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Executive Summary
[bookmark: _Hlk178839912]Elevate Hospitality Consulting created this consultation study to address a major issue for The Ritz-Carlton, New York, Central Park. The hotel, a leading luxury resort in one of the world's most competitive hospitality marketplaces, is still battling to recover from the COVID-19 outbreak. Specifically, the hotel is having difficulty attracting and maintaining experienced workers, which has a direct impact on service quality and overall guest satisfaction. This research presents a thorough examination of the situation, supported by industry data, and practical ideas for addressing the hurdles.

Problem Overview
The COVID-19 pandemic had a significant impact on the global hospitality industry, with luxury hotels among the most severely affected. Despite its strong brand and outstanding reputation, the Ritz-Carlton, New York, Central Park is susceptible to these impacts. Since the tourism industry reopened, the hotel has struggled to retain personnel, particularly those in crucial operational areas like housekeeping, front desk services, and food and beverage (F&B) management. Employee turnover has increased to 30%, up from the pre-pandemic average of 15%, according to the hotel's human resources department. Furthermore, labour shortages have impeded recruitment efforts, worsened by changes in employment preferences during and after the epidemic (Baum et al., 2020).
The Ritz-Carlton's immediate worry is the fall in service standards, which has resulted in a 12% decrease in guest satisfaction ratings on platforms such as TripAdvisor and Booking.com. This is especially concerning for a luxury brand focused on providing great visitor experiences. Failure to address these staffing difficulties may result in long-term reputational damage and economic losses (Chiang et al., 2021).
Key Findings
The investigation in this paper identifies various contributing variables to the hotel's workforce issues. To begin, the pandemic had a substantial impact on the labour market, with many employees abandoning the hospitality business entirely in search of jobs in sectors believed to be more stable and less vulnerable to economic shocks (Gursoy & Chi, 2020). Many employees who have remained in the field are now expecting higher compensation and better work-life balance, increasing competition for talent (Pizam, 2021).

Second, The Ritz-Carlton's operational model, which is both service-oriented and labour-intensive, necessitates a large number of trained personnel who are dedicated to providing great service. The epidemic has prompted the hotel to lower personnel levels, putting additional strain on existing employees. Burnout and discontent among employees are common topics in exit interviews, with 65% identifying work-related stress as the primary reason for leaving (Statista, 2023).

Third, a comparison with competitors shows that The Ritz-Carlton is not alone in experiencing these challenges. Other luxury hotels in New York, like the Four Seasons and the Mandarin Oriental, have experienced similar issues. However, these companies have taken significant initiatives to improve their recruiting and retention methods, such as giving higher compensation packages, implementing flexible work hours, and investing in employee well-being programs (Kong, Cheung, & Baum, 2022). The Ritz-Carlton has fallen behind in implementing such safeguards, contributing to its current dilemma.

Analysis
The staffing challenges at The Ritz-Carlton, New York, Central Park are the result of a combination of external and internal circumstances. Externally, the entire hotel industry is trying to adjust to the post-pandemic labour market, which is marked by a smaller workforce and greater wage expectations. Internally, the Ritz-Carlton's dependence on a traditional, labour-intensive service style has aggravated the situation. Employees are expected to provide high-quality service with little resources, which leads to burnout and high turnover (Robinson, Kralj, & Solnet, 2019).

The evaluation also reveals weaknesses in the hotel's recruitment strategy. The hotel's dependence on traditional recruitment tactics, such as job advertising and internal recommendations, has hindered its ability to attract a wide pool of applicants. Competitors have adopted digital platforms and relationships with hospitality schools to source talent, giving them a competitive advantage in obtaining trained labour (Goh & Lee, 2018). The Ritz-Carlton's sluggish adoption of contemporary recruitment tactics has resulted in a restricted talent stream.


