Rahela Begum 1704788






BMIH 6001 Contemporary Themes in the Hotel and Hospitality Sector 

Table of Contents
1.	Introduction	3
2.	Overview of Literature	4
Push and pull theory	4
Herzberg’s hygiene factor theory	5
Human Capital Theory	6
3.	Application to the hotel and hospitality sector	6
4.	Future Policy and Recommendations	10
References	12



1. [bookmark: _Toc135859090]Introduction
According to Al-Suraihi et al. (2021), Employee turnover and retention is one of the significant challenges faced by the industries in the current world which has increased due to the trend of globalisation of the business. When the turnover of the employees occurs the organisations may lose the productivity of the employees and therefore they have to recruit new employees. This results in missing out on sales opportunities, low morale of the staff and additional expenditure of the business. Employee turnover rate impacts the business in several ways but it can similarly make it very difficult to retail major talent. It is an important and serious topic in the business because it has a huge impact on the organisation and makes assurance of good employee quality at risk. According to the Bureau of Labour Statistics (2023), the industry of hospitality has the highest rate of turnover of employees than any sector. The rate of turnover in this industry in the year 2021 was 86.3%. 
According to Statista (2023), hospitality can be described as an industry that focuses on giving customers a means to take part in different leisure activities which involve staying in a hotel or using dining restaurants. In the year 2023, the global market for the hospitality industry reached around $4.7 trillion and was predicted to increase to around 5.8 trillion U.S dollars in the year 2027 at a difficult annual increment rate of CAGR 5.5%.
[image: ]
Figure 1: Market size of the hospitality industry worldwide in 2023, with a forecast for 2027
(Source: Statista 2023 ) 
2. [bookmark: _Toc135859091]Overview of Literature
According to push and pull theory of motivation including hygiene factor theory and human capital theory can be applied to define the scenario of employee turnover intention in the organisation or specifically in the hospitality industry. 
[bookmark: _Toc135859092]Push and pull theory
Push factors
Push factors involve different factors in the organisation such as poor relationships, lack of opportunity for growth, security towards the job, limited communication among the employees etc. Poor relationships are one of the main factors that contribute significantly towards the high turnover of personnel in the industry. The matter of the importance of the connections is distinguished as the direct aspect of the intention of the employees to stay within the organisation. Therefore the poor management of relationships and the poor behaviour of colleagues be the reason for staff turnover in hotels. Another factor is job insecurity because the concern of the employees regarding their job stability is the major contributor to staff turnover intention (Etehadi and Karatepe 2019). Employees feel threatened due to the lack of communication, specifically during the seasonal period. Therefore they take the decision to leave the organisation. The limited amount of communication among the team members in the hotel is also a significant reason behind employee turnover. Engagement of the employees helps to create a strong culture of the organisation that promotes sufficient unity in the business (Codling et al. 2022). When an employee realizes that there is a optimistic flow of communication in the organization, they are more interested to show a greater degree of attention. Minimal communication among the employees could be the reason for extraordinary turnover as employees are more likely to be not informed of what is taking place in the company. This low communication can be advanced through improper transparency among not only establishments and employees but also employees and employees. 
Pull factors
Lack of career advancement opportunities in the organisation is one of the significant elements that can be the reason of a high rate of workforce turnover in businesses (Djajasinga et al. 2021). The opportunity to enhance a career motivates satisfaction with the job and makes sure that the workers are successful and increase their employability. If the employers cannot provide these opportunities to the employees then there is a high tendency that it can outcome in great turnover of staff. Job satisfaction is one of the other vital factors that contribute towards turnover intention. Higher packages of payment and technical challenges can be described as a pull factor that fascinates employees. According to Dwesini (2019), Compensation and rewards are among the factors that can influence the turnover intentions of employees in the hospitality industry. Salaries that are unsatisfactory among intolerant working situations and poor training facilities can become the reason for staff turnover in this industry. 
