                                                                   FOOD AND BEVERAGE DEPARTMENT 11


THE LANGHAM HOTEL'S FOOD AND BEVERAGE DEPARTMENT, CHICAGO


Student name: Alina Smalbergher
Student number: 2114414
Module: Organisational Consultancy (BMIH6005)
Lecturer: Jaliya de Silva

Royal Consultancy 
[image: C:\Users\Festus M. Gatumwa\Music\33.PNG]



Table of Contents
Executive Summary	3
Introduction	6
Analysis of Issues Affecting the Food and Beverage Department	9
Causes of Departmental Issues	9
Effects of Departmental Issues	12
SWOT Analysis	14
PESTEL Analysis	15
TOWS Analysis	16
Recommendations and Change Management	17
Recruitment and Staff Training	17
Employees Performance Management	19
Communication Effectiveness	20
Work-Life Balance	21
Employee Management and Motivation	22
Growth Opportunities	23
Innovation and Creativity Nurturing.	23
Compensation and Benefits.	24
Action Plan	25
Conclusion	28
References List	30





THE LANGHAM HOTEL'S FOOD AND BEVERAGE DEPARTMENT, CHICAGO
[bookmark: _Toc150631821]Executive Summary
High employee turnover rate is a growing concern that has dominated the hospitality industry for an extended period, according to Tews, Michel, and Ellingson (2013). Over 4.14 million people were reported to quit their jobs in 2018 and went to search for new opportunities. The Langham Hotel's food and beverage department in Chicago has been experiencing turnover effects, significantly affecting its team building, customer service, and productivity. Cision (2018) notes that the strategic location of the Langham Hotel at Mies Van der Rohe, an iconic and prehistoric building at the heart of Chicago, is a competitive advantage to the food and beverage department in metrics of a solid customer base. The location gives a significant opportunity for customers to create a personalised experience. Langham Hotel's ranking as the second-best luxurious hotel by the US news has attracted many guests to Langham Hotel to experience the quality services from the food and beverage department.  
Royal Consultancy is a renowned firm established in 2017 and located at 7 Pepys Street in London, UK. The consultancy firm, which is results-oriented, has committed to assisting the food and beverage department at Langham Hotel in understanding and laying down approaches to countering high employee turnover. Royal Consultancy further explores theories such as Herzberg's Motivation theory, McClelland's Three Needs theory, Adair's Model of Action-centeredness, Victor Vroom's expectation theory, and Maslow's Hierarchy of Needs on people management to explain the analogy behind increasing employee turnover rate as Vaughan (2020) recommends. Using frameworks such as SWOT, PESTEL, and TOWS, Royal Consultancy analyses the department's strengths, weaknesses, and other factors that could influence the increasing turnover rate (Kreutzer and Kreutzer, 2019). To summarise the report analysis, the report proposes practical recommendations, with a considerable cost estimate, for the department to improve employee retention and trickle down the benefits to high productivity and consumer expectations achievements. 
Employee burnout is among the significant contributors and occurs when the employee is exhausted physically and mentally due to overworking (Park and Min, 2020). As the hotel attracts many guests worldwide, employees are expected to deliver services simultaneously to guests and commit to meeting consumers' expectations. Employees work long hours to serve all the customers, which is tiresome and exhaustive, thus causing burnout (Ramlawati et al. 2021). According to Pekerşen and Tugay (2020), the career growth opportunities deficiency and dissatisfying wages have created a significant relationship between employees in the food and beverage department leaving their jobs and seeking opportunities in other organisations. Over the years, this circumstance has affected Langham Hotel's food and beverage department. Tews et al. (2020) assert that innovation and creativity deficiency have seen many ambitious and top talents leave the department to seek challenges in the technology scope and to expand their knowledge.
 In addition, Rasheed et al. (2020) use the Career Construction Theory (CCT) to explain that inadequate compensation benefits and work-life imbalance have been top tier in influencing the high turnover rate. The research shows that the life-work imbalance is high in women as compared to men due to family needs attended to by women. As Maslow's hierarchy of needs on people management states, employees will likely remain where basic needs, such as job security and physiological needs, are nurtured and guaranteed. Consecutively, Chiat and Panatik (2019) confirm that a lack of employee recognition and appreciation has driven many employees away as they perceive their contributions to the department are invaluable in impacting productivity. Dandage, Mantha, and Rane (2019) recommend that food and beverage departments utilise the TWOS analysis matrix to manage risks and optimise opportunities. By maximising Strength-Opportunity (SO) and minimising the Weaknesses-Threats (WT) quadrants, the department can retain top talents and add value to its customer experience and productivity.
Failure to maintain quality customer service has led to a negative online department reputation and loss of financial strength. To solve the high turnover rate, the consultancy firm recommends that the department conduct regular training to equip employees with diverse and up-to-date dietary and customer relations skills and knowledge. Additionally, the department should establish and implement programs and projects such as cross-functional projects and intrapreneurship programs that trigger employee creativity and innovation and enhance employee interaction and exchange of ideas and experiences (Hewagama et al., 2019). Creating a flexible work schedule segmented into shifts saves employees from burnout effects and enables them to have a work-life balance. Employee counselling programs are essential to ensure their mental health is secured, as dealing with customers is stressful. Employee stability is the primary asset that can enhance individual productivity and achieve the department's goals.
In conclusion, a high turnover rate causes detrimental effects on the department, hindering its efforts to maintain productivity. The impact of the high turnover rates includes high recruitment and training costs, loss of competitive edge, loss of loyal customers, demoralised employees, and loss of experienced, knowledgeable, and skilled top talents from the department (De Winne et al. 2019). With the loss of knowledgeable employees who understand customer preferences, the department struggles to maintain service quality as the new employees do not understand the dietary menu. However, the turnover rate is a controllable problem for the department when appropriate measures are implemented. The department should not under-allocate resources and lose valuable employees as it affects their productivity and customer loyalty when quality services are not served. When the department balances employees and tasks care, as Adair's Action Centered Leadership theory states, employee retention will be as high as productivity. 


