Recommendations
To address these challenges, this report proposes the following recommendations:
1. Enhance Compensation and Benefits Packages: The Ritz-Carlton's compensation structure should be reviewed to ensure that it is competitive and in accordance with industry norms. In addition, the hotel should provide performance-based incentives and rewards such as health insurance, mental health support, and retirement programs. According to research, such approaches can greatly increase employee satisfaction and retention (Baum, 2019).
2. Implement Flexible Work Schedules: Flexible working hours and shift patterns can help employees avoid burnout and improve their work-life balance. This method has proven successful in other industries and is gaining popularity in hospitality as a talent retention strategy (Kong et al., 2022).
3. Invest in Employee Well-being Programs: The hotel should implement well-being initiatives that prioritise mental health, physical fitness, and professional development. Such programs can reduce stress and encourage long-term commitment among employees. Competitors have already achieved favourable outcomes from comparable strategies (Robinson et al., 2019).
4. Adopt Modern Recruitment Strategies: The Ritz-Carlton could use digital channels like LinkedIn, Glassdoor, and hospitality-specific employment forums to reach a larger audience. Partnerships with local hospitality schools and universities may also result in a consistent stream of skilled graduates (Goh & Lee, 2018).
5. Upskilling and Internal Development: Providing possibilities for employees to grow within the organisation through training programs will boost retention rates. Employees are more likely to stay when they believe their professional development is supported (Gursoy & Chi, 2020).
Conclusion
Finally, The Ritz-Carlton, New York, Central Park confronts severe issues in staff retention and recruitment as a result of the ongoing COVID-19 outbreak. However, by taking a deliberate approach to remuneration, well-being, and current recruitment processes, the hotel may alleviate these challenges and return to pre-pandemic levels of service excellence. Implementing these recommendations would not only boost employee retention but also client happiness, which is crucial to The Ritz-Carlton's continued success as a luxury hotel. With this strategy, the hotel can ensure its long-term success in a highly competitive market (Pizam, 2021).

Introduction
Elevate Hospitality Consulting, a renowned organisational consultancy specialising in the hospitality industry, commissioned this analysis to solve a major issue at The Ritz-Carlton, New York, Central Park. In the aftermath of the epidemic, the hotel is facing considerable issues in terms of personnel retention and recruitment. These issues, caused by labour market shifts, are disrupting service quality, and affecting the hotel's reputation. This study presents an in-depth analysis of the problem and suggests strategic ways to overcome its challenges.
Background of The Ritz-Carlton, New York, Central Park
The Ritz-Carlton, New York, Central Park is the Ritz-Carlton brand's flagship property, owned by the Marriott International Group. The hotel, was opened in 1930 and is located at 50 Central Park South in Manhattan, has breathtaking views of New York's famed Central Park. It has 253 elegant rooms, including forty-seven suites, designed to give guests an indulgent experience. The hotel has long been noted for its superb service, world-class amenities, and unrivalled diligence, which appeal to affluent guests. The Ritz-Carlton, New York, Central Park is a five-star facility that has constantly been named among the finest luxury hotels in New York City (Marriott International, 2022).
Despite its illustrious reputation, the Ritz-Carlton, like many other luxury hotels, has been severely damaged by the COVID-19 pandemic. A substantial fall in visitors during the epidemic caused financial problems and operational interruptions, requiring the hotel to temporarily cut its employment. However, as travel restrictions lifted and the hospitality industry began to recover, the hotel struggled to recruit and retain talented.
However, as travel restrictions lifted and the hospitality industry began to recover, the hotel struggled to recruit and retain competent employees, threatening the brand's commitment to offering exceptional guest experiences (Baum, Mooney, Robinson, & Solnet, 2020).
The Problem: Staff Retention and Recruitment
The key issue raised in this study is the difficulty The Ritz-Carlton, New York, Central Park is having in maintaining staff and recruiting new talent in the aftermath of the epidemic. This difficulty is especially apparent in a highly competitive market like New York, where luxury hotels must constantly distinguish themselves through personalised, high-quality service. High turnover rates, combined with a dearth of experienced hospitality workers, have resulted in increasing workloads for current employees, leading to burnout, poor job satisfaction, and a further drop in staff retention (Goh & Lee, 2018).
The American Hotel & Lodging Association (AHLA) predicts that labour shortages in the hospitality industry will persist in the near future, as many workers who left the sector during the pandemic have moved on to other industries or are hesitant to return due to perceived instability (AHLA, 2022). The Ritz-Carlton's inability to maintain proper workforce levels jeopardises not only operational efficiency but also guest happiness and brand loyalty (Gursoy and Chi, 2020).

About Elevate Hospitality Consulting
Elevate Hospitality Consulting is a leading consultancy firm that specializes in providing organizational and strategic solutions to companies in the global hospitality industry. With over a decade of experience in the field, the company has helped numerous hotels overcome operational challenges, improve service delivery, and enhance profitability. Our team of experts has extensive knowledge in hospitality management, human resources, and organizational behaviour, enabling us to deliver tailored solutions that address the unique needs of luxury hotels (Robinson, Kralj & Solnet, 2019).
Elevate Hospitality Consulting will use its expertise to provide concrete solutions for dealing with recruiting and retention challenges at The Ritz-Carlton, New York, Central Park. This will entail conducting a thorough investigation of the external and internal variables influencing the hotel's staffing issues and suggesting effective solutions based on established business frameworks.

