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[bookmark: _Toc192038551]Executive summary 
The Chedi Andermatt, a prestigious luxury hotel located in the Swiss Alps, is renowned for its outstanding service, lavish suites, and a distinctive fusion of contemporary elegance and alpine history (The Chedi, n.d.). Notwithstanding its esteemed image and capacity to draw an international clientele in pursuit of a premium experience, the hotel confronts a significant operational challenge: consistently elevated workforce turnover. This problem not only interrupts service continuity but also increases recruiting and training expenses, eventually compromising profitability and client happiness. Andermatt Advisory was commissioned to examine the root reasons of the turnover issue and to formulate sustainable, practical measures to enhance employee retention and operational efficiency. The extensive research utilises two primary analytical frameworks: a STEEPLED analysis to evaluate external issues and a thorough SOAR analysis to analyse the hotel's internal strengths, goals, opportunities, and intended outcomes. This integrated approach allows to get a comprehensive understanding of the outside influences and internal dynamics that contribute to the existing workforce difficulties. The STEEPLED research uncovers a multifaceted external environment for The Chedi Andermatt. The political stability of Switzerland and its robust regulatory structure provide a conducive environment for international tourism. Economically, the hotel is susceptible to the impacts of escalating operating expenses and inflationary pressures that jeopardise profit margins (Sone, 2025). Social trends reveal an increasing need for genuine, sustainable experiences among contemporary travellers, presenting the hotel with a substantial potential to distinguish itself in a competitive market. Technological innovations are continually transforming visitor expectations and operating procedures, while environmental demands, such as rigorous municipal legislation and an increased consumer emphasis on sustainability, need the implementation of eco-friendly methods. The examination encompasses legal, ethical, and demographic considerations, highlighting the need for strategic response to worker expectations and market demands. Internally, our SOAR study has transitioned from a conventional problem-oriented assessment to one that highlights the hotel’s intrinsic potential. The Chedi Andermatt has many advantages, such as its exceptional alpine setting, historical significance, and esteemed reputation for superior, individualised service. These elements provide a strong brand identity that distinguishes the property from its rivals. The hotel aims to address its existing labour difficulties by cultivating a stable, engaged, and professionally fulfilled personnel. The objective is to foster an atmosphere where workers are motivated by competitive remuneration and inspired by distinct chances for personal and professional development. The external opportunities recognised correspond well with the hotel's internal capabilities. The expanding market for sustainable and experiential tourism presents a unique opportunity for the hotel to deliver immersive guest experiences that showcase its exceptional alpine allure and cultural history. By investing in contemporary human resource methods and extensive employee development programs, The Chedi Andermatt can tackle the fundamental reasons of worker turnover. The anticipated outcomes include a quantifiable decrease in personnel turnover, elevated work happiness, better visitor experiences, and a fortified overall financial performance. By synchronising its internal strengths with external prospects, the hotel is strategically positioned to tackle its existing issues and attain a competitive advantage in the premium hospitality sector. Andermatt Advisory proposes a four-pronged plan to enhance the hotel’s personnel dynamics. The hotel should design a comprehensive Employee Retention Program that emphasises competitive salary, delineates clear career advancement opportunities, and cultivates a culture of employee involvement. This approach must begin with a comprehensive evaluation of existing wage frameworks to guarantee that remuneration is competitive in relation to industry benchmarks. The program must include frequent training sessions, mentoring opportunities, and team-building activities aimed at fostering a pleasant work environment in which workers feel appreciated and encouraged. Secondly, the hotel should implement flexible work arrangements. Given that burnout and work-life imbalance are major contributors to employee turnover, it is essential to consider flexible schedule alternatives, including staggered shifts, part-time positions, and remote work arrangements for administrative jobs. These steps will mitigate workplace stress and foster a healthy work-life balance, so enhancing employee retention and overall productivity. Third, it is essential to augment training and development opportunities. Investing in ongoing professional development via workshops, seminars, and leadership training enables the hotel to empower its people to provide outstanding service. Well-defined career trajectories will incentivise workers to engage in their positions and persist with the organisation, thereby reducing the need for recurrent recruiting and retraining. This enhances service quality and bolsters the hotel’s image as a preferred employment. The hotel should use sustainable operating procedures. Incorporating sustainability into its fundamental operations via energy-efficient renovations, waste reduction initiatives, and local product sourcing may provide enduring cost savings and elevate the hotel's brand reputation among environmentally aware travellers. Furthermore, educating staff on sustainable practices may reinforce a culture of accountability and involvement, therefore advancing both environmental and financial objectives. The success of these projects hinges on the execution of a stringent change management approach. Andermatt Advisory advocates for a methodical strategy that prioritises clear communication with workers, active participation in the change process, and the implementation of consistent feedback channels. By evaluating key performance measures like as attrition rates, employee satisfaction, and recruiting expenses quarterly, The Chedi Andermatt may gauge the efficacy of these initiatives and implement real-time modifications as needed.















