





Executive Summary:
This report examines the impact of current challenges that Holiday Inn, like other players in the hospitality industry, faces, mainly focusing on recruitment and retention. Employing a comprehensive analysis approach, including PESTLE and SWOT analyses, retention rate assessments, and referencing industry examples from Marriott, the report provides valuable insights into these challenges. It also addresses emerging challenges like artificial intelligence (AI) and the retirement tide, proposing adaptation strategies. The recommendations proposed aim to help the hotel navigate these challenges effectively, optimise its HR strategies and position itself as a competitive player in the evolving hospitality industry.
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Introduction:
The hospitality industry is intensely competitive, and the success of hotels largely depends on their ability to attract and retain talented employees. In recent years, the hospitality sector has faced various challenges, including economic fluctuations, changing customer preferences, technological advancements and labour market dynamics. This research aims to explore the impact of these challenges on the human resource (HR) department of Holiday Inn Harlow, focusing on recruitment and retention strategies.

Recruitment and retention are crucial aspects of a successful HR department. Employers must adapt their strategies to attract and retain top talent, considering factors such as flexible schedules, career development opportunities, and competitive compensation packages. 

Part of the IHG Hotels & Resorts brand, an American chain of hotels, Holiday Inn Express Harlow is a hotel located near London Stansted Airport. It offers comfortable rooms with various amenities and free Wi-Fi. The hotel offers a complimentary breakfast and has a lounge bar for guests to relax in. There are also business facilities available. The hotel is located in Harlow town centre and offers various shopping and leisure options, including a theatre, museums and a golf club (Holiday Inn, 2023).

Current Challenges in the Hospitality Industry
                                         
According to Dogonyaro (2021), the hospitality industry is facing a significant talent shortage, with high turnover rates and difficulty in recruitment. This issue has become a pressing concern for employers as it impacts the overall success and growth of their businesses. The growing need for skilled workers, combined with fierce competition among companies, has made it challenging to attract and retain talented individuals. As a result, many businesses struggle to fill job roles and maintain a stable workforce. 
To address these challenges, employers in the hospitality industry must understand the root causes of high turnover rates and implement effective recruitment strategies (Taylor, 2019). Businesses must improve employee satisfaction through initiatives like work-life balance, comprehensive benefits packages, opportunities for career advancement, and creating a positive work culture that values employees' well-being (Brewster et al., 2023). Additionally, investing in employee training and development programs can also help bridge the skills gap within the industry. Collaboration among all relevant stakeholders is imperative in addressing this crucial matter to ensure sustainable growth and success in the hospitality sector (Noe et al., 2015).
                                          
A significant challenge that the hospitality sector confronts is staff retention and staff leaving the hospitality industry, as Poggi (2023) highlights. Factors contributing to this issue include low pay, long hours, and limited career advancement opportunities. These factors not only result in high employee turnover rates but also make it difficult to attract new talent. When employees feel undervalued and overworked, they are more likely to leave for other industries or pursue different career paths. This creates a cycle of constantly training new staff members, which can be costly for businesses (Bohlander & Snell, 2013). Additionally, with a shortage of skilled workers in the hospitality industry, retaining top-performing employees becomes even more critical for success (id.). 
 
PESTLE and SWOT Analysis of Holiday Inn Harlow

PESTLE Analysis:
	Political
	Stable political environment

	Economic
	Economic fluctuations are impacting revenue
Buying power of the local population

	Sociocultural
	Shifting customer preferences
Changes in demographics in the Harlow population, mean population age 37y (Census, 2021)

	Technological
	Opportunity to leverage technology for efficiency, like self check-in/ out
The use of AI-enable software for HR and operations like screening and onboarding

	Legal
	Compliance with labour laws like 
Equal Employment Opportunity Laws,
Write to work in the UK

	Environmental
	Sustainability: reducing CO footprint, 
Reducing the use of plastic
Recycling




SWOT Analysis:
	Strengths: 
established brand 
competent workforce
	Weaknesses: 
high turnover rates
limited technological adoption