Analytical Frameworks
This report will use many well-established analytical frameworks to extensively evaluate The Ritz-Carlton, New York, Central Park's difficulties and make evidence-based recommendations. This includes:
· PESTEL Analysis: This framework will be used to investigate the external elements that affect the hotel, including political, economic, social, technological, environmental, and legal conditions. These issues have a considerable impact on the labour market and the whole hospitality business (Goh & Lee, 2018).
· SWOT Analysis: A SWOT analysis identifies the hotel's internal strengths, weaknesses, opportunities, and threats. This framework will assist The Ritz-Carlton in identifying the specific challenges and benefits it faces while dealing with workforce concerns (Pizam, 2021).
· TOWS Matrix: Following the SWOT analysis, the TOWS matrix will be used to devise plans that balance the hotel's strengths and opportunities with external threats and weaknesses. The TOWS framework will provide concrete solutions to address labour shortages and improve staff retention (Robinson et al., 2019).
Elevate Hospitality Consulting intends to employ these analytical techniques to equip The Ritz-Carlton, New York, Central Park with a strong strategy for overcoming current obstacles, improving operational efficiency, and ensuring long-term success in the post-pandemic hospitality market.

Analysis
The Ritz-Carlton, New York, Central Park, is facing substantial post-pandemic concerns, the most pressing of which are personnel retention and recruitment difficulties. This section examines the key issues affecting the hotel, investigating their sources and effects via a variety of perspectives, including operational interruption, guest satisfaction, reputation management, and financial repercussions. To offer a thorough review, a PESTEL analysis will be performed to investigate external elements, while a SWOT analysis will assess the hotel's internal strengths and weaknesses. These insights will be used to inform a TOWS analysis, which will help to transform the highlighted difficulties into strategic solutions.
Issue 1: Staff Retention and Recruitment
Impact on the Hotel
The Ritz-Carlton, New York, Central Park, has long been known for providing exceptional customer service, which is a critical component of the luxury hotel experience. However, following the pandemic, the hotel saw a 30% worker turnover rate, notably in operational jobs such as housekeeping, front desk services, and food and beverage departments. This is far above the industry average of 18% (American Hotel and Lodging Association, 2023). This turnover has considerably affected the hotel's operations, increasing the strain for the remaining staff, and resulting in a decrease in service quality. Guest satisfaction has decreased by 12%, indicating a negative influence on the customer experience (Goh & Baum, 2021).
Furthermore, the hotel's recruitment issues have compounded the situation. The Ritz-Carlton has struggled to fill open positions, which is a frequent issue in the hospitality business. Labour shortages have resulted in understaffing, compromising the hotel's capacity to regularly satisfy client expectations. Staff burnout has become a major problem, with 65% of departing employees citing stress and strain as primary reasons for leaving (Hinkin & Tracey, 2022). These operational concerns are not only bad for employee morale, but they also impair the hotel's financial performance because unsatisfied guests are less likely to return or promote the property.

Causes of the Issue
A number of reasons have contributed to the personnel retention and recruitment issue. The COVID-19 pandemic had a significant impact on the labour market, with many workers leaving the hospitality business owing to insecurity and seeking jobs in more stable sectors (Baum and Nguyen, 2021). Furthermore, the gig economy and remote work opportunities have given workers more flexible alternatives to traditional hospitality jobs (Lee, Back, & Chan, 2022). Wage expectations in the post-pandemic economy have also risen, with workers wanting higher compensation and benefits in a sector known for low pay (U.S. Bureau of Labour Statistics, 2023).
Furthermore, the hotel's recruitment strategy has fallen behind competitors. The Ritz-Carlton has continued to use old recruitment practices, which have proven ineffectual in attracting younger, tech-savvy employees. Other luxury hotels in New York have effectively used digital recruitment platforms and relationships with local hospitality colleges to get talent, putting the Ritz-Carlton at a disadvantage (Cai, 2021).