[bookmark: _Toc192038552]Introduction 
This research analyses the significant problem of elevated personnel turnover that compromises operational efficiency and service quality, necessitating immediate strategic action (Kotter, 2012). The Chedi Andermatt is a prestigious luxury hotel situated in the Swiss Alps, including a storied history, 350 exquisitely built rooms, and special suites with stunning mountain vistas (Van Dam, 2013). Andermatt Advisory, a consulting business focused on organisational development and human resource optimisation, has been engaged to identify and address these workforce difficulties with rigorous, data-driven techniques (Buttrick, 2009). Elevated staff turnover in the hotel sector increases recruiting and training expenses while disrupting service continuity, thereby affecting visitor pleasure and total profitability (Kotter, 2012). The study will examine the fundamental reasons of turnover by analysing external pressures and internal inefficiencies via thorough analytical frameworks (Van Dam, 2013). Our research will use the STEEPLED framework to evaluate external factors—namely Political, Economic, Social, Technological, Environmental, Legal, Ethical, and Demographic influences—that define the industrial landscape (Gurl, 2017). A comprehensive SOAR study will transition the emphasis from deficiencies to the hotel’s Strengths, Aspirations, Opportunities, and Results, therefore illuminating avenues for sustainable development (Kotter, 2012). A TOWS matrix will be created to strategically connect internal strengths with external issues, enabling the development of actionable solutions (Van Dam, 2013). The incorporation of these frameworks guarantees that the report provides a comprehensive perspective on both the macro-environment and the internal factors influencing staff retention (Gurl, 2017). Elevated staff turnover poses significant challenges in the hotel industry since it undermines the constancy of personalised care, an essential element of premium client experiences (Kotter, 2012). Furthermore, frequent personnel turnover escalates operating expenses and intensifies stress on existing workers, resulting in burnout and subsequent attrition (Van Dam, 2013). It is essential for The Chedi Andermatt to resolve these difficulties in order to sustain its competitive advantage in a market where guest expectations for quality are always increasing (Gurl, 2017). The consulting firm's proficiency in change management and human resource strategies will be used to provide solutions that are both pragmatic and sustainable (Kotter, 2012). Andermatt Advisory's methodology is based on thorough research, guaranteeing that all proposed solutions are underpinned by contemporary best practices in organisational behaviour (Van Dam, 2013). The study will begin by delineating a thorough history of the hotel and the consultant business, so furnishing critical context for the subsequent analysi. It will thereafter conduct a thorough analysis of external environmental elements using the STEEPLED framework, which encompasses the many difficulties and possibilities present in the contemporary hospitality sector (Kotter, 2012). Consequently, the SOAR study will elucidate the internal strengths and ambitions of The Chedi Andermatt, providing an optimistic perspective on prospective development sectors (Van Dam, 2013). The TOWS analysis will include these insights, facilitating the formulation of strategic recommendations that connect internal capabilities with external requirements (Gurl, 2017). This multi-framework strategy aims to provide practical suggestions that decrease turnover while simultaneously improving employee engagement and service quality (Kotter, 2012). The paper seeks to provide a comprehensive strategy that addresses external challenges and internal inadequacies, so ensuring long-term organisational resilience and enhanced guest experiences (Van Dam, 2013).
[bookmark: _Toc192038553]Analysis
The Chedi Andermatt is presently confronting a significant issue due to consistently elevated personnel turnover, adversely affecting all facets of its operations. Elevated turnover breaks service continuity and compels the hotel to bear increasing recruiting and training expenses, thus compromising its capacity to provide the consistent, high-quality service anticipated in a premium hospitality setting (Michael and Fotiadis, 2022). Employee losses lead to a depletion of institutional knowledge and increase the burden for remaining staff, exacerbating stress and perhaps causing more attrition (Abdou et al., 2022). In a competitive labour market, workers are presented with several options that provide superior compensation and enhanced circumstances, hence exacerbating the turnover problem (Dwesini, 2019). Moreover, restricted prospects for professional advancement result in workers feeling unappreciated, prompting them to choose other jobs (Bartik et al., 2020). These characteristics together undermine team cohesiveness and tarnish the hotel's image among clients who prioritise consistent and personalised service (Han, 2020). The external operating environment of The Chedi Andermatt may be methodically analysed using the STEEPLED paradigm, which encompasses Political, Economic, Social, Technological, Environmental, Legal, Ethical, and Demographic variables. Switzerland's stable governance and robust regulatory structures provide a conducive climate for tourism, guaranteeing legal and economic stability for hospitality enterprises. Local rules, like tourist taxes and sustainability standards, may place extra financial pressures on the hotel, necessitating meticulous cost control to ensure profitability (GOV.UK, n.d.). The Swiss government has historically promoted sustainable tourism via tax incentives and environmental restrictions; yet, these initiatives often elevate operating costs for enterprises required to adhere to more stringent standards. Additionally, policy alterations or regulatory modifications, such as changes to minimum wage legislation or more stringent environmental regulations, might further affect hotel operations, requiring strategic adjustments in labour and resource management (Ren, Zhu and Lyu, 2024). Rising inflation and escalating prices for utilities, labour, and supplies exert pressure on profit margins, requiring careful financial planning and enhancements in operational efficiency to ensure long-term survival (Pacce, Río, and Sánchez, 2022). Switzerland is recognised for its elevated cost of living and robust labour regulations, which