	Opportunities: 
technology integration (Bohlander & Snell, 2013; Noe et al., 2015)
Leveraging AI: AI-driven tools for candidate sourcing, screening, and personalised onboarding, improving efficiency and reducing time-to-fill positions 
employee development programs/ training
sustainability initiatives to appeal to environmentally conscious employees and guests (Noe et al., 2015)
	Threats: 
competitive job market, 
globalisation
a shift in employees' work expectations and perceptions (Robbins & Coulter, 2016)
regulatory changes, including Brexit
increased use of AI, leading to reduced staff-guest interactions, can negatively impact customer perception
retirement
staff shortage



Holiday Inn, like many other hotels in the hospitality industry, faces various challenges related to retention and recruitment, such as economic fluctuations, technological advancement (Bohlander & Snell, 2013), increased use of AI, and a shift in customer expectations and labour market dynamics (Taylor, 2019). These challenges significantly impact employee turnover rates and the overall effectiveness of the hotel's operations.   
The competitive job market impacts retention. When alternative employment options are available, employees are more likely to leave their current job if it does not meet their expectations. This has led to a massive workforce shortage and a rise in competition for skilled individuals within the sector. The HR department plays a significant role in crafting retention strategies in our competitive market. As Vesin (2021) highlights, these challenges have become more prevalent in recent years as technology advances and younger generations enter the workforce with different expectations (see also Robbins & Coulter, 2016). HR professionals must continuously adapt their strategies to keep up with job market shifting trends and candidate preferences while ensuring fair and ethical practices (Taylor, 2019; Robbins & Coulter, 2016). Businesses also face tougher competition in attracting qualified candidates (Taylor, 2019). 
As economic fluctuations increase, it also affects demand and labour costs within the hospitality sector. Evolving customer expectations and preferences is another major factor that requires adaptive HR strategies (Taylor, 2019). Another factor impacting retention and recruitment within the sector is technological advancements like AI. AI Innovation and automation are transforming HR operations.
Legal and compliance factors impact recruitment, retention, and HR practice. As the UK left the EU, access to the European Union's labour pool became more limited. The hospitality industry, which often relies on international workers, especially in seasonal roles, faces challenges in recruiting and retaining EU workers (CIPD, 2018). Another factor negatively impacting recruitment and retention is the uncertainty around immigration policies and work visas. This has created anxiety among EU workers, leading some to leave the UK for more predictable employment opportunities in other EU countries (id.). Also leading to uncertainty was the impact of the COVID period with rules and regulations around health and safety and with long periods when the hospitality businesses were shut, making people more prone to look for jobs in other industries. 
Another important factor impacting retention and recruitment is the actual economic situation with rising cost of living, rising inflation and inadequate increase of wages to cope with inflation. Rising inflation can erode employees' purchasing power, making it challenging to maintain their desired standard of living. This financial stress can lead to turnover as employees seek higher-paying jobs. Also, employers may face pressure to increase wages to keep up with the rising cost of living. Failure to do so could result in employees seeking better-paying opportunities elsewhere. All these issues lead to reduced consumer spending and declining revenue in the hospitality sector, with consequent cutting staff or reducing hours, leading to job insecurity and voluntary departures (Bohlander & Snell, 2013).
As the baby boomers retire, it results in a significant loss of institutional knowledge and skills, which may be challenging to replace. Businesses must implement effective succession planning strategies to fill leadership and specialised roles vacated by retiring employees to ensure a smooth and stable knowledge and authority transfer (Taylor, 2019). The absence of such plans can contribute to instability and turnover (id.; CIPD, 2009).
By proactively addressing these challenges and tailoring retention strategies to the specific needs of their workforce, Holiday Inn and other hospitality businesses can enhance employee loyalty and minimise turnover in a dynamic and evolving environment.

