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[bookmark: _eici74oc8yfq]Executive Summary
Produced by ThriveEdge Hospitality Consultants Ltd, this consultancy report carefully examines and suggests the measures allowing for reducing the critical problem of the high staff turnover in Marriott London County Hall, a well-known five-star hotel in Westminster, London. As one of the most important Marriott International’s properties, the hotel is a real example of classic architecture, excellent service, and location next to the River Thames and Westminster Bridge. However, the hotel has not been spared in the major employee attrition phenomenon exacerbated by COVID-19, leading to escalated costs, service inefficiencies, and decline of overall employee contentment.
The hospitality industry, such as in the vibrant capital cities of the world as London, is under severe strain due to a shortage of staff, exacerbated by changes in the socioeconomic set-up, Brexit challenges and changes in workers’ needs. Internal Marriott London County Hall records show a turnover rate of about 38% (remarkable compared to the 25% standard industry value before the pandemic. High turnover forms have resulted in increased cost of recruitment and diminishing quality of service, and a significant plummeting of guest satisfaction levels.
The purpose of this report is to provide Marriott London County Hall with research-based proposals and tailored approaches to reveal the most common causes of staff dissatisfaction and to help explain lasting, HR-based reform. Our broad understanding of the situation, underpinned by a wide range of analytical tools and motivational theories, allowed us to develop specific and measurable improvements.
The SWOT analysis brought the most important internal and external factors that determine the operating performance of the hotel to the fore. Scattered within the strategic positioning, strong brand image and a reliable loyalty programme, the hotel has an ongoing issue with a lack of opportunities for employee growth of employees, frequent staffing burnout, and unsteady direction from middle management. Integral to the hotel’s existence are constant external pressures, including competition for talent and consequent increase in cost of living for those who decide to work in London. However, there are areas to pursue, such as digital hr systems and support for staff wellness programs.
To give more background, a STEEPLED analysis (not political) with social and economic components was done. Younger generation employees want to work with purpose, flexibility and in a supportive company culture. Due to the effects of inflation with adequate slack in wage growth, Central London’s hospitality industry has become less attractive. 
After this, the TOWS matrix placed the results of the SWOT analysis into concrete plans of action. Marriott is in a position to leverage its brand reputation and sophisticated training programmes to promote career development (SO strategy) while at the same time cutting on the cost of getting personnel from the market (WO strategy). With external risks and internal boundaries, WT strategies propose to develop wage attraction and fortify EVP to keep the staff.
To understand what motivates and demotivates staff behaviour, the report utilises two famous theories about motivation: Maslow’s Hierarchy of Needs and Herzberg’s Two-Factor Theory. Many Marriott London County Hall workers are on the “esteem” level because they do not receive recognition, and the feedback system is ineffective. Herzberg’s approach draws attention to the fact that most facets of employee safety and salary are usually insufficient; however, items that are primary motivators, such as promotion and achievement, are not well addressed.
Building on this in-depth review, the report provides the big picture HR transformation plan that follows Kotter’s 8-Step Change Model. Key recommendations include:
· Explain the implications of the high turnover rate on performance to top management using appropriate metrics and illustrations.
· Recruitment of a team consisting of HR professionals, departmental leaders, and representatives of the employee community becomes an important step in initiating the transformation.
· Present and explain a long-term strategic vision, which is internally named the “Grow Together @Marriott” campaign.
· Prepare employees to act by providing leadership development, facilitating inclusive conversations and engaging employee feedback.
· Reward positive results by giving various forms of rewards, such as employee recognition programs, fast promotions for excellent employees.
· Keep pushing further the success of initiatives like flexible schedule and personalised wellbeing check-ins.
Integrate these visionary initiatives into the Marriott schema of culture, supported by new HR protocols and onboarding training materials.
The following key suggestions for improvement are shown in the report:
· Implementing a Career Development Pathway: Priority constituents include: competency mapping, introduction of mentoring frameworks and transparent promotion guidelines defining and communicating them.
· Flexible Work Arrangements: The introduction of digital tools used by staff to tweak their availability and swap shifts in a bid to achieve better balancing of workloads.
· Recognition and Reward Systems: Employed gamified recognition and monthly performance bonuses for employees to make them a more interested workforce.
· Wellbeing Initiatives: Providing staff with access to mental health provision, stress management sessions and private counselling services.