[bookmark: _Toc150631822]Introduction 
The Langham Hotel in Chicago was officially opened on 10 September 2013, and its food and beverage department sought to serve the market demands in hospitality (Cision, 2018). Langham Hotel gained recognition as the first world hotel to reside at the Mies Van der Rohe building, strategically located at the heart of downtown Chicago, just a few meters from Michigan Avenue, the Art Institute of Chicago, and Millennium Park. Residing in an iconic building, Langham Hotel gained a competitive edge over other hotels in Chicago by attracting more guests to access its food and beverage department services (Cision, 2018). The department has been monumental in providing customers' personal experience and serves 316 guest rooms (Berg, 2020). The rooms are among the largest standard guest rooms compared to other guests in Chicago hotels, with at least 516 square feet.
Royal Consultancy firm is based at 7 Pepys Street in London, in the UK, a walking distance from the Tower of London, and was established in 2017. Royal Consultancy takes pride in the quality of customer services it provides its clients by solving many organisational problems through expertise deployment. In this case, Royal Consultancy is committed to offering guidelines and assisting the Langham Hotel's food and beverage department in addressing the high employee turnover, a growing concern hindering the achievement of its objectives. Over the years, the firm has gained an admirable reputation by serving organisations and hotels across Europe, realising impeccable task-completion portfolios, and gaining recognition as the best consultancy firm. Deriving further turnover understanding from the findings of over 60,000 employees' meta-analysis, as elaborated by Verlinden (2023), Royal Consultancy affirms that high employee turnover is influenced by a series of variables, as shown below.
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Variables driving employees' turnover rate (Verlinden, 2023)
According to the research conducted by Walden University (2022), 41.4 million employees in the USA left their jobs to work for another company in 2018. The study stresses that although the US labour market is saturated, hiring is costly and challenging. The recruiting teams lack standard metrics to identify high-value employees during the recruitment process (Holliday, 2021). Consistency in high employee turnover has affected the physical operations of the food and beverage department and the market dynamism, such as competition. High turnover rates lead to a negatively tainted reputation and loss of the competition edge that the department to its competitors, as Mohsin, Brochado, and Rodrigues (2023) explain. Customers, the primary system to the success of any organisation, are affected by the employee turnover at the hotel, as the services will not be satisfying due to inconsistency. Customer dissatisfaction results in a loss of customer loyalty, which later affects the department's financial system.
The turnover problem is attributed to poor labour recruitment methodologies and employee management. Theories and models such as Adair's Model of Action-centeredness, Herzberg's Motivation theory, McClelland's Three Needs theory, Victor Vroom's expectation theory, and Maslow's Hierarchy of needs are essential in understanding the employees' needs and sorting solutions by establishing and implementing strategies such as flexible work schedules and development programs that enhance job satisfaction and employee productivity towards achievement of the set goals (Vaughan, 2020). SWOT analysis framework explains the internal and external factors contributing to the increasing turnover rate. PESTEL analysis outlines possible external factors, such as technology, that might have influenced the decisions of employees to leave the department in search of opportunities elsewhere. In addition, the TOWS framework highlights how threats, opportunities, weaknesses, and strength affects employee retention decisions. The framework further gives guidelines on how the department can apply various quadrant elements to reduce employee turnover.
[bookmark: _Toc150631823]Analysis of Issues Affecting the Food and Beverage Department
[bookmark: _Toc150631824]Causes of Departmental Issues 
Workplace pressure and long working hours undoubtedly cause unmanageable high-stress levels to employees, resulting in burnout (Lubbadeh, 2020). These burnout effects, such as loss of job satisfaction, reduced efficiency, and feelings of alienation, have influenced many employees to job-related behaviours such as high turnover (Holston-Okae, 2017), especially in the Langham Hotel's food and beverage department. On the other hand, complex communication channels and a lack of appropriate feedback mechanisms in a department have demoralised employees as it makes them feel undervalued, and they cannot freely interact and exchange ideas and feedback directly with their seniors. In addition, the absence of regular departmental employee meetings limits employees from airing their complaints and sorting any possible solution on time. Holliday (2021) explains that due to a toxic culture of communication ambiguity between employees and management,  about 25% of employees in the US perceive themselves as a disorganised workforce and feel unsafe in expressing their opinions.
