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Challenges affecting business performance in the hospitality sector 
 
 
 
Novotel, a hotel network owned by Accor, was founded in 1967 by Paul Derule Gerard and is headquartered in France. The brand's purpose was to distinguish itself from normal, basic hotel rooms by offering contemporary, comfortable rooms with private bathrooms and other facilities in a very pleasant ambience. The brand's core target audience consisted of families and business people. By 1974, it expanded its operations outside of Europe, Asia, and Africa. The brand stood out with its unique offerings and has become a favourite among families, leisure travellers, and business people. Currently,  the brand has 564 hotels with 190382 rooms, in 76 countries. 167 hotels with 32443 rooms are in the pipeline. Being in the midscale sector, Novotel is facing competition from the midscale and upscale segments, where contemporary and modern rooms are offered by popular hospitality brands such as Hilton’s Garden Inn, Ibis Styles by Accor itself, Holiday Inn, Courtyard by Marriott, Holiday Express, and so on. The brand has the most diversified portfolio among the major hospitality brand around the world with 4 midscale brands including Novotel and 6 economy brands, Accor’s midscale and economy segment is a vital part of Accor's development strategy (Accor, 2023) Compared to other sectors, the hospitality sector faced the biggest and most drastic economic downfall during the pandemic, but as of 2023, the economy and the midscale segment are performing well in the market and are continuing to grow due to an increase in domestic travel compared to the luxury segment. Novotel London West is the selected hotel, which is comfortably located near  Piccadilly Station and is close to many attractions in London. The hotel offers 630 spacious rooms, including standard rooms, executive rooms, and suites. The hotel offers meeting and event spaces as well. (Novotel 2023)
 
Considering the current market situation, it is evident that the hospitality sector, including Novotel, is struggling with skill shortages, recruitment, and retention, and they are doing everything they can to hire the right talent to fill the gap and retain them with attractive packages and amenities.

According to the caterer, the hospitality sector witnessed a rise in wages of 53%, the highest in the past 10 years, and the average weekly earning of a full-time hospitality staff was around £328  and has now increased to £500. This growth is higher than the average wage growth of the UK workforce. The reasons behind the wage rise are the increase in the national minimum wage, the skill shortage due to the pandemic, and Brexit, where the hospitality sector lost around 1 million workers permanently. The sector is forced to hire people from other industries and train them to the required level. The majority of hospitality workers are from the EU, and the new immigration law demands a threshold salary of £25,600 per year and the qualification requirement of an RQF3 qualification (equivalent to an A-Level job) under a point-based system, which is a challenging situation for organizations to find skilled workers with much higher qualifications. (Gov. UK, 2022  This is limiting the available candidates and the organisation has to carefully design the recruitment, and retention strategy to hire a skilled workforce with competitive salary packages, training and development opportunities, work-life balance flexible working hours etc to attract and retain the employees  On top of the fast-paced changes, investment in new initiatives and infrastructure facilities and technologies, the industry is facing high operational costs, high recruitment and training costs,  record-breaking energy bills, food price inflation, price hikes for ingredients, high supply chain costs, high maintenance and transportation costs, and so on, and the overall result is a narrow profit margin. (The Caterer, 2023) The Glass Door Review, a platform where employees can share their feedback regarding the company, has listed the following positives and negatives. Positives are friendly staff, benefits, a good working environment, and opportunities for skill development, while the negatives listed were unfriendly management, low working hours, and salary. Low engagement etc. ( Glassdoor reviews, 2023)  The mixed review shows Novotel West London has to rethink its employee engagement effort and its effects on the employee cycle. The recent hotel reviews posted on Trip Advisor show a positive response overall but the negative reviews are mainly about the dirty room, long check-in processes, Air condition failure, unnecessary furniture in the room, ill-mannered staff, noise issues, service issues, bed issues, receptionists not aware of nearby attractions, difficulties in check in etc.  (Trip Advisor, 2023)  It is clear that extra training is necessary for the above-mentioned service-providing department.