[bookmark: _Toc135859093]Herzberg’s hygiene factor theory
According to Holston-Okae and Mushi (2018), the leaders of the organisation should meet the expectation of the employees and meet hygiene factors to ignore any kind of dissatisfaction. This can be a stepping way towards the job satisfaction and motivation of the employees. This theory suggests that people have two types of requirements and the diverse fundamentals of the work situation are satisfied or dissatisfied with those requirements. According to Aprilia, Marini and De Vos (2021), The initial set of concerns involves the basic needs of survival of an individual which is called the hygiene factors. But these requirements are not related to the job directly. However, it concerns the situations that surround performing the job. These factors involve the policy of the company like a system of rewards, interpersonal relationships and salary. These can be the reason for dissatisfaction if not satisfied. The growth requirements are the second set of requirements which involves recognition during the completion of tasks, responsibilities, achievements, advancements and work itself. These are the inspiring factors that influence the motivation of the employees to work. Herzberg also stated that the content of work is the only way of increasing satisfaction and therefore reducing the rate of worker turnover in the industry  of hospitality these factors play a vital and leading role. 
[bookmark: _Toc135859094]Human Capital Theory
According to Obeng et al. (2021), employees that are able to get enough empowerment, as well as training from their employers, become highly skilled as well as very confident. Therefore the tendency of the employees to leave the organisation for better opportunities and offers in diverse organisations may be great and this develops a major price to their current managers. In this situation, the employees that are highly enabled as well as trained will enhance the intention of turnover which supports the theory of human capital. According to Davis (2022), another author people that invest in themselves to develop the performance of their job will be less likely to leave the organisation. Potential earnings influence the decision-making of an individual regarding their career selections or the sector within which they tend to be elaborated. Therefore from the perspective of the organisation, human capital is important to create value in future. 
3. [bookmark: _Toc135859095]Application to the hotel and hospitality sector
The department of housekeeping  is one of the key departments in the hotel industry that is significant for customer satisfaction and providing excellent customer service effectively. According to W Fakhry et al. (2022), there is an important connection between the turnover intention of the employees and their compensation. There are also other factors involved in the turnover intentions such as the working environment and engagement of the employees towards their work. The housekeeping department is dealing with the highest workforce turnover in the sector and the decline in the number of employees makes it essential to establish possible factors that contribute towards the employees turnover. The employees in housekeeping are leaving the organisation due to high payments at other companies. According to Weis and Rosendale (2019), the findings of the research on turnover were lower in the clubs where the management is willing to pay employees hourly and the promotional internally was highest and where the employees are able to get more flexible working schedules. It is occurred due to low compensation, increasing workload and conflict between the employees with their supervisors. Apart from the variances, autonomy in the workplace and flexibility are the major elements of employee retention. Lack of flexibility impacts the employees in the housekeeping department and increased their intentions to leave the organisation. According to Aich, Bag and Omrane  (2022), the housekeeping department is one of the key providers of facility in a hotel which has an aim to keep the premises of the organisation clean, maintaining an ambience that is satisfactory in the rooms for the guests or the customers. Therefore the housekeeping department plays a critical role to attract customers through providing them with a pleasant as well as hygienic environment. According to Akgunduz and Gürel (2019), role stress is a kind of stress at workplce because of the factors such as inconsistent expectations regarding the performance of the individuals, conflict among the undertaken role and contradictions in the workplace. Role stress is the major reason of employee turnover in the organisation which majorly occurs due to lack of support from the managers, low autonomy in the work etc. Role stress damages the mental as well as physical health of the employees and impairs normal performance. As a result of role stress, the rate of commitment of the employees towards their work reduces and it enhances absenteeism. It has a considerable impact on the turnover intentions of the housekeeping staff. 
According to Forbes (2020), Huge organisations like Marriott International majorly have faith their reputation to desk assistants, employees from the housekeeping department and other forefront employees. The company treats their employees exactly how they are willing to treat their customers and therefore they are able to get positive feedback from both customers and employees. Aligning employees around the purpose of the company also motivates and makes the employee feel valued. The organisation partnered with Mitchell which is a public relation organisation to handle multiday conferences and intended at encouraging the team members with a clear goal to help to accelerate their performance. The global Chief HR officer of the company stated that the company is totally reliant on the capability to nurture a sense of well-being in their staff. The company ensures work-life balance meets the expectations of the employees through paying would-be mothers up to 15 weeks and 8 weeks to the fathers. According to the report of Comparably (2023), Marriot is in the top 30% position of same-sized businesses in their ability to retain good quality staff while around 40% of employees would not leave the organisation if they get a job offer with more money. 74% of employees are encouraged enough to work every day. Around 59% of people feel the organisation is doing what is required to retain employees and 41% may consider new employment. 