 Zhang (2016) explains that work-life imbalance contributes to a higher turnover rate in women than men due to the need for birth and family care that women must embrace. The imbalance disconnects employees from other life ambitions and personal engagements. In addition, limited departmental training programs by the department have influenced employees to leave for other organisations where their career growth needs are enhanced, as Al-Suraihi, Samikon, and Ibrahim (2021) suggest. Maslow's hierarchy of needs in people management (Trivedi and Mehta, 2019) states that employees are more likely to stay when their basic needs, such as job security, career growth opportunities, and physiological conditions, are guaranteed. Adair theory of action-centred leadership (Channell & Channell, 2022) explains that effective employee management is when leaders care for their employees by focusing on their individual development and team building, an element that the food and beverage department has not fully embraced. According to Han (2020), the rise in employee turnover is built on the segments below.
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Conceptual model of a review of antecedents of employee turnover in the hospitality industry (Han, 2020)
Djajasinga et al. (2021) elaborate that organisational practices of handling employees through human resources also influence the turnover rate. The food and beverage department employees are outgrowing job satisfaction as seniors take credit for their target achievement and do not recognise their value addition. Walden University's (2022) research asserts that employees who have been recognised and appreciated are likely to be 12% more productive than an unappreciated employee. Victor Vroom's expectation theory explains that employees are motivated to perform where their value is recognised and appreciated (Dugovicova, 2019). In the online reviews conducted by Glassdoor (2023), participants stated that very little training was accorded by the food and beverage department to the employees to motivate them and boost their productivity. 
Additionally, rewarding employees, which serves as the motivation towards achievement of individual and departmental targets,  has not been a continuous active process by the department. Rewarding for both full-time and part-time employees is characterised by inequity. The reward system grants full-time employees more privileges than part-time employees. Failure to reward employees for their contribution has negatively affected the employee's commitment, leading to depreciating individual performance. The department has not fully granted full-time and part-time employees’ compensation and benefits. The on-call employees rarely receive the benefits. The compensation and benefits programs, such as job promotions and retirement plans, motivate employees in productivity. According to Herzberg's two-factor motivation-hygiene theory (Chiat and Panatik, 2019), employees are likely to perform better in their responsibilities when job satisfaction, safety, and all their needs and benefits are met. Consecutively, the department's rigorous employee work schedule deters them from exploring emerging career growth opportunities.
 Moreover, innovation deficiency is a career stagnation for ambitious and talented employees and has made many leave active organisations for career growth. The department has not yet established measures to create innovative products such as websites and Android applications that can help market their products, get direct customer feedback, and improve sales aligning with customer needs. McClelland's theory of human motivation, anchored in three needs: power, affiliation, and achievement, explains that these needs influence employees' behaviours (de Andrade Baptista et al., 2021). The theory states that ambitious employees join an organisation expecting to achieve more for career growth and gain the power of skills, experience, and knowledge diversity. Al Mamun and Hasan (2017) state that failure to promote diversity through development programs discourages employee innovation and creativity. 
[bookmark: _Toc150631825]Effects of Departmental Issues
High turnover is associated with increased recruitment and training costs as the department is required to recruit employees to fill the employment gaps left. The food and beverage department is forced to divert its resources to various projects to facilitate recruitment. Most of the new employee recruits lack enough experience and knowledge of the department's culture. Therefore, the department has to undertake them through continuous staff training, which may be costly and ineffective, especially during holidays when employees must be available to serve an increasing number of customers. In addition, De Winne et al. (2019) elaborates that high turnover volatility often leaves a considerable gap, causing low productivity due to shifts in knowledge and expertise after the experienced employees have left. Salama et al. (2022) warn that overworking the remaining employees to achieve task completion leads to poor employee productivity and health issues such as mental instability. 