result in increased payroll expenditures for enterprises. Wage inflation, especially in the hotel industry, necessitates that The Chedi Andermatt provide competitive compensation to retain proficient personnel while effectively managing its cost structure. Moreover, variable currency exchange rates might influence the cost-effectiveness of Swiss locations for foreign tourists, especially those from economically disadvantaged countries. In times of economic recession, expenditure on luxury travel may diminish, by this means impacting occupancy rates and revenue production. Therefore, the hotel must use adaptable pricing strategies and cost-reduction methods to maintain profitability under fluctuating economic situations (CEPR, 2025). Social trends reveal an increasing need for immersive, sustainable, and personalised travel experiences, prompting hotels to adapt their offers and integrate services with changing visitor expectations (Tufft et al., 2024). Contemporary visitors, especially Millennials and Generation Z, emphasise experiences above material goods and want places that provide genuine cultural engagement(Francis and Hoefel, 2018). This transition offers The Chedi Andermatt the chance to elevate its guest experience by incorporating local history, culinary customs, and adventure tourism into its service provisions. Moreover, the growing significance of sustainability in consumer choices compels eco-conscious tourists to choose hotels that exhibit a dedication to environmental stewardship. Hotels that do not conform to these demands risk their market share to rivals that effectively incorporate sustainability into their operations (Deloitte, 2024). Furthermore, as societal trends increasingly favour digital interaction, hotels must allocate resources to social media marketing, influencer partnerships, and online reputation management to sustain a robust brand presence in a competitive landscape. Technological breakthroughs are continuously transforming the hotel sector, with innovations like online booking systems, AI-driven guest services, and contactless check-ins becoming industry norms (Adekuajo et al., 2023). The emergence of mobile technology has revolutionised guest interactions with hotels, including reservation procedures and in-stay experiences. Artificial intelligence and data analytics empower hotels to customise visitor experiences by providing personalised suggestions and anticipating client requirements. Implementing these technologies requires substantial investment in digital infrastructure, cybersecurity, and personnel training to guarantee smooth adoption (Said, 2023). Contactless technology, including digital room keys and automated check-ins, has become more significant, especially due to health and safety apprehensions arising from the COVID-19 epidemic. Although these advances improve convenience and efficiency, they may diminish human connection, possibly impacting the individualised service that characterises premium hospitality. Achieving equilibrium between technology efficiency and human interaction is essential for sustaining elevated levels of visitor pleasure (Kim et al., 2025). Environmental sustainability is an escalating concern, as rising consumer demand for eco-friendly accommodations and more stringent municipal regulations compel hotels to adopt green initiatives, including energy-efficient infrastructure and waste reduction programs (de Oliveira Menezes and Cavagnaro, 2021). Switzerland has rigorous environmental regulations mandating enterprises to use energy-efficient practices, reduce waste generation, and procure sustainable products. Integrating sustainable practices into everyday operations at The Chedi Andermatt may boost its brand name and appeal to environmentally aware travellers. Measures such as energy-efficient lighting, water conservation systems, and sustainable sourcing of food and facilities may substantially reduce the hotel's ecological footprint. These strategies need initial investment and ongoing oversight to guarantee adherence to changing sustainability standards (Singh, Mishra, and Yadav, 2024). Noncompliance with environmental standards may result in brand harm, a decline in eco-aware clientele, and even financial sanctions from regulatory authorities. The Swiss hospitality sector is governed by rigorous labour laws and data protection rules, requiring ongoing compliance to maintain equitable work practices and secure client data (Zaken, 2017). Labour laws impose stringent constraints on working hours, employee perks, and workplace safety, thereby elevating operating expenses. Adhering to these legal obligations is crucial to prevent possible penalties and reputational damage related to labour conflicts. Moreover, data protection legislation, including the General Data Protection Regulation (GDPR) relevant to European enterprises, mandates that hotels establish stringent cybersecurity protocols to safeguard visitor information (GLI, n.d.). Failure to adhere to data security standards may lead to substantial financial fines and erosion of customer confidence. With the proliferation of digital transactions and online reservations, hotels must allocate resources towards sophisticated cybersecurity measures and personnel training to reduce the likelihood of data breaches. Ethical factors, such as corporate social responsibility, fair work practices, and community involvement, are progressively shaping customer choices and brand perceptions (Dinica, 2006). Ethical business practices have become essential and serve as a crucial difference in the competitive hospitality sector. Patrons are more likely to endorse hotels that exhibit a dedication to ethical labour practices, diversity and inclusion, and community development. For The Chedi Andermatt, bolstering corporate social responsibility (CSR) initiatives—such as aiding local enterprises, ensuring equitable compensation, and participating in philanthropic endeavors—can augment brand loyalty and confidence (Santos et al., 2023). Moreover, cultivating an inclusive and varied working culture enhances employee happiness and attracts socially aware travellers who choose morally responsible enterprises. Demographic changes, such as an ageing workforce and fluctuating tourist demographics, need modifications in workforce management strategies and service delivery models to adapt to shifting market dynamics (IRENA, 2023). The hospitality sector is undergoing a transformation in workforce demographics, characterised by the retirement of older workers and the influx of new generations