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Figure 2: Marriott's Retention Trendline
(Source: https://www.comparably.com/companies/marriott/retention)
According to LinkedIn (2022), Hilton Hotels was ranked one of the best offices across the entire world for two years in a row. The hotel chain is greatly authorized through their employees as the management of the hotel treats their employees with the similar hospitality the employees treat their guests at the hotel. Giving meaningful chances to both professional as well as personal increment also helps them to be competitive with key cooperation. The employee experience and enjoys expanded leaves during the paternity period, bereavement leaves, assistance regarding adoption and paid time off. The company offers regular rewards, programs as well as events to acknowledge excelling members of the team. The company knows the importance of keeping employees happy and retaining them.  
According to Comparably Hyatt is in the top 10% with the same sized organisations to retail effective employees. 50% of the staff would not prefer leaving the organisation with a job offer for more money while 82% of employees are excited to go to work every day. 100% of employees of the company feel that the organisation is doing what should be done to retain employees. The company provides opportunities to grow and the employees love to work at the organisation. Hyatt provides the opportunity to grow which involves complementary hotel stays, healthy as well as employee rate hotel stays etc (Hyatt 2023).
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Figure 3: Hyatt's Retention Trendline
(Source: https://www.comparably.com/companies/hyatt/retention) 
Premier Inn is in the top 25% same sized organisations in their capability to retail good and effective employees. 25% of the employees would not prefer to leave the company if they get offers with more money while 73% of employees are excited to work every day. 75% of the employees feel that the company has effective human resource practices to retain them (Comparably 2023). 
[image: ]
Figure 4: Premier Inn's Retention Trendline
(Source: https://www.comparably.com/companies/premier-inn/retention) 

4. [bookmark: _Toc135859096]Future Policy and Recommendations
The companies that are in the hospitality industry are mainly facing higher rate of employee turnover and needs to implement proper policies or strategies which can help in the companies to reduce the turnover rates. The hotel sector in the industry is the main concern in employee turnover. There are certain employee retention strategies that the industry can implement in the future for achieving success in the market. The recognition and reward of the employees are important for the employees in the hotel sector. With the help of this strategy the company will be able to retain its quality employees for a longer period of time. Through this strategy the employees will feel motivated as they will be rewarded for their contribution to the organization. Through this strategy the employees also feel job satisfaction as well as security in the company which is necessary for any organization. With proper acknowledgement of the employees as well as their hard work helps the companies to grow faster and sustain in the competition. This strategy significantly helps the companies as well in achieving their long term goals and also gain profitability. The companies should also encourage a healthy work life balance in the workplace. This will help the employees to feel job satisfaction, as this strategy will provide certain perks for the employees which will eventually increase the satisfaction level of the employees. The employees will be able to keep their professional as well as personal life in parallel places, which will help them to stay mentally active as well. This will also trigger the creative and innovative mindset of the employees in a positive way which will contribute to the profitability of the company. The employees will be able to understand that the companies are able to recognize as well as understand their requirements. Creating certain development or training programs can also help in reducing employee turnover. Many employees are not able to adapt to the changes of the company’s operations very quickly which leads to employee turnover. With these development and training programs the employees will be provided with proper training to adapt to the changes as well as their existing skills can be developed which will eventually help in the growth of the company. With the development of the skills among the employees the quality of the work can be improved in the company as well and this will keep the employees motivated to work for the future and broaden their careers. It is recommended that the hospitality industry especially the hotel sector implement these strategies for future positive response on the company as this will help the companies to provide better customer satisfaction due to the quality of services or products that are under the brand name. it is also recommended that the companies start implementing these strategies as there is a high employee turnover rate in the hotel sector which is increasing every year and this needs to be paused for the better growth of the companies.
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