Issue 2: Declining Reputation and Guest Satisfaction
Impact on the Hotel
Reputation is a valuable commodity for any luxury hotel, and The Ritz-Carlton's brand is built on great service. However, due to a personnel shortage and significant turnover, the hotel's image has begun to deteriorate. Customer complaints have escalated, mainly about delayed room service, cleanliness issues, and ineffective staff response. Online evaluations from platforms such as TripAdvisor and Booking.com show a decrease in guest satisfaction, with an average rating dropping from 4.8 to 4.3 over the last year.
Reputation loss not only affects short-term revenue but also long-term profitability, as a significant portion of the Ritz-Carlton's guests are repeat visitors or come through word-of-mouth recommendations (Harris & Goode, 2022). Negative reviews and social media posts have the potential to deter future guests, especially in a market as competitive as New York City’s luxury hotel sector.

Causes of the Issue
The decline in guest satisfaction can be linked to operational inefficiencies caused by staff shortages. Overworked employees are unable to deliver the level of service expected by Ritz-Carlton guests, leading to service delays and lapses in quality (Mok, Sparks & Kadampully, 2022). Furthermore, the lack of professionally trained staff has resulted in inconsistencies in service standards, which is particularly damaging for a luxury hotel where guests expect personalised attention (Chiang et al., 2021).

Issue 3: Financial Implications
Impact on the Hotel
The combined difficulties of staff retention, recruitment, and falling guest satisfaction have a direct financial impact on The Ritz-Carlton, New York, Central Park. Occupancy rates have fallen by 8% since the end of 2021, and accommodation rates have been decreased to attract visitors, further reducing revenue. The hotel has also incurred greater costs in its efforts to attract new employees, such as signing bonuses and higher compensation, putting extra strain on the hotel's operational margins (Statista, 2023).

Causes of the Issue
These financial challenges are caused by both internal and external influences. Externally, the global economic downturn and rising inflation have restricted discretionary spending, notably for luxury travel (Henderson & Ng, 2022). Internally, the increasing costs involved with hiring and training new employees, along with revenue losses from unsatisfied customers, have created a vicious cycle that the hotel must break to re-establish profitability.

PESTEL Analysis
The following PESTEL analysis explores the external factors contributing to The Ritz-Carlton’s operational challenges:
	Factor
	Description

	Political
	Labor laws in New York mandate minimum wages and regulate working hours, impacting staffing costs.

	Economic
	Rising inflation and economic uncertainty have reduced consumer spending on luxury services.

	Social
	Post-pandemic, there is a societal shift towards better work-life balance and job flexibility.

	Technological
	Competitors are leveraging digital recruitment platforms and AI-based scheduling systems.

	Environmental
	Sustainability concerns are rising; hotels are pressured to adopt eco-friendly practices.

	Legal
	Compliance with stringent health and safety regulations due to COVID-19 has increased operating costs.


Political Factors: New York's labour laws, including increased minimum wage requirements, have added to the financial strain on hotels like The Ritz-Carlton. Ensuring compliance with these laws has made it more expensive to recruit and retain staff (Jones & Comfort, 2022).
Economic Factors: The economic slowdown caused by the pandemic and subsequent inflation has significantly reduced discretionary income, meaning fewer high-spending tourists are traveling. This has affected luxury hotels' revenue streams and overall profitability (Vasigh & Fleming, 2022).
Social Factors: The social environment post-pandemic has shifted, with employees prioritizing work-life balance and job security. This shift has led to a reduced pool of workers willing to engage in high-stress hospitality jobs, further exacerbating the recruitment problem (Baum & Nguyen, 2021).
Technological Factors: Competitors have adopted advanced technologies, such as AI-powered scheduling and recruitment tools, which have streamlined operations and enhanced employee management. The Ritz-Carlton’s slower adoption of these technologies has put it at a competitive disadvantage (Williams, 2021).
Environmental Factors: The growing focus on sustainability in the hospitality industry means that hotels are expected to adopt eco-friendly policies. The Ritz-Carlton, while renowned for luxury, may face criticism if it does not adopt more visible sustainability practices (Henderson, 2022).
Legal Factors: Ongoing compliance with health and safety regulations in response to COVID-19 remains a cost-intensive requirement for hotels, as they must invest in sanitation, safety equipment, and revised operational protocols (Pizam, 2022).
SWOT Analysis
The following SWOT analysis evaluates The Ritz-Carlton, New York, Central Park's internal strengths and weaknesses, as well as the opportunities and threats it faces:
	Strengths
	Weaknesses