into the employment market, who possess distinct expectations. Millennials and Generation Z workers prioritise work-life balance, professional advancement, and flexibility, necessitating hotels to modify their human resource strategy to attract and retain talent (Seyfi, Vo-Thanh, and Zaman, 2024). Implementing professional development programs, mentoring efforts, and flexible work arrangements may reduce employee turnover and foster a motivated team. The visitor demography is growing, with a rising number of single travellers, digital nomads, and multi-generational families seeking unique and tailored experiences. Comprehending these evolving demographics enables The Chedi Andermatt to customise its services, marketing initiatives, and operational plans to meet varied guest expectations. Proactively addressing external challenges and opportunities through strategic planning, investment, and adaptive management will allow The Chedi Andermatt to fortify its market position, improve guest satisfaction, and attain long-term sustainability in the competitive luxury hospitality industry. By conforming to governmental restrictions, implementing economic resilience strategies, addressing social and technical trends, committing to environmental stewardship, assuring legal and ethical adherence, and adjusting to demographic shifts, the hotel can sustain its competitive edge. Initiative-taking involvement with developing market trends will enable the hotel to safeguard its operations, enhance resource allocation, and establish a robust business model capable of enduring external challenges. By means of ongoing assessment and strategic modification, The Chedi Andermatt may strengthen its brand identity, maintain service quality, and address the changing demands of contemporary travellers while ensuring long-term profitability.
A SOAR study internally offers a constructive framework that emphasises the hotel’s strengths, goals, opportunities, and intended outcomes (Cole, Cox, and Stavros, 2019). The Chedi Andermatt's principal advantage is in its esteemed brand, rooted in its distinctive legacy and ideal position in the Swiss Alps, which constantly draws a luxury clientele (The Chedi Andermatt, n.d.). The hotel's innovative amenities and tailored service enhance its robust market standing. Notwithstanding these advantages, the hotel aims to address internal difficulties by minimising employee turnover and fostering an atmosphere where personnel are more engaged and see distinct prospects for career advancement (Kotter, 2012). This objective entails developing comprehensive training programs and delineating clear career trajectories that not only bolster employee retention but also elevate the overall visitor experience. The hotel has considerable chances to capitalise on its strengths by investing in extensive professional development and adaptable work arrangements that can recruit and retain elite talent (Morrison, 2022). Moreover, adopting sustainable practices in operations may increase the hotel's attractiveness to environmentally concerned travellers while decreasing long-term operating expenses. The anticipated outcomes of these measures include reduced attrition rates, better staff happiness, and elevated visitor pleasure, eventually resulting in greater revenue and improved competitive positioning (Van Dam, 2013). The amalgamation of external and internal assessments is further accomplished via a TOWS study, which connects the hotel's strengths and ambitions with the possibilities and challenges delineated in the STEEPLED framework. One technique is using the hotel's distinctive location and esteemed brand to provide exclusive, immersive guest experiences that simultaneously foster staff pride and motivation (Amin and Goyal, 2023). This approach tackles the external trend of experiencing travel and the inside need for enhanced employee engagement. An alternative strategy involves alleviating the risks associated with a competitive labour market by investing in extensive training and career development initiatives that enhance the hotel's appeal as an employer. Such efforts may decrease turnover by offering staff explicit progression options and by fostering a culture of continuous improvement (Baron and Armstrong, 2007). The TOWS study recommends that the hotel diversify its income sources by offering supplementary services such as corporate event hosting or local cultural programming, which may mitigate the financial effects of high turnover and labour shortages (Johnson et al., 2020). This diversification reduces dependence on hotel income while simultaneously improving the overall visitor experience via the provision of more diverse and interesting services. The external environment, analysed using the STEEPLED framework, indicates that while political and legal elements provide a solid basis for tourism, economic pressures and swiftly changing technology trends present considerable problems. Switzerland's political stability guarantees a solid operational environment for the hotel; nonetheless, laws like tourist taxes may necessitate adjustments in pricing methods, thereby affecting occupancy rates (Dinica, 2006). The economic environment, characterised by elevated inflation and increasing expenses, requires rigorous cost management strategies that may restrict investment in employee retention initiatives (Pacce, Río, and Sánchez, 2022). Social considerations, such as the increasing need for genuine and sustainable experiences, provide a significant potential; nevertheless, fulfilling these expectations requires a stable and well-trained staff, which is already hindered by high turnover rates (Tufft et al., 2024). Technological developments provide substantial advantages via improved service delivery and operational efficiency; yet, they also establish elevated performance standards that may be undermined by frequent personnel turnover (Adekuajo et al., 2023). Environmental pressures necessitate that the hotel implement sustainable practices, a problem that, if properly addressed, may also operate as a distinguishing factor in a competitive market (de Oliveira Menezes and Cavagnaro, 2021). The regulatory framework, characterised by stringent labour and data protection mandates, adds an additional layer of complexity necessitating continuous compliance and resource allocation (Zaken, 2017). Ethical standards and demographic shifts highlight the need for a contemporary, employee-focused strategy that meets the requirements of the workforce and the changing expectations of guests (IRENA, 2023).