Recommendations for improving recruitment and retention strategies 

To address these challenges and enhance retention, Holiday Inn and other hospitality businesses should diversify their workforce by recruiting from a broader range of demographics to counter the effects of the retirement tide, workers leaving for other industries or leaving the UK and the limited workforce available from the EU. It should promote diversity in hiring to access a wider talent pool and enhance customer experiences (Bohlander & Snell, 2013). Holiday Inn should also develop clear succession plans to fill critical roles vacated by retiring employees, reducing disruption and maintaining stability (Taylor, 2019). Kim (2010) highlights the growing interest in diversity management and the importance of successful succession planning in promoting diversity.
According to Harbert (2015), "employers must adapt their strategies to attract and retain top talent," valuing employees' personal lives beyond the workplace. A high retention rate can be attained by providing flexible work schedules, comprehensive benefits such as healthcare and retirement plans, and investing in training programs to help employees develop new skills (Brewster, 2023; Mondy et al., 1999; Robbins & Coulter, 2016). As Chawla and Singla (2021) suggest in their research on effective employee retention strategies in the hospitality sector, prioritising employee satisfaction results in improved performance. By valuing their employees' well-being and providing opportunities for growth within the company, organisations can establish a positive work environment that promotes employee retention. Investing in these areas not only benefits individual employees but also leads to a more profitable business overall. Therefore, businesses in the hospitality industry need to address current issues related to retention and recruitment by prioritising employee satisfaction.

Lessons from industry to enhance HR practices – Marriott Hotel and other recommendations

The report will further examine what strategy Marriott International has implemented to attract and retain talent in recruitment and retention. These include talent development and career growth opportunities, competitive compensation and benefits packages, employee recognition and rewards programs, a focus on diversity and inclusion, flexible work arrangements, employee assistance programs, recruitment technology, global opportunities, employee feedback and engagement, and a commitment to sustainability and social responsibility (Marriott, 2023). These strategies have helped Marriott maintain a skilled and motivated workforce in the hospitality industry. 
Holiday Inn could benchmark the successful strategies employed by Marriott to learn from their best practices and strategies to increase staff retention. A strategy that Holiday Inn currently engages in is comprehensive training and development programs to equip employees with the necessary skills to excel as part of their ‘Winning Ways’ core values to motivate employees (Noe et al., 2015). It could further propose training and career development initiatives similar to Marriot and implement development planning systems to enhance staff competencies and support their career progress (Noe et al., 2015). Also, providing leadership training and support to managers to create positive work environments and foster open communication will lead to employee satisfaction and work engagement. This predicts positive word-of-mouth recommendations and will increase the brand's reputation. Poor management practices, such as lack of communication, favouritism, personal bias, stereotyping or lack of support can create a toxic work environment that drives employees away (Robbins & Coulter, 2016). 
Another aspect of benchmarking with Marriott would be the employee feedback and engagement tools so the management and HR can pick the possible challenges and craft adequate strategies to prevent employee dissatisfaction and disengagement and align the HR strategies to the core business strategy. If used correctly, this program can be one the most powerful tools in the long term, alongside the training and development program to enhance retention. 
Another strategy to ensure retention is to regularly review and adjust their compensation and benefits packages to remain competitive in the labour market. HR can craft special benefits packages for Holiday Inn employees to remain competitive in the job market and attract top talent. HR can also propose a reward scheme to recognise and reward employees for their contributions. A lack of recognition or appreciation can make employees feel undervalued and unimportant, leading to turnover (CIPD, 2009).
One important retention aspect is prioritising employee well-being by offering mental health support and programs that address work-related stress.
By addressing these challenges and proactively working to improve retention, Holiday Inn can create a more stable and motivated workforce, leading to enhanced guest satisfaction and overall operational success.
                           
 Conclusions

 According to the SHRM Foundation (2008), "Retention is becoming increasingly difficult as employees seek better opportunities for professional growth and work-life balance." This statement highlights the current challenges faced by HR departments when it comes to retaining their top talent. 
The hospitality industry faces a pressing issue with retention and recruitment due to economic fluctuations, technological advancements, changing customer expectations, a shift in labour market dynamics, and regulatory changes brought by Brexit, alongside low wages, long hours, and limited career advancement opportunities within the sector. Moreover, the emergence of AI and the retirement tide present opportunities to reshape recruitment and retention practices. To address these challenges, businesses must prioritise employee satisfaction by implementing better work-life balance, comprehensive benefits and rewards packages, and enhanced training and development opportunities (Robbins & Coulter, 2016). By investing in their workforce and creating a positive work culture, companies like Holiday Inn can draw and retain top talent, guaranteeing sustained achievement in the highly competitive hospitality industry.
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