With the loss of employees with solid knowledge about the department and customer preferences, the department has often struggled to meet customer expectations and maintain their satisfaction at the hotel. Employees leave the department with all the skills, expertise, and knowledge of customer service gained during their stay at the department (Gordon and Adler, 2022). New employees who lack knowledge of the industry trends, culinary processes, and customer tastes and preferences find it hard to quickly adapt to the department system, deliver quality services, and meet customers' expectations. More often, the new employees have been unable to fulfil the customer expectations due to their shallow knowledge of the dietary menu, causing customer frustrations. Therefore, poor service quality has resulted in the department losing loyal customers. Gordon and Adler (2022) agree that turnover creates a sense of job insecurity, uncertainty, and instability and kills employee's enthusiasm, leading to poor departmental performance. 
Collaborating and successfully rhyming with the new employees who do not understand department culture and customer preferences is a great challenge to the remaining employees, and it has often led to the loss of loyal customers and the competitive edge due to customer dissatisfaction. Moreover, the loss of customers is associated with financial losses and the negative tainting of the online brand reputation. Poor service delivery by some employees in the department has tainted a lousy reputation following the reviews given by the customers. In a recent review dated 10 September 2023 (Tripadvisor, 2023), the customer hailed the food poisoning occurrence at Langham Hotel during their visit. The online customer review, which taints a negative image of the hotel's food and beverage department, scares potential customers away from seeking their services. Negative hotel reviews have often influenced every organisation's market dominance negatively and thus affect the organisation's financial growth as the number of guests in the hotel decreases, thus decreasing the financial flow. 
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Strengths
According to Langham Hospitality Group (2015), the sustainability report 2015 highlights the hotel departments championing CONNECT, a Corporate Social Responsibility (CSR.) program aimed at positively impacting society, the economy, and the environment through various initiatives. Additionally, the department's core competency is quality customer service through its highly skilled, knowledgeable, and friendly staff, which is its strategic strength against its competitors, as Johnson et al. (2020) suggest.
Weaknesses
Lack of employee recognition, inadequate compensation benefits, and motivation are wiping employees' morale. Employee burnout due to overworking long hours and inconsistency in employee training is causing job dissatisfaction, lack of innovation and creativity, and high turnover. 
Opportunities
The food and beverage department stands in a tremendously advantageous position to grab opportunities such as a stable customer base and customer loyalty over its competitors, given its easy accessibility due to the strategic location of Langham Hotel. Offering quality customer services that meet customer expectations has increased department sales and the financial pool.
Threats
The increasing turnover significantly threatens the department's financial base and quality of customer services. Productivity is affected substantially when experienced, skilled, and knowledgeable employees leave for other organisations, resulting in loss of customers and negative online reviews that taint a bad department's image. The exit of knowledgeable employees with department operations secrets subjects the department to lose market control when the secrets are shared with competitors.
[bookmark: _Toc150631827]PESTEL Analysis
The COVID-19 pandemic left a big blow at Langham's food and beverage department, which had to make many critical strategic changes to maintain operations (Youssef, Redzepagic, and Zeqiri, 2022). With many employees afraid for their safety, they failed to report back even after the pandemic, increasing the turnover. In addition, technological factors such as automation machines in hospitality services have grown to contribute to high turnover. Automations such as tablet ordering, where the customers can place orders directly rather than waiting for the servers to take orders, have created worries and job insecurity among employees, as they perceive that automation is slowly replacing them. To secure long-lasting careers, some employees left to search for new opportunities in other organisations. 
[bookmark: _Toc150631828]TOWS Analysis
According to Benzaghta et al. (2021), the TOWS matrix is monumental in analysing strategies that can be useful in solving turnover rates. The department can utilise the framework to assess the risks associated with an imbalance in internal and external factors to manage future risks and maximise market dominance.
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Understanding TOWS analysis: Advanced SWOT analysis (Goh, 2023) 