The SOAR study internally transitions from just finding issues to using the hotel’s current strengths for strategic enhancement. The Chedi Andermatt’s extensive history and strong brand identification provide significant assets that may be used to enhance operational excellence. The hotel aims to provide an atmosphere in which workers get enough compensation and see distinct opportunities for professional progression. This aspiration is bolstered by the chance to execute specialised professional development initiatives and adaptable work arrangements that directly tackle the challenges of burnout and attrition(The Chedi, n.d.). The amalgamation of corporate ambitions with external prospects, including the increasing desire for experience travel and sustainability, establishes the foundation for dramatic enhancements. The anticipated outcomes include a decrease in turnover rates, improved staff morale, and, eventually, a heightened degree of service consistency that bolsters the hotel’s brand and expands its market share (Van Dam, 2013).
The TOWS study serves as a conduit between internal and external environments, offering a strategy framework to transform recognised difficulties into opportunities (Dandage, Mantha, and Rane, 2019).  A primary solution identified from the TOWS investigation is to establish extensive staff retention programs that integrate competitive compensation with career advancement and flexible work arrangements (Weideman and Hofmeyr, 2020). This technique immediately mitigates the adverse effects of high turnover while conforming to the external trend of heightened labour market competitiveness (Kumar, 2022). A further strategy objective involves investing in digital and sustainable technologies that boost operational efficiency and improve the visitor experience. By synchronising technical investments with sustainable practices, the hotel may diminish operating expenses over time and appeal to an expanding demographic of environmentally aware travellers (Dwivedi et al., 2021). Additionally, a varied service portfolio that encompasses event hosting and local cultural experiences may provide an alternative income source, diminishing the hotel's reliance on conventional room reservations and alleviating the risks linked to economic volatility (Johnson et al., 2020). The investigation indicates that the complex problem of elevated staff turnover at The Chedi Andermatt is affected by both internal inefficiencies and external influences. The STEEPLED framework illustrates that economic, technical, and environmental issues provide considerable obstacles, yet political, legal, and social circumstances provide both stability and opportunity. The SOAR framework redirects the conversation by pinpointing the hotel’s intrinsic strengths and ambitions, along with the potential to convert its human resource difficulties into strategic advantages. The TOWS research consolidates these findings, providing practical options that include extensive personnel retention programs, diverse revenue efforts, and sustainable operational enhancements. By tackling the problem of elevated turnover with these specific initiatives, The Chedi Andermatt may raise service quality, diminish operating expenses, and strengthen its competitive stance in the premium hotel sector (Michael and Fotiadis, 2022).
[bookmark: _Toc192038554]Recommendations and Change Management
The Chedi Andermatt should implement a comprehensive Employee Retention Program to reduce high turnover by offering competitive compensation packages, clear career development pathways, and enhanced employee engagement activities (Becker and Huselid, 2010). This program must begin with a detailed salary analysis comparing current pay with industry standards to ensure that employees are fairly compensated (Holand Jr, 2024). Adjusting pay packages to market levels will help to reduce turnover by making the hotel a more attractive employer. In addition, quarterly training sessions and professional development initiatives should be established so that staff have clear prospects for career growth (Mohd et al., 2020). Monthly team-building activities and recognition programs are essential to foster a positive work environment and boost employee morale (Baron and Armstrong, 2007). The introduction of mentoring programs to pair experienced staff with new hires will facilitate effective knowledge transfer and smoother integration. Effective change management is critical; management must communicate the program’s benefits clearly and involve employees throughout the process (Kotter, 2012). Finally, establishing regular feedback systems, such as staff meetings and anonymous suggestion channels, will promote employee involvement and allow continuous improvement. The hotel is also advised to introduce flexible work schedules to improve work-life balance and reduce burnout, a key factor contributing to attrition (Kossek and Thompson, 2016). Flexible scheduling options, such as staggered hours, part-time positions, and remote work for administrative roles, will allow employees to better manage personal and professional commitments (Kelliher and Anderson, 2010). A trial phase with voluntary staff participation should be introduced to gather feedback and fine-tune the new scheduling system (Johnson, 2023). Training for managers on these new methods is essential to ensure equitable adoption and to address any operational issues (Hill et al., 2008). Open dialogue during the trial phase, supported by training sessions on time management and remote work tools, will help employees adjust to the changes (Cameron and Green, 2019). Key performance indicators such as absenteeism rates, employee satisfaction scores, and turnover figures must be monitored to assess the success of flexible work schedules (Park and Shaw, 2013). Enhancing training and development opportunities is critical for improving staff skills and reducing turnover (Jehanzeb and Bashir, 2013). The hotel should develop a structured development programme that includes seminars, leadership training for supervisors, and regular skill-building sessions