	- Strong brand reputation
	- High staff turnover and recruitment issues

	- Prime location in Central Park
	- Declining guest satisfaction

	- High standards of luxury and service
	- Lagging behind in technology adoption



	Opportunities
	Threats

	- Leverage digital recruitment platforms
	- Competitors offering better employment packages

	- Expand sustainability practices to attract eco-conscious travellers
	- Economic uncertainty affecting luxury travel demand


TOWS Analysis
Based on the SWOT analysis, the TOWS analysis identifies strategies that can help The Ritz-Carlton convert its weaknesses into strengths and its threats into opportunities:
	Strengths-Opportunities (SO)
	Weaknesses-Opportunities (WO)

	- Leverage the strong brand to attract talent through digital platforms
	- Address staff turnover by offering competitive salaries and well-being programs

	- Promote sustainability to enhance appeal to eco-conscious guests
	- Adopt AI and digital recruitment platforms to streamline hiring processes



	Strengths-Threats (ST)
	Weaknesses-Threats (WT)

	- Use the hotel’s prime location to mitigate the impact of reduced luxury travel demand
	- Combat competitor advantage by enhancing employee benefits and work-life balance


Conclusion
The Ritz-Carlton, New York, Central Park is encountering significant issues in personnel retention and recruitment, which are affecting operational efficiency, guest happiness, and financial performance. External issues, such as the post-pandemic labour market, have exacerbated the hotel's problems, as have internal factors, such as obsolete recruitment tactics. However, by using its assets, such as its brand reputation and prime location, and implementing strategic solutions focused on digital innovation and staff well-being, the hotel may overcome these obstacles and reclaim its position as a luxury hotel industry leader.

Recommendations and Change Management
Following a thorough examination of the challenges confronting The Ritz-Carlton, New York, Central Park, particularly in terms of staff retention, recruitment, diminishing guest happiness, and financial performance, this section presents essential recommendations to solve these issues. It also includes a detailed change management plan to guarantee a seamless transition and metrics to evaluate the effectiveness of the applied tactics. Each advice is intended to accord with the hotel's luxury standards while also improving overall operations, the guest experience, and financial sustainability.
1. Enhancing Staff Recruitment and Retention
One of The Ritz-Carlton's most significant challenges is its high turnover rate and difficulty recruiting new personnel. This has resulted in operational inefficiencies and lower guest satisfaction. To address this, a variety of strategies can be implemented to boost recruitment and retention.

1.1 Competitive Compensation and Benefits Packages
Providing competitive compensation and benefits is critical for attracting and retaining great workers. Following the pandemic, the labour market in the hospitality industry has become more competitive, with employees demanding greater compensation and improved working conditions (Baum and Nguyen, 2021; Gursoy & Chi, 2020). The Ritz-Carlton can improve its compensation packages by providing not only competitive salary but also extra benefits like health insurance, paid time off, and wellness initiatives. A 20% increase in starting salaries for essential operational roles such as cleaning and front desk can greatly boost recruiting (Goh & Baum, 2021).
To implement this approach, an initial investment of $1 million per year would be required for compensation hikes and benefits for around two hundred employees. However, reducing turnover and improving service quality would result in long-term savings, as the cost of replacing and training employees is much higher than retention costs (Hinkin & Tracey, 2022).



1.2 Flexible Work Schedules
Many hospitality workers say that work-life balance is a major component in their job happiness. To solve this, The Ritz-Carlton can explore implementing flexible work schedules, which give employees greater flexibility over their hours. Implementing shift-sharing arrangements and allowing for part-time employment can assist prevent employee fatigue, a major contributor to turnover (Williams, 2021; Baum et al., 2020).