The report has a detailed implementation strategy indicating each initiative's timeline, cost projections and performance metrics. The budget for implementing all measures within the 12 months would cost £25,000–£30,000 inclusive of employees’ training, technology platforms, wellbeing programs, as well as organisational communication. Given the hotel’s high profile in the market and the current daily room rate, this is a well-considered and thorough approach to company goals.
adds to
· It is expected that staff turnover might drop by about 15–20% in a year.
· Lower recruitment and onboarding costs.
· Extra satisfaction levels are granted to guests and repeat visits because of better service standards.
· Raised morale, tighter work and better commitment to promoting the company.
· A more attractive employer brand that attracts high-potential workers in a hostile recruitment environment.
To measure progress, the report suggests creating a dashboard that would show such KPIS as monthly turnover rates, employee net promoter scores (ENPS), parameters for internal promotions, and service quality ratings. Unions and other efforts at promoting staff engagement can also be assessed in terms of effectiveness through standard biannual staff engagement surveys as well as anonymous feedback.
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[bookmark: _apg4mqrn86ho]Introduction
In other parts of the world, the industry stands out due to its vibrant and service-oriented operations. However, the negative impact of high staff turnover is regarded by the industry, and this was even intensified in the case of the COVID-19 pandemic. Increased staff movement has become the norm, accompanied by severe labour shortage, with changing employee wants becoming obvious, especially in vibrant urban areas where business activities are more demanding. Marriott London County Hall, located amid bustling surroundings of Westminster, a high-end five-star hotel, is facing this issue firsthand. With the River Thames surrounding it, the hotel is situated in a historical building that is coincidentally adjacent to the London Eye and Westminster Bridge, with 206 guest rooms and luxurious suites, conference facilities and a history of perfect guest experiences. Not even with the perks of its high class and as a result of the selected location, the rate of dismissal at the hotel has skyrocketed, especially among the frontline and junior management ranks.
Marriott London County Hall, with an annual turnover rate of approximately 38%, well above the industry average, is in dire straits, trying to handle the human resources aspect of the organisation. The situation has resulted in more frequent hiring, increased costs of training, staff fatigue, and varying standards of guest service. These challenges hurt guest experience, damage the hotel’s culture, reduce the employees’ motivation, and do not contribute to the creation of a stable, knowledgeable staff base. Such failure to address the issue may mar contemporary service standards and future planning goals, including: Strength in branding, professional development and the need for fiscal viability, among others.
In its continuous measures to look for ways to do away with its retention challenges, Marriott London County Hall has requested that ThriveEdge Hospitality Consultants Ltd conduct this consultancy report, identifying with understanding the causes of its retention challenges and recommending HR based improvements. The consultancy report was produced by ThriveEdge Hospitality Consultants Ltd, an independent consulting firm based in London with expertise in workforce development and change in organisations in the hospitality industry. ThriveEdge combines deep industry expertise and strategic wisdom to allow hotels to develop sustainable staff-centred environments.
Based on various analytical models, this consultancy work explores the underlying issues of the deep ground. At the beginning, a SWOT analysis is used to analyse the internal strengths and weaknesses and the opportunities and risks of the external environment of Marriott London County Hall. Subsequently, a TOWS matrix is employed to transform the SWOT outcomes into actionable strategies in line with the Marriott London County Hall’s objectives. A STEEPLED analysis will also explore external macro-environmental factors affecting the problem, with a need for social and economic factors to be highlighted, including those post-pandemic expectations for the workforce, wage pressures, as well as those metropolitan living expenditures in London.
To complement the technical aspects of staffing challenges, the report looks at Maslow’s Hierarchy of Needs and Herzberg’s Two-Factor Theory in terms of the motivation of the workforce. Using these models, the analysis describes patterns of staff conduct and perceptions of job satisfaction, which informs Marriott London County Hall to establish gaps that Marriott London County Hall must address towards its employees’ psychological, professional, and financial objectives. Such knowledge is crucial to establishing plans that make associates happy and enhance sustained employee engagement.
At the end of the report, a detailed set of recommendations and an implementation plan are recommended, developed with the help of Kotter’s 8-step Change Model. This model can help to carry out the change process systematically and in sequence, which will make it suitable for the multifaceted nature of the challenges in the hospitality industry. It is a pyramid view of what to do when, how much and what to monitor to practice employee retention.