for front-line employees (Day et al., 2014). Establishing mentoring relationships between experienced staff and new hires will further promote professional growth and knowledge sharing (Brown, Thomas, and Bosselman, 2015). Collaborating with external training providers can ensure that the programme remains current with industry best practices and specialized skills (Garavan, Carbery, and Rock, 2012). Additionally, clearly defined career progression paths that outline necessary skills and accomplishments for promotion will provide employees with a transparent view of their future within the organization (Kuvaas, 2006). Regular feedback mechanisms should be implemented to allow staff to contribute to the ongoing improvement of the programme (Albrecht et al., 2015). Key performance indicators such as training attendance, improvements in skill assessments, and internal promotion rates should be monitored to measure the programme’s success (Van Dam, 2013). Lastly, The Chedi Andermatt should adopt sustainable operational practices to enhance environmental performance, reduce operating costs, and improve the hotel’s brand image among eco-conscious travelers (Font and McCabe, 2017). The hotel should begin by implementing energy-efficient improvements such as LED lighting, which can lead to significant energy savings. Next, waste reduction initiatives including comprehensive recycling programs and minimizing single-use plastics must be introduced to reduce disposal costs and environmental impact (Singh, Cranage, and Lee, 2014). Establishing partnerships with local suppliers for utilities and food products will further lower the ecological footprint and support the local economy. Training employees on sustainability standards and engaging them in these initiatives is essential to foster a culture of environmental responsibility (Chan and Hsu, 2016). Achieving recognized green certifications such as Green Key or ISO 14001 will validate the hotel’s commitment to sustainable practices and serve as a strong marketing tool (Wang et al., 2012). The effectiveness of these initiatives should be tracked using key performance indicators such as utility cost savings, waste reduction metrics, and guest satisfaction related to environmental efforts (Han, Yu, and Kim, 2019). Although initial investments in sustainable practices may be significant, the long-term savings and enhanced brand reputation are expected to offer a strong return on investment (González-Rodríguez et al., 2020).
[bookmark: _Toc192038555]KPI
Key Performance Indicators (KPIs) are critical measures that allow The Chedi Andermatt to evaluate the effectiveness of its strategic initiatives in real time (Kotter, 2012). These KPIs provide measurable metrics that assist management in tracking enhancements in personnel retention, operational efficiency, and visitor contentment, guaranteeing that each endeavour yields concrete advantages (Van Dam, 2013). A key KPI is the staff turnover rate, which directly reflects the efficacy of the hotel’s staff Retention Program (Michael and Fotiadis, 2022). Consistent quarterly monitoring of attrition enables management to discern patterns and implement prompt modifications to retention tactics (Holand Jr, 2024). Employee satisfaction is a vital KPI, often assessed via periodic surveys and feedback mechanisms (Baron and Armstrong, 2007). Elevated satisfaction ratings indicate a favourable work environment and demonstrate the effectiveness of measures like flexible work hours and extensive training programs (Kotter, 2012). Surveys must be conducted at regular intervals to monitor changing employee emotions and to identify early indicators of disengagement before they lead to increased turnover (Goleman, Boyatzis, and McKee, 2013). The efficacy of training and development programs may be assessed using particular KPIs, such as training attendance rates, enhancements in post-training evaluations, and the frequency of internal promotions (Jehanzeb and Bashir, 2013). These measures indicate if employees are gaining new abilities and whether the investment in professional development is resulting in enhanced work performance (Day et al., 2014). An elevated rate of internal promotions indicates that the hotel is effectively cultivating talent inside, hence diminishing the need for external recruiting (Brown, Thomas, and Bosselman, 2015). Key performance indicators for sustainable operating procedures include energy usage, waste reduction percentages, and the quantity of green certifications obtained (Font and McCabe, 2017). Energy consumption indicators must be monitored before to and during the adoption of energy-efficient devices, enabling the hotel to quantify savings on utility costs (Singh, Cranage, and Lee, 2014). Conducting frequent trash audits similarly provide data about the efficacy of recycling and waste minimisation activities (Chan and Hsu, 2016). These sustainability-related KPIs not only illustrate money savings but also elevate the hotel's brand image among environmentally conscientious patrons (Wang et al., 2012). Assessing visitor satisfaction by systematic feedback and review ratings functions as an indirect KPI for measuring the effectiveness of internal activities (Han, Yu, and Kim, 2019). Enhanced visitor satisfaction often corresponds with increased staff engagement and superior service delivery, so directly connecting the efficacy of human resource initiatives to revenue results (González-Rodríguez et al., 2020). Moreover, monitoring recruiting and onboarding expenses offers a transparent understanding of the financial implications of decreased turnover, allowing the hotel to conduct cost-benefit evaluations that guide future expenditures in human resources efforts (Becker and Huselid, 2006). Consistent evaluation of these KPIs is essential for maintaining The Chedi Andermatt's competitiveness in the evolving premium hotel sector (Kotter, 2012). Every statistic, ranging from staff turnover to energy use, provides management with tangible data that can be utilised to refine operational plans and promote ongoing improvement (Van Dam, 2013).