Advanced scheduling software can be used to manage these changeable schedules and improve operational efficiency. The hotel may optimise labour allocation using AI-powered scheduling tools, guaranteeing that there is no labour shortage during peak periods (Mok, Sparks, & Kadampully, 2022).
1.3 Internal Talent Development Programs
Investing in current employees' growth through career advancement and skill development programs can dramatically increase staff retention. Offering opportunities for in-house promotions, managerial training, and professional growth fosters a good work environment where people feel valued and perceive long-term career possibilities. (Goh and Baum, 2021; Cai, 2021).
The Ritz-Carlton can collaborate with hospitality colleges in New York to offer training and certification programs to its staff. This not only improves the skill set of present employees, but also creates a pipeline for future hires. The projected yearly cost of this program is $250,000, which includes training materials, relationships with educational institutions, and staff time (Harris & Goode, 2022).
Change Management Strategy: Employee Engagement and Communication
A strong change management plan is required to ensure the effectiveness of these recruitment and retention methods. The transformation process should be managed in stages, starting with clear communication to all employees regarding the new compensation packages, flexible schedules, and development opportunities. Kotter's 8-Step Change Model can help lead the process and ensure employee buy-in at each level (Kotter, 1996).
1. Create a Sense of Urgency: To emphasise the need for change, share data on staff turnover and its influence on visitor satisfaction (American Hotel and Lodging Association, 2023).
2. Form a Powerful Coalition: Establish a change management team consisting of HR managers, department heads, and external consultants to oversee the process.
3. Create a Vision for Change: Clearly communicate the benefits of the new policies, such as better work-life balance and career growth.
4. Communicate the Vision: Use multiple communication channels (staff meetings, emails, training sessions) to ensure that all employees are informed.
5. Remove Obstacles: Address potential resistance by offering support, such as flexible implementation periods for staff to adjust.
6. Create Short-Term Wins: Monitor initial improvements, such as reductions in turnover, and celebrate these achievements to maintain momentum.
7. Build on the Change: Continuously improve and expand the initiatives based on employee feedback.
8. Anchor the Changes in Corporate Culture: Ensure that the new practices become part of the Ritz-Carlton's long-term culture, fostering continuous improvement (Kotter, 1996).
2. Improving Guest Satisfaction and Service Quality
Given the hotel’s declining guest satisfaction ratings, it is essential to implement strategies that enhance the guest experience. Service quality is a critical factor for luxury hotels like The Ritz-Carlton, and this must be addressed through both operational improvements and employee engagement.
2.1 Personalised Guest Experiences
The Ritz-Carlton has always been regarded for its superb service, but recent staffing concerns have had a severe influence on the hotel's ability to provide personalised experiences. To address this, the hotel should invest in customer relationship management (CRM) software that tracks visitor preferences, including room temperature and dining options (Chiang et al., 2021; Pizam, 2021). This method allows workers to anticipate client demands, resulting in a seamless and personalised visit.

Implementing a CRM system is projected to cost $500,000 for setup and training. However, the ROI is enormous because it immediately improves guest pleasure and encourages repeat visits. According to research, 80% of customers are more inclined to return to hotels that personalise their experience (Mok, Sparks & Kadampully, 2022).
2.2 Enhanced Staff Training on Service Standards
To complement the CRM system, employees must be professionally trained on luxury service standards. The Ritz-Carlton should provide a thorough training program that covers both soft skills (e.g., communication, empathy) and technical abilities (e.g., problem solving, CRM software use). This training should be essential for all employees, especially those in guest-facing roles (Stefanescu & Stoica, 2022).

Monthly training sessions should be held, with an anticipated yearly cost of $300,000 for training materials, external trainers, and staff time. Improved service quality will result in better guest experiences, which will help the hotel repair its reputation (Goh & Baum, 2021).
Change Management Strategy: Staff Involvement and Continuous Feedback
To ensure that staff embrace the new service standards, the ADKAR Change Management Model can be implemented. This model focuses on individual change and consists of five steps: Awareness, Desire, Knowledge, Ability, and Reinforcement (Hiatt, 2006).
1. Awareness: Clearly communicate to staff why improved service standards are essential for the hotel’s recovery and success.
2. Desire: Involve staff in the design of the new training programs, encouraging them to take ownership of the change.
3. Knowledge: Provide comprehensive training to equip staff with the necessary skills and knowledge.
4. Ability: Ensure that staff have the opportunity to practice new skills in a supportive environment, offering regular feedback.
5. Reinforcement: Regularly review performance and offer incentives, such as employee of the month awards, to reinforce the new behaviours (Hiatt, 2006).
3. Financial Performance and Cost Management
Addressing the financial impact of the hotel’s challenges is critical to its long-term sustainability. While the recommended initiatives involve initial costs, they are designed to increase revenue and reduce expenses in the long run.
3.1 Dynamic Pricing Strategies
The Ritz-Carlton may optimise its hotel rates by using dynamic pricing models that modify costs based on demand. During high periods, such as holiday seasons, lodging rates should rise, whilst during off-peak periods, promotions and discounts might entice tourists. Implementing this strategy will necessitate a $200,000 investment in revenue management software.