To understand how the current situation is affecting Novotel London West, it is ideal to perform a SWOT  and PESTEL analysis with a clear emphasis on recruitment and retention. Recruitment and retention are part of the employee life cycle, Typically, the employee life cycle consists of six stages attraction, recruitment, onboarding, development, retention, and offboarding, and it is mandatory to achieve specific objectives to achieve an overall successful employee life cycle journey. (Armstrong, 2020) Major strengths are the convenient location with good connectivity with public transport, very close to major sightseeing attractions and shopping centers. The hotel offers a wide range of modern and comfortable rooms of different standards; it also offers conference and meeting facilities and other amenities and services. Novotel West London is part of the globally recognized hotel chain Accor. Follows an excellent workforce strategy that focuses on a diversified workforce, gender equality, and social inclusion. The hotel follows sustainable and eco-friendly practices. (Novotel, 2023) . Competition is the major weakness as there are a lot of brands offering the same services such as Holiday Express, Ibis, Comfort Inn etc London is a major travel, tourist, and business travel market, and this is a great opportunity for Novotel as they are offering a midscale option that primarily targets leisure travelers, business travelers, and families. Threats are industry challenges like inflation, skill shortage, rules government rules and regulations etc. (Novotel, 2023) A revised employee engagement strategy is recommended. Employee engagement.  employee engagement has been defined Hewitt (2005) describes engagement as the measure of an employee’s emotional and intellectual commitment to their organization and its success. 
Political factors like government regulations, and immigration laws are affecting recruitment as they limit a lot of skilled workers who cannot meet the required visa requirements, which is affecting the diversity of the work force and the availability of international workers. Apart from that hike in minimum wages, hikes in overall wages due to skill shortages, working hours limitation laws, etc. are increasing labor costs, and Novotel London West is also affected by these. Economic factors such as recession and inflation are putting the hotel in a difficult situation where recruitment and retention are considerably affected. The customers are also spending less on travel and accommodation after the pandemic and are always looking for cheap accommodation, which is plentiful. Hampton by Hilton is providing competitive benefits and extensive training and development for their employees to rise to the occasion. The indeed reviews by employees are clearly showing that the training and development are extremely helping them to perform in their assigned role . (Indeed, 2023)
Novotel London West is a budgetary option; people who prefer midscale - economy options give preference to cheap rates rather than amenities . This will result in lower occupancy rates. The exchange rates are affecting spending on travel and tourism. Social factors, including ever changing consumer preferences such as sustainability and eco friendly options, are leading the demand list , and other initiatives like community participation, energy saving, reducing , carbon footprint, the no plastic campaign, waste reduction, etc. are enhancing the brand image after the pandemic. CSR is now a part of corporate strategy, and this can create  value that lasts longer. People prefer to work with brands that have a good reputation and are sustainable. Reputed brands can retain the employees  (McFall.M 2023) 
 
Also, personalized and customized amenities and services are enhancing guest services and providing a competitive advantage as well. Technology factors, such as incorporating technology and reducing manual intervention where possible, are the new changes. Contactless check-ins digital keys, virtual tours, digital marketing, AI, big data analytics, social media campaigns, software incorporation to streamline processes, mobile apps, etc. are taking the front seat and can help Novotel West London.  Moxy by Marriott is the best example of the same, where they offer an entirely different approach, starting from HR to service and using the possibilities of technology to promote the brand. Also, it highlights their entirely different approach to  work, which gives them much flexibility by doing their job role effectively .  (Moxy , 2023)  Environmental factors such as energy efficiency and sustainability efforts can attract eco- concious guests and help them obtain valuable and prestigious certifications and awards. Finally, legal factors such as health and safety precautions, ,data protection laws, modern slavery laws, anti laws, etc. need to be clearly followed and should adhere to the rules .


The solution suggested is an audit of all the hotel processes and a thorough quality check with the following. By keeping the brand standards as they are, add more customized standards that are relevant to Novotel London West to meet the specific requirements. When they have to define service standards, they have to include factors like responsiveness, guest satisfaction, friendliness, and specific evaluation criteria to ensure additional quality checks; arrange mystery shopping and evaluate service quality, additional guest satisfaction surveys and collect feedback, regular auditing of online reputation through tracking online reviews by customers, conduct performance measurement and identify key strengths, trends, failures, etc.; and take necessary actions to ensure continuous progress. (Erskine , 2018) 
 
Employee engagement at each stage is crucial. Recruitment can be more effective, and the current workers can offer a referral option where engaged employees will suggest potential candidates. Providing a clear job description, transparent communication, etc. shall be offered, and during onboarding, the process can be enhanced through smooth onboarding, a feeling of belonging, clear communication of organizational values, and enhanced orientation training. During training and development, specific training can be offered, educational opportunities, mentorship, coaching, leadership training etc can be additionally given, as part of retention a salary hike, work-life balance, more flexibility in working hours, rewards and recognition, timely job appraisals, good communication with the leaders, feedback and suggestions for improvement, mental and medical support, etc can be provided on an improved level, during separation, more meaningful exit interviews can be conducted and collect genuine feedback ( Armstrong, 2020) 
 
In addition to this, a well-structured employee engagement survey can be conducted to assess their level of satisfaction in different areas, and the feedback can be used for redesigning the employee engagement initiatives (CIPD, 2021). The management and HR departments should ensure that all the employees of different departments are participating in the process and sharing their feedback. People who are currently in leadership roles should also be participating in the survey, and additional pieces of training for team management should be given to the leaders as there are a considerable number of negative reviews regarding poor management and leadership. It is the line managers who are directly communicating with the employees, and therefore their role in the process is critical. Any demotivation from line managers will have a significant impact (Morel. D, 2023) Use technology, artificial intelligence, and big data analytics to track the process and the user-generated content. Utilizing technology to improve the guest experience and market 

Conclusion 
 
The employee mindset is taking a deep shift now, they seek a good work-life balance, purpose in their job, room for growth, self-respect, and value for their voice. Therefore, it is important to realize the new priorities before looking for ways to attract and retain employees, and the management has to approach recruitment and retention with the evolving trends.  (Accor, 2023) Celebrate individuality, respect and provide opportunities for development, flexibility in working hours, and a positive environment that identifies the purpose of their job. Improving the employee life cycle with employee engagement programs, technology adaptation to stand up to competition and trends, and extensive training for both trainees and leaders to adapt to the new changes are indispensable. 
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