[bookmark: _Toc192038556]Potential Benefits and Associated Costs of Implementing Recommended Strategies
Executing the proposed initiatives at The Chedi Andermatt is anticipated to provide substantial advantages that will improve operational efficiency and the overall guest experience, while also facilitating long-term financial returns. Minimising personnel turnover will lead to decreased recruiting and training expenses, thereby conserving significant resources that can be reinvested in service enhancement and infrastructure development (Becker and Huselid, 2010). A steady staff enables the hotel to maintain constant, high-quality service, which immediately enhances client happiness and loyalty, hence increasing occupancy rates and revenue (Michael and Fotiadis, 2022). A reduction in turnover is expected to enhance employee morale, resulting in increased productivity and less operational disturbances, so bolstering the hotel's position as a leader in luxury hospitality (Holston-Okae, 2018). The establishment of a thorough Employee Retention Program requires an initial investment in wage modifications, training, and team-building initiatives, potentially elevating payroll costs by about 5–10% and requiring an estimated budget of €150,000. Despite the considerable initial expenditure, the anticipated long-term advantages, including reduced turnover costs and enhanced service quality, are projected to provide a substantial return on investment by decreasing the frequency and expenditures associated with recruiting cycles (Holand Jr, 2024). Furthermore, a more committed and steady personnel will enable the hotel to capitalise on its established brand strength to provide superior guest experiences that distinguish it from rivals, therefore drawing a greater influx of foreign customers. The use of flexible work schedules is expected to significantly improve employee happiness and retention by fostering work-life balance, hence reducing burnout and related absenteeism. The expense of instituting flexible work arrangements is comparatively low, approximated at €20,000 for scheduling software and requisite managerial training; nonetheless, the advantages include a more engaged staff and enhanced production (Kossek and Thompson, 2016). By allowing employees to choose shifts that correspond with their personal obligations, the hotel enhances retention and creates a more flexible operating structure capable of effectively managing peak service times and unforeseen interruptions. This flexibility is anticipated to decrease overtime expenditures and mitigate costs associated with recurrent recruiting and training, therefore favourably influencing the hotel's financial performance. Improving training and development opportunities is a vital component of the suggested approach that would provide workers with the skills and knowledge necessary to flourish in their positions. A comprehensive development program, including seminars, leadership training, and skill enhancement sessions, is estimated to incur an annual cost of roughly €100,000. This expenditure is justified by the expected advantages, which include an increased rate of internal promotions, enhanced job performance, and a more robust alignment between staff skills and visitor expectations (Jehanzeb and Bashir, 2013). By cultivating a culture of ongoing professional development, The Chedi Andermatt can mitigate turnover and provide a competitive edge by ensuring that personnel are prepared to provide the extraordinary service required by premium clientele. The consequent improvement in service quality is expected to provide higher visitor satisfaction ratings and repeat patronage, hence increasing total income. Implementing sustainable operating procedures offers an additional opportunity for enduring cost savings and brand improvement. The preliminary expenses for sustainable efforts, including energy-efficient enhancements like LED lighting, waste minimisation strategies, and local product procurement, are projected to be around €200,000. These expenditures are essential for decreasing energy usage, cutting utility expenses, and diminishing waste management costs over time (Font and McCabe, 2017). Sustainable practices would enhance the hotel’s brand image among environmentally aware travellers, attracting a significant niche market within the premium hospitality industry. The attainment of green certifications, such as Green Key or ISO 14001, would validate the hotel's dedication to sustainability and function as a marketing instrument to distinguish it from rivals (Velaoras et al., 2025). Consequently, the hotel anticipates not just a decrease in operating costs but also an enhancement in its competitive standing, possibly leading to elevated occupancy rates and augmented revenue. Each strategic effort has distinct, measurable advantages that, when combined, are anticipated to significantly enhance the hotel's performance. Reduced personnel turnover and elevated worker morale would promote operational efficiency and service consistency, essential for upholding the high standards of luxury hospitality. The initial expenditures for these initiatives are considerable, amounting to roughly €470,000; however, the projected long-term savings from diminished recruitment and training costs, reduced utility expenses, and enhanced revenue due to elevated guest satisfaction are expected to yield a significant return on investment. The savings, together with the intangible advantages of enhanced brand recognition and heightened staff involvement, will guarantee that The Chedi Andermatt stays competitive in a more challenging market (González-Rodríguez et al., 2020). The strategic proposals to build an Employee Retention Program, provide flexible work hours, enhance training and development opportunities, and embrace sustainable operating methods aim to tackle the high turnover issue at The Chedi Andermatt. The prospective advantages include diminished operating expenses, enhanced guest happiness, and an improved competitive stance, whilst the related expenditures correlate with the hotel's size and revenue capacity, guaranteeing that the investments are both judicious and strategically viable.