	Quadrant
	Strategy Matrix
	Action Projection

	Strength Opportunities (SO)
	Maxi-Maxi Strategy
	1. Utilise its strategic location to market the department services online to attract more guests.
2. Maintaining quality services  at favourable prices to retain the competitive edge (Bakar et al., 2022)

	Weaknesses Opportunities (WO)
	Mini-Maxi Strategy
	1. Enhance effective communication that allows employees to share ideas and feedback directly to promote team building, creativity, and innovation 
2. Extending compensation benefits and motivations such as rewards and training programs to retain knowledgeable top talents. 

	Strength Threats (ST)
	Maxi-Mini Strategy
	Creating an employee-friendly environment and culture that recognises and appreciates employees' efforts and diversity to enhance job satisfaction.

	Weaknesses Threats (WT)
	Mini-Mini strategy
	 1. Regular training to build team compatibility and allow the exchange of skills and knowledge.
2. Regular work rescheduling into shifts to protect employees from burnout and maintain employee care.


[bookmark: _Toc150631829]Recommendations and Change Management
[bookmark: _Toc150631830]Recruitment and Staff Training
A proper recruitment process is the backbone of the department's success and achieving its goals and objectives. Through the Human Resource recruitment policy, the food and beverage department should strictly source a cohort of high-value labour who can deliver standard quality services by following dietary requirements. With 74% of American adults being overweight and at risk of more chronic diseases (Phillips, 2021), the employees should utilise their dietary knowledge to ensure the implementation of the 2020-2025 Dietary Guidelines for Americans (DGA), which is in response to the 1990 National Nutrition Monitoring and Related Research legislation to meet the nutrition needs for customers and reduce risks of contracting chronic diseases. The department's hiring manager should consider recruiting employees from diverse ethnicities to fill all positions. Recruits should be able to positively impact the department's culinary service provision and meet customer expectations while aligning with its work culture, as Elkhwesky, Salem, and Barakat (2019) recommend. 
Niati, Siregar, and Prayoga (2021) assert that continuous staff training equips employees with new skills and knowledge and allows them to convert their weaknesses into a tool that fosters individual growth. The training sessions and workshops arranged by the department should cover topics that are relevant to the roles played by the employees. Topics such as industry trends on consumption, customer change in taste and preferences, food safety, and customer service standards should be prioritised during the onboarding process for new employees. The topics equip the employees with basic customer servicing knowledge, helping them handle any customer need and expectation excellently. Additionally, training provides a friendly atmosphere for mentorship programs to be rolled out by the department and for new employees to interact with experienced employees, build strong teams, learn performance metrics, and learn departmental working culture (Ozkeser, 2019). The department should create a win-win attitude amongst its employees during training by making them understand they are reliable resources for the project's success.
The food and beverage department can measure the training effectiveness for various departmental roles by issuing questionnaires at the end of the training. The survey feedback helps the department management to decode the impact of the training on employees and identify areas that need more training programs to equip employees with knowledge and skills. The training effects can be assessed by evaluating the employees' performance within the set duration. Upon evaluation, constructive feedback should be provided in a friendly atmosphere where employees can freely interact with their seniors, as it eases their understanding. Kumar (2022) suggests that harmonised employee knowledge and skills reduce employee burnout and promote departmental productivity, job satisfaction, and meeting consumer expectations. Training and workshops should be made more frequent, with the hours added to give employees enough time to exchange ideas, opinions, and perspectives. The training will be associated with cost. Training is expensive and consumes many resources, but it is worth it for the department's productivity and growth.
[bookmark: _Toc150631831]Employees Performance Management
Employees' mismanagement towards the achievement of the individual and department goals is one of the turnover contributions. The food and beverage department should implement a friendly performance evaluation system such as the Key Performance Indicators (KPIs) management system to promote appropriate employee performance management, as Ishak, Fong, and Shin (2019) recommend. The process involves five steps: team involvement, setting goals aligning with targets, mixing individual and organisational targets, monitoring and measuring, and reviewing KPIs. At the team involvement stage, the department management should bring employees together to discuss the departmental targets, the duration of target achievements, and the KPIs to evaluate the performance. At the goals-setting stage, employees should set department targets and enhance teamwork. For example, the target may be set to reduce customer dissatisfaction. To achieve this target, employees may consider urgently handling every customer complaint and creating a collection of handled cases. 
