how past recessions shattered workforce stability due to large-scale redundancies. Surviving employees suffered from job insecurity, financial uncertainty, and low morale, further raising attrition levels once labour markets improved. Rebuilding skilled, customer-centric teams afterwards was very challenging. Sustaining engagement, performance management and transparent communication during downturns is vital to retain key talent for the eventual rebound (Knight & Cross, 2012). Continued training, career development and culture-building activities also help maintain team cohesion and capability through turbulent times.

[bookmark: _Toc1739676412]3.5 Pandemic Impacts on Employee Expectations
The COVID-19 pandemic has led to fundamental, long-term shifts in workforce attitudes, needs and expectations. According to Gursoy and Chi (2020), the pandemic has heightened employee demands for greater flexibility, safety protections, and wellbeing support from employers. Failure to meet these increased expectations carries risks of lower engagement, morale, and higher turnover.

[bookmark: _Toc1735333597]3.5.1 Work Location Flexibility
During the pandemic's peak, remote work became normalized across many industries including hospitality. While hotel staff cannot work remotely full-time, McKinsey research found over 70% of workers now desire hybrid or part-time remote working options to enable better work-life balance (McKinsey, 2022). Employees expect more flexibility in when and where they can contribute. Hotels that refuse to allow any remote work may struggle to attract and retain talent.

[bookmark: _Toc582827100]3.5.2 Employee Health and Safety
Providing extensive protections and protocols to keep staff safe has become non-negotiable amidst COVID-19 risks. Gursoy and Chi (2020) highlighted that hotels must demonstrate a strong commitment to health, distancing, hygiene, symptom screening and medical support. These measures reassure workforce and minimize disruption. Failure to provide safety could prompt resignation and damage employer branding.

[bookmark: _Toc1433294565]3.5.3 Customized Wellbeing Support
The pandemic also exacerbated mental health issues like anxiety, isolation, stress, and burnout among employees. A holistic focus on wellbeing across physical, emotional, social, and financial dimensions is now demanded (SHRM, 2022). Personalized programs addressing nutrition, mental health, mindfulness, and an organizational culture of care are necessities. Lack of support here increases retention risks.

[bookmark: _Toc1693280571]3.5.4 Financial Support and Stability
Many employees experienced financial uncertainty during lockdowns, layoffs, and economic contraction. Ongoing inflation and recession risks keep finances precarious. Hotels should provide fair, competitive compensation along with tailored benefits like cost-of-living allowances, retirement plans, insurance, and other financial security protections to help employees manage through turbulence.

The pandemic has led to higher employee expectations regarding work flexibility, health and safety, wellbeing, and financial stability. Hotels must re-evaluate their employee value proposition and policies to align with these needs. Customized wellness initiatives, hybrid remote working, new safety protocols, pay benchmarking and benefits expansions are key focus areas to retain talent in the post-COVID employment environment.




[bookmark: _Toc1928669911]3.6 Building Workforce Capability and Resilience  
Hotels face substantial external pressures on managing human capital effectively. However, proactive measures can strengthen workforce stability and performance regardless of challenging conditions. Some key initiatives include:
· Targeted employer branding campaigns to attract skilled talent despite labour shortages (Kumar et al., 2022).
· Competitive compensation, benefits, and rewards programs to retain employees (Mohsin et al., 2013).
· Regular training, micro-learning, and skills development to build workforce readiness amidst technology and other disruptions (Kandampully et al., 2022).
· Focus on culture, recognition, and communication to maintain engagement and morale through crises (Knight & Cross, 2012).
· People analytics to gain data-driven insights into sentiment, turnover risks, and workforce planning (Gursoy & Chi, 2020).
· Customized wellness, work-life balance and flexibility policies tailored to employee expectations and needs (Li et al., 2021).
· [bookmark: _Int_8VQhIDLc]Change management and performance support when implementing new technologies to avoid alienating employees (Ivanov & Webster, 2017).

By taking this multi-pronged approach, hotels can drive recruitment, engagement, capability development and retention even with volatile external conditions. Managing human capital strategically will be a competitive differentiator helping leading hotel groups like Hilton successfully navigate uncertainty.


[bookmark: _Toc1722627635]4 Recommendations
The complex, evolving external challenges currently shaping the hotel industry’s operating landscape have significant implications for managing human resources. Workforce stability and performance depend on the ability to adapt quickly to these external disruptions. For leading hotel groups like Hilton, developing resilience to political, economic, social, technological, and legal turbulence is critical.
To address the external challenges analysed and strengthen recruitment and retention capabilities, the following strategies are recommended for the Hilton London:

[bookmark: _Toc1056266254]4.1 Employer Branding and Recruitment
· Develop targeted employer branding campaigns that promote Hilton's employee value proposition, highlighting aspects like culture, rewards, growth, and work environment. This will help attract talent.
· Use innovative recruitment approaches beyond traditional channels, like partnering with social media influencers or employee advocates to share employer brand messaging.
· Offer referral bonuses to incentivize staff to recommend candidates from their networks. This taps into lower cost, higher quality talent pools.
· Focus messaging on flexibility, purpose and career development which are increasingly valued by candidates.

[bookmark: _Toc366169760]4.2 Engagement and Retention
· Implement stay interviews, pulse surveys and exit interviews to gather data on engagement and turnover drivers. Use analytics to identify risks.
·  Create retention strategies focused on enhancing culture, recognition, development, and growth opportunities for staff.
· Provide regular feedback channels between managers and team members to recognize efforts and address concerns.
· Develop customized wellness initiatives, work-life balance policies and health support to reflect post-pandemic priorities.
· Offer cross-training, upskilling and reskilling programs to build workforce agility and future-proof employees' careers.

[bookmark: _Toc29496026]4.3 Workforce Planning and Technology
· Forecast workforce needs regularly based on business demand projections and external factors like economic outlook. Plan recruitment and retention initiatives accordingly.
· Leverage AI, automation, and other technologies to enhance productivity, efficiency, and safety. This provides cost savings to reinvest in employees.
· Utilize technologies like pulse surveys, analytics, self-service HR portals and mobile apps to also improve the employee experience.

[bookmark: _Toc802296931]5 Conclusion
The hotel industry is operating in an era of growing complexity, uncertainty and disruption driven by political, economic, social, technological, and legal macro factors. Each of these external challenges has significant impacts on a hotel's ability to attract, recruit and retain the talent necessary to deliver excellent hospitality services. For leading chains like Hilton, building workforce capability and resilience in the face of external volatility is critical to drive business continuity and competitiveness. The current turbulent business conditions require hotel HR to be more adaptable, innovative, and forward-thinking than ever. With the right strategies, Hilton can build workforce capability and stability to drive business continuity and competitiveness regardless of external volatility. This proposal provides a roadmap to steer its human capital management in the right direction.
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