[bookmark: _Toc192038557]Conclusion 
In conclusion, the examination of The Chedi Andermatt indicates that elevated personnel turnover is a significant problem impacting all aspects of the hotel's operations. The persistent attrition of seasoned personnel undermines service continuity and escalates recruiting and training costs, eventually compromising the hotel’s capacity to provide the constant, high-quality experience anticipated by its international clientele. The comprehensive assessment of external and internal components using frameworks like STEEPLED and SOAR, coupled with a TOWS analysis, has shown the complex nature of the turnover problem. The external environment poses considerable economic, technical, and environmental problems, while also providing possibilities linked to changing visitor preferences and sustainability trends. The hotel has a robust brand, a distinctive alpine environment, and a rich history that provide a competitive edge. Nonetheless, these advantages are being undermined by labour volatility and restricted prospects for professional advancement. The proposed method to tackle these difficulties consists of a four-pronged approach: developing a thorough Employee Retention Program, offering flexible work hours, expanding training and development opportunities, and adopting sustainable operating practices. The suggested Employee Retention Program aims to reduce turnover by providing competitive compensation, creating defined career trajectories, and enhancing employee engagement via consistent training, team-building activities, and mentoring efforts. This program seeks to establish a steady and engaged staff, crucial for maintaining the hotel’s superior service standards and reputation. Simultaneously, implementing flexible work arrangements will enhance work-life balance and mitigate burnout, so cultivating a more productive and content workforce. This strategy not only tackles the immediate factors contributing to turnover but also cultivates a work environment that is more congruent with the changing demands of a contemporary workforce. Improving training and development opportunities is another essential component of the approach. Investing in constant professional development enables the hotel to empower its staff to gain new skills and progress within the organisation. A systematic development program will diminish the need for external recruiting while enhancing service quality and visitor pleasure. The implementation of sustainable operating methods, including energy-efficient renovations, waste reduction measures, and local sourcing, is anticipated to provide long-term cost savings and enhance the hotel’s brand image among environmentally aware travellers. The shift towards sustainability is not just a reaction to regulatory and consumer demands but also a strategic endeavour that may distinguish the hotel from its rivals and attract a new demographic of patrons. The prospective advantages of these strategic efforts are significant. A decrease in personnel turnover will result in less recruiting and training expenses, therefore liberating resources for reinvestment in service enhancements and infrastructure upgrades. Enhanced staff satisfaction and retention will lead to a more uniform and superior visitor experience, subsequently anticipated to increase occupancy rates and total income. A committed and reliable personnel will allow the hotel to leverage its strong brand identity and distinctive location, thereby preserving its competitive edge in the premium hospitality sector. The initial expenditure for implementing these techniques is substantial, although the related expenses are justifiable considering the hotel's size and revenue-generating potential. The anticipated costs include escalations in payroll expenses, investments in training, and expenditures associated with sustainability programs. Nonetheless, these charges are anticipated to be counterbalanced by long-term savings resulting from reduced turnover, decreased utility costs, and improved visitor loyalty. The financial expenditure is justified by the expected return on investment, which will result in increased operational efficiency, superior service quality, and a more robust competitive stance in the market. This paper delineates a comprehensive plan that offers a definitive path for The Chedi Andermatt to address its existing personnel difficulties. By tackling the fundamental reasons of elevated staff turnover via strategic interventions and aligning internal capabilities with external prospects, the hotel is positioned to attain enduring enhancements in operational performance and guest happiness. The integrated strategy offers significant expense reductions and revenue growth while strengthening the hotel’s dedication to quality and innovation in the competitive premium hospitality sector.

[bookmark: _Toc192038558]Action Plan 
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	High employee turnover causing higher costs and service disruptions
	Launch an Employee Retention Program with better pay, clear career paths, and team-building activities
	Lower turnover, happier staff, and reduced hiring costs
	6 months
	May 2025
	€150,000

	2
	Employee burnout and poor work-life balance
	Introduce flexible work schedules, including staggered shifts, part-time, and remote work options
	Improved work-life balance, reduced burnout, and better retention
	4 months
	March 2025
	€20,000

	3
	Limited training and career development opportunities
	Enhance training with regular workshops, leadership sessions, and mentoring programs
	Better skills, more promotions, and increased job satisfaction
	8 months
	July 2025
	€100,000

	4
	High operating costs and the need for eco-friendly practices
	Adopt sustainable practices such as energy-efficient upgrades, recycling, and local sourcing
	Reduced utility costs, improved eco-image, and higher guest appeal
	12 months
	November 2025
	€200,000
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