At the third stage of mixing organisational and individual KPIs, the department management should focus on getting insights into the individual contribution of each employee towards the realisation of the department goal. For example, individual targets such as the number of customers served by the employee, the number of complaints handled at the department by the employees, and the chef's meals targets per week can be among the KPIs insights on individual employees. The performance can be monitored and evaluated through a KPI reporting system (Gusnadi and Hermawan, 2019). The system can be set up and run by allocating system designing resources and hiring a specialist to collect, report, and manage all the KPI datasets for the department. Key Performance Indicators (KPIs) tools such as the Gallup employee engagement survey and Employee Net Promoter Score should be used to evaluate the performance of each employee against the targets. Employee's failed targets can be restructured at the review stage. 
[bookmark: _Toc150631832]Communication Effectiveness
Communication is vital in the department as it enhances employee and management coordination. Effective communication allows the employees to table their complaints of job dissatisfaction and share ideas that can be useful in improving employees' welfare to reduce turnover. The department should establish a department meeting program. The meeting will enable leaders to interact with employees and highlight their concerns and complaints regarding the workplace environment, job security, and their support from the department (Huang et al. 2021). The department should abolish all complex leadership structures requiring employees to follow various chains of command in reporting matters concerning employees or customer services, even in emergencies. The current system requires employees to follow a structured reporting style regardless of the magnitude of the circumstance. Royal Consultancy recommends that the department establish a unique, flexible, and reliable reporting and feedback submission mechanism that promotes effective communication between employees, the food and beverage department, and customers. 
[bookmark: _Toc150631833]Work-Life Balance
The work environment and the external world shape an employee's individual growth. Too much commitment to the work sphere has left many employees with limited time to explore their interests in areas of life other than professionalism. Luther (2023) agrees with the Work Institute's 2020 Retention Report when he asserts that new employees tend to have a high turnover rate over long-term employees due to a lack of growth opportunities and poor work-life imbalance. Therefore, Al-Suraihi, Samikon, and Ibrahim (2021) recommend that the food and beverage department promote work-life balance for employees by creating a flexible schedule. The flexible schedule may involve rotational shifts, staff-personalised schedules, and split team shifts. The approach allows the employees to control their working hours and remain flexible for any family and personal needs that may arise. In addition, the department can ensure enough break spacing between shifts to allow employees to relax their minds, re-energise, and participate in activities such as a nature walk or games to relieve themselves of work stress. 
Moreover, a busy customer schedule limits employees from having ample time to take their meals. The department should focus on establishing a routine in specified staff rooms, where employees can access balanced diet meals and have time to interact with other staff members freely, away from work duties. Having employees practise healthy eating habits strengthens their physical and mental states in managing situations away from work tasks. Caring for employees shows appreciation for their efforts. Therefore, as the responsibilities may be stressful and cause mental challenges, the department should consider investing in employee assistance and caring programs (Saks, 2022). Counselling, stress management, financial, and team relations programs help employees remain solid and reliable even during challenging moments. 
[bookmark: _Toc150631834]Employee Management and Motivation
Proper management is pivotal in grooming the employee's skills and potential for realistic output. As Maslow's Hierarchy of Needs on Employees theory states, employees' needs are the primary tools that must be served to fuel staff performance. In addition, when the department positively fosters customer relationship management, employees' job satisfaction will be achieved as the work will no longer be stressful (Mahafzah et al. 2020). Jang and Kandampully explain that servant leadership can positively reduce employee turnover. Therefore, food and beverage department management should discourage robust role delegation from senior officers to junior staff and encourage collaboration and servant leadership (Suhartanti and Prasetyanto, 2022). When new staff is delegated many roles, it becomes hard for them to achieve their targets and deliver quality output, as much work will cause them to experience burnout due to exhaustion. 
Silaban and Syah (2018) assert that rewarding employees through employee programs is an influential human motivation that enhances improved growth from employees, as they feel valued. Luther (2023) recommends that managers identify early signs of employee job dissatisfaction and work on them before leaving. When a large number of employees has gone within a short period, HR, on behalf of the department, should conduct interviews and surveys about a particular group of employees, find their experience details, and engage the remaining employees in solving the cause. Ekhsan (2019) agrees that employee appreciation can unroll employees' hidden potential and bring job satisfaction. The effects of the motivation programs can reflect in the growth and development at the workplace and in employees' personal lives.