This technique can increase income by 5-10% by boosting occupancy and average daily rates (Statista, 2023; Goh & Lee, 2018).

3.2 Sustainability Initiatives to Reduce Costs
To minimise operational expenses and meet the increased demand for eco-friendly travel, The Ritz-Carlton should embrace sustainability measures such as energy-efficient lighting, water conservation programs, and rubbish reduction plans. These strategies can lower utility bills by up to 15% per year (Henderson, 2022).

The initial cost of implementing these sustainability strategies is estimated to be $350,000, but long-term savings will far outweigh this, especially as energy costs rise. Furthermore, embracing sustainability can improve the hotel's reputation and attract eco-conscious guests (González-Fernández et al., 2023).

Change Management Strategy: Employee and Guest Engagement in Sustainability
To ensure the success of sustainability activities, a change management strategy that includes both staff and guests must be established. Employees should be trained in the new sustainable practices, and visitors should be encouraged to engage via in-room signage and digital messaging (Jones & Comfort, 2022).

A bottom-up approach to change management can be useful in this situation, with staff empowered to offer additional sustainability measures. This method creates employee ownership, which increases the possibility of long-term success (Kotter, 1996).
4. Measuring the Success of the Recommendations
To ensure the effectiveness of the recommended strategies, a comprehensive evaluation plan must be in place. Key performance indicators (KPIs) should be established to measure progress in the following areas:
· Staff turnover rates (aiming for a reduction of 25% within the first year)
· Guest satisfaction scores (targeting an increase of 10% in customer reviews by the end of the first year)
· Financial performance (monitoring revenue growth and operational cost reductions)
· Sustainability goals (measuring reductions in energy consumption and waste)
Monthly performance reviews should be conducted, with adjustments made to strategies, as necessary. Guest feedback can be gathered through post-stay surveys, while employee feedback can be collected via anonymous questionnaires (Hinkin & Tracey, 2022).

Conclusion
By implementing these recommendations, The Ritz-Carlton, New York, Central Park can effectively address its recruitment and retention issues, improve guest satisfaction, and enhance its financial performance. The proposed strategies, from competitive compensation to sustainability initiatives, are designed to ensure long-term success and maintain the hotel’s reputation as a leader in luxury hospitality.


Action Plan
The following action plan outlines key issues identified at The Ritz-Carlton, New York, Central Park, along with corresponding solutions, desired outcomes, timelines, and associated costs. This structured approach will help facilitate the effective implementation of the recommended strategies and ensure that the hotel can measure their success.
	
	Problem
	Solution
	Desired Outcome
	Time Scale
	Planned Budget

	1
	High employee turnover and low retention rates
	Introduce competitive compensation packages, including a 20% wage increase for key roles
	Reduction in turnover by 25% within the first year; improved employee morale and loyalty
	0-6 months
	$1,000,000 annually

	2
	Limited employee flexibility leading to burnout
	Implement flexible work schedules and shift-sharing models
	Enhanced employee work-life balance and job satisfaction; reduced absenteeism and burnout
	0-3 months
	$100,000

	3
	Declining guest satisfaction ratings
	Invest in customer relationship management (CRM) software to personalised guest experiences
	Increased guest satisfaction scores by 10% within one year; higher guest retention rates
	3-6 months
	$500,000

	4
	Insufficient staff training on service standards
	Develop a comprehensive training program for all staff on luxury service standards
	Improved service quality; positive guest feedback; staff confidence and engagement
	0-6 months
	$300,000

	5
	Financial instability due to declining revenues
	Implement dynamic pricing strategies using revenue management software
	Increased average daily rates and occupancy levels; projected revenue growth of 5-10% within one year
	0-3 months
	$200,000

	6
	High operational costs and lack of sustainability
	Introduce energy-efficient practices and sustainability initiatives
	Reduction in utility costs by 15%; enhanced hotel reputation; attracting eco-conscious guests
	0-12 months
	$350,000



Explanation of Action Plan Elements
High Employee Turnover: Addressing turnover through competitive wages aims to enhance employee loyalty and morale, which directly impacts service quality (Chen et al., 2021). The effectiveness of this action plan should be continuously reviewed to adapt to changing circumstances in the hospitality industry (Jones & Comfort, 2022).
Limited Flexibility: Offering flexible work arrangements is designed to improve job satisfaction, thus reducing burnout and turnover (Rainer & Moller, 2023). Re-evaluating operational strategies and employee satisfaction measures will be essential in ensuring that these flexible arrangements are effective (Lee et al., 2022).
Guest Satisfaction: The introduction of a CRM system will enable personalised service, significantly improving guest experiences and satisfaction (Lee & Jang, 2022).
Staff Training: Ongoing training is vital for maintaining high service standards in a luxury hotel setting, ensuring staff are equipped to meet guest expectations (Stefanescu & Stoica, 2022).
Financial Strategies: Dynamic pricing will allow the hotel to adjust rates according to market demand, optimizing revenue generation (Susskind, 2023).
Sustainability Initiatives: Implementing sustainable practices not only reduces costs but also appeals to a growing demographic of environmentally conscious travellers (González-Fernández et al., 2023).
This action plan serves as a roadmap for The Ritz-Carlton, enabling the hotel to effectively address the identified problems while tracking progress and adjusting strategies, as necessary.



Conclusion
This consultancy report for The Ritz-Carlton, New York, Central Park, has provided a comprehensive analysis of the key issues currently impacting the hotel's operational effectiveness and overall guest satisfaction. The challenges identified—ranging from high employee turnover rates and declining guest satisfaction to financial instability—are critical concerns that threaten the hotel's reputation as a leader in luxury hospitality. Addressing these issues is imperative for ensuring the long-term success and sustainability of the establishment.
Key Findings
Through a detailed analysis employing PESTEL, SWOT, and TOWS frameworks, it became evident that external factors, such as economic fluctuations and shifts in consumer behaviour due to the pandemic, have played a significant role in the hotel’s challenges (Baum & Nguyen, 2021). The high cost of labour, coupled with competition from both luxury and boutique hotels, has placed additional strain on The Ritz-Carlton's operations.
The report identified that employee turnover rates have reached an alarming level, significantly affecting service quality and guest satisfaction scores (Harris & Goode, 2022).This turnover is exacerbated by a lack of flexible work arrangements and inadequate training programs, resulting in employee unhappiness and burnout (Goh & Baum, 2021). As a result, guest feedback indicated a decrease in service consistency, thus damaging the hotel's reputation and overall income potential (Chiang et al., 2021).

Additionally, the financial analysis highlighted the need for a more agile revenue management strategy. The current pricing model does not adapt effectively to market fluctuations, resulting in lost revenue opportunities (Mok et al., 2022). The implementation of dynamic pricing strategies, alongside investments in customer relationship management systems, could significantly enhance the hotel's ability to meet market demand and improve guest experiences (Susskind, 2023).
Recommendations and Action Plan
The recommendations outlined in the action plan focus on multiple strategies, including enhancing employee compensation packages, implementing flexible work schedules, and developing comprehensive training programs. Each of these strategies is aimed at fostering a more positive work environment, which is essential for reducing turnover and improving service quality (Rainer & Moller, 2023).
Furthermore, the suggested operational adjustments will allow The Ritz-Carlton to not only improve employee satisfaction but also guest experiences, resulting in increased customer loyalty and repeat business (Lee & Jang, 2022). The use of sustainable practices in the hotel's operations is predicted to result in long-term cost savings and match the hotel's brand with the growing demand for environmentally responsible hospitality (González-Fernández et al., 2023). Hotels can achieve long-term success by connecting their plans with current industry developments (Pizam, 2022).
The action plan also includes methods to track the progress of these initiatives, such as personnel turnover rates, guest satisfaction ratings, and financial performance metrics (Hinkin & Tracey, 2022). This data-driven strategy will allow for fast revisions to strategies as needed, ensuring that the hotel stays nimble and responsive to internal and external problems.
Closing Remarks
In conclusion, The Ritz-Carlton, New York, Central Park, stands at a critical juncture where strategic changes are necessary for reclaiming its position as a premier destination for luxury hospitality. The insights provided in this report offer a roadmap for effectively addressing the identified challenges, ensuring that both staff and guests experience the high standards synonymous with the Ritz-Carlton brand.
I'd want to express my heartfelt gratitude to The Ritz-Carlton's management and personnel for the opportunity to participate on this project. Your continuous dedication to quality in hospitality is absolutely admirable. I look forward to working with you again in the future to improve your operations. Thank you for considering my recommendations; I am confident that with smart execution, The Ritz-Carlton will be able to effectively navigate its current issues and continue to thrive in an ever-changing market. Your commitment to providing outstanding service is motivating, and I am enthusiastic about the possibility of future collaborations that will improve the passenger experience even more.
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