[bookmark: _Toc150631835]Growth Opportunities
Growth opportunities have often been considered a major factor that has made employees remain in organisations. Stamolampros et al. (2019) suggest that by creating opportunities for employees, the employees can realise their career desires and dreams and embrace job satisfaction. The department can invest in employee development programs, such as employee business relations programs, employee-customer relations, technological programs, and dietary programs, through the human resource office (Aburumman et al., 2020) to equip employees with the skills and techniques that help them improve their performance. Employee empowerment programs (Turkmenoglu, 2019) and certification training are essential as they add value to the employee's career path, give them a sense of achievement in their profession, and motivate them to perform their responsibilities well and attain job satisfaction. Satisfaction is what motivates them to stay.
[bookmark: _Toc150631836]Innovation and Creativity Nurturing.
Structural employee modelling analysis shows that creative self-efficacy influences the effect of psychological empowerment, and creative personality is grooming innovation among employees (Teng, Hu, and Chang, 2020). Enhancing knowledge management through cross-functional projects that involve interdepartmental team collaborations, the food and beverage department creates an exciting environment that triggers employee creativity. Patwary et al. (2022) state that knowledge management promotes innovation and creativity, as employees can learn from each other's experiences and exchange ideas and opinions over various departmental matters. The interaction also encourages diversity and organisational culture as employees’ team up for a common departmental goal. The department should form employee resource groups, allowing employees with various interests and demographic elements to connect, interact and build a solid organisational team. Training in intrapreneurship programs opens a door for innovation and creativity (González-González and García-Almeida, 2021). By allowing employees to engage in such programs, the department encourages them to exploit and sharpen their entrepreneurial skills and invest more in their ambitions, resulting in innovative department development ideas.
[bookmark: _Toc150631837]Compensation and Benefits.
Meeting employee compensation packages by the organisations has motivated many highly valued employees to remain and influenced the maintenance of the organisation's competitive edge (Riyanto, Endri, and Herlisha, 2021). The food and beverage department should maintain attractive compensation and benefits such as good employee salaries, remunerations, regular job promotions, and retirement plans, as they create a sense of security among the employees and encourage them to stay in the department. Employees prefer to remain where departmental culture promotes benefits that are not seasonal, and resources are not restricted (Enyiamaka, Danbature, and Beatrice, 2023). In addition, the department should consider establishing a comprehensive program that supports employees in their academic endeavours as they strive to gain more certification and knowledge, which will help improve departmental productivity. 



[bookmark: _Toc150631838]Action Plan
	Problem
	Solutions
	Strategies
	Desired Outcome
	Time Scale
	Completion date
	Costs estimate

	Poor recruitment process 
	Adapting and upscaling hiring strategy
	1. Comprehensive recruiters training. 
2. Optimising hiring strategies such as job advertisements and aptitude tests
3. Offering competitive sourcing techniques such as attractive employee benefits (Verlinden, 2023).
4. Conducting preselection using a pre-employment assessment tool
	To have a pool of employees who are diversified in skills and knowledge. 
	Three months
	16/2/2024
	$1,500

	Employees Management
	1. Encourage early employee retention through an onboarding process highlighting department goals, work culture, and mission. 
2. Effective communication and regular staff training. 
3. Concentrate on strengthening compensation and benefits programs. Programs such as allowances, emergency employee funds, and academic support to employees while at the company

	1. Training programs for all employees to involve practical and visuals
2. Expectations and ambition nurturing by investing in employees' skills and passion and assisting them to achieve job satisfaction.
3. Continuous monitoring, evaluation and review
	1. High employee retention
2. Fast embracing of departmental culture by the new employees
3. Steady productivity that meets customer expectations
4. Extreme commitment and job satisfaction by the employees
	Four months
	26/4/2024
	$ 10,000

	Lack of Growth Opportunities
	Embracing Employees Develop Programs that influence skills, allow employee interactions, boost self-esteem, and promote innovation and creativity.

	1. Target-setting every month
2. Employee performance monitoring and evaluation through the KPIs reporting system every month.
	1. Departmental financial growth
2. Reliable and equipped team
3. Improved productivity in the departmental operations
	3 ½  months
	28/2/2024
	$5,000

	Innovation and creativity deficiency






	1. Cross-functional projects Workshops 
2. Intrapreneurial ambitions and skills nurturing among employees
	1. Collaborative projects and employee exercise programs to allow benchmarking and exchange of knowledge and skills
	1. Improved Customer service
2. New customer experience
3. High sales and competitive edge
	Two months
	29/2/2024
	$ 3,000

	Scheduling and work-life balance
	1. Establishment of a flexible and reliable work schedule.
2. Counselling programs to preserve employees' mental health.
	1. Healthy, multi-valued employees 
2. Job satisfaction and flexibility
	Flexibility in attending to a large number of customer needs during shifts
	After every two months
	29/12/2023
(end of first shift scheduling, followed by mental counselling at the end of shift)
	$300



[bookmark: _Toc150631839]Conclusion
The increasing employee turnover rate across the hospitality industry is worrying. The Langham Hotel's food and beverage department in Chicago attracts many tourists, travellers, and business people who visit Chicago due to its known quality in customer service. The hotel's strategic location at the Mies Van der Rohe building has enabled the food and beverage department to gain a competitive advantage over the same departments in other hotels in Chicago. Through its quality customer service,  the department has been able to create a solid financial base. Despite the hotel being rated second best in the US, the Langham's food and beverage department has failed to maintain consistency in delivering services due to high turnover rates. The turnover rates have been attributed to various causes such as employee burnout, compensation and benefits issues, job dissatisfaction, lack of opportunities to grow, communication ambiguity, lack of employee appreciation and recognition, and employee management approaches employed by the department. Through the online reviews, former employees have proved that the department has not invested enough effort in creating employee job satisfaction.
Employees often prefer to stay in an organisation that gives them a better challenge to sharpen their skills and gather more knowledge and experience to pursue their career dreams. Many employees who have left the food and beverage department have been triggered by the need to grow their careers to better heights. Such occurrences have had impacts, as the remaining employees have often felt demoralised after their colleagues have left. In addition, the situation has contributed to their physical and mental tiredness, subjecting some of them to stress and illness. Employee appreciation and reward add value to the employees and cultivate their commitment towards achieving their targets. While Victor Vroom's expectation theory explains that employees stay where they are recognised, McClelland's theory of human motivation stresses that motivation, such as rewards, catalyses employee productivity as they show that an employee's contribution is valued. With effective communication, employee development programs are likely to be arranged and feedback given to the management. 
Staff training, cross-functional projects, team building, and mental counselling are essential in nurturing employees' skills, experiences, knowledge, health, and well-being. The programs allow employees to interact with each other and exchange ideas, skills, and experiences, which cultivates the innovation and creativity that has often resulted in an improved financial base and satisfactory customer service. Royal Consultancy firm appreciates this opportunity by the Langham Hotel's food and beverage department to offer consultancy services. The consultancy firm commits to assisting the department in actualising the recommendations made in this report and giving any further guidelines if called upon for assistance at any time. Witnessing improved positive reviews of the hotel from customers, increased department productivity, employee job satisfaction, and high turnover retention is the Royal Consultancy's desire for every client we serve. Our firm asserts that with proper planning, appropriate resource allocation, implementation, progress monitoring, and evaluation, the department will be able to realise its targets and steer the achievement of Langham's Hotel's performance culture in general.
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