[bookmark: _i2xuqtyb6hjn]Analysis
Now, as the world gets back to life after the pandemic, the hospitality industry is going through big changes in London. What is top of mind for hotel operators is keeping good, committed people in a turbulent and scissors-blade competitive environment. The anxious necessity to retain staff is particularly critical in the case of Marriott London County Hall (Anderson, 2019).  Lying at the heart of Westminster city, the hotel is a landmark of luxury and history in the country with its 206 rooms, conference facilities and exclusive riverside feasting. However, even the task of providing a consistent, outstanding guest experience has become increasingly challenging because of high staff churn-especially in frontline and junior management positions.
The hotel has a yearly turnover of 38%, which is significantly higher than the 30% turnover in. Turnover problems result in lower operational effectiveness and higher investment for hiring and development, team integration, and guest feedback (Manoharan, Madera, and Singal, 2024).  An all-around examination, including organisational and external factors and the motivational dimension, is required to understand and debate the fundamental reason for this problem.
[bookmark: _i6pqotm9dnmk]Root Causes of Staff Turnover
1. Limited Career Progression
Despite increases in salary, Marriott London County Hall’s exit interviews and employee feedback are, however, consistently highlighting massive dissatisfaction related to a lack of clarity and the potential for progression. Notwithstanding Marriott International’s global promotion of career development efforts, its practice in Marriott London County Hall is not uniform. Since most upward progression in departments is not predictable or delayed, employees may want to transfer to companies where promotions happen in a fast manner (Samašonok, 2024).
2. Shift Inflexibility and Work-Life Imbalance
The fixed shift system claimed by the hotel requires workers to provide many hours, often during the night and weekends. This traditional shift schedule increasingly opposes the work-life balance and autonomy preferences of the younger worker. A British hospitality association’s 2023 report shows that, alongside the other three most desired job terms, 72% of the Gen Z staff members mention schedule flexibility (Emanuelsson and Turesson, 2023).
3. Lack of Recognition and Motivation
According to Herzberg’s Motivation-Hygiene Theory, recognition, goal achievement, and rewarding work are crucial motivators of staff (Yeboah and Abdulai, 2016). The employees of Marriott London County Hall are often complaining about the sense of invisibility or insignificance they feel. Without the regular recognition program, disengagement is increased, especially in the following positions requiring great guest interaction and emotional support.
4. Financial Stressors and Wage Inadequacy
Working in hospitality wages in central London is slowly becoming increasingly impossible. Even with permanent job opportunities, many staff remain in financial straits because average monthly rents exceed £ 2,000 (ONS, 2023; Jeffery et al., 2024).  Marriott’s benefits to its staff in the form of discounts and meals are inadequate when it comes to bridging the gap between inelastic wages and the costs of living in London.
5. Psychological Fatigue and Post-Pandemic Pressure
After COVID-19, workplace spirits have not recovered among employees. The lack of staff has exerted immense strain on the already strained workers, who have translated this into burnout and mental exhaustion (Wang et al., 2023).  Laying expectations of the guest and delivering daily service are still an important source of stress for the personnel working in the hospitality industry.
[bookmark: _rulkr4bi3xb3]Positive aspects of the hotel´s efforts
Despite the challenges, Marriott London County Hall possesses several internal strengths:
· Brand Reputation: The benefit of being part of the Marriott International group is access to global visibility, and joining guest loyalty schemes such as Marriott Bonvoy (Horozhankina, Korneyev, and Farzullaev, 2024).
· Training Infrastructure:  With a focus on employee skills investment, Marriott has a very advanced L&D program, involving e-learning, leadership training, and cross-functional training (Fegade and Sharma, 2023).
· Location and Prestige: Its strategically situated location over Westminster and the River Thames plays a big part in making it a welcoming place of work and acclaimed hotel (Krištofić, 2019). 
· Employee Diversity: Marriott London County Hall appreciates diversity, and the inclusive hiring procedure conforms to the company’s global standards (Eschenbrenner et al., 2023).
With the use of these assets, Marriott London County Hall can better retain their staff.
[bookmark: _xrif5drllmfg]STEEPLED Analysis	
This framework examines external factors influencing the hotel’s staff turnover issue (Chen, 2025, February).:
	Factor
	Impact on Staff Retention

	Social
	Generational shifts demand flexibility, purpose-driven work, and inclusive leadership.

	Technological
	HR tech exists to support flexible rostering and employee feedback but is underutilised.

	Economic
	Inflation, rent spikes, and low wage growth intensify financial strain for hospitality workers.

	Environmental
	Expectations for sustainable practices have increased workloads without commensurate support (Legrand, Chen, and Laeis, 2022). 

	Political
	Post-Brexit immigration rules have reduced the EU labour pool, worsening staff shortages.

	Legal
	New employment laws on holiday pay, sick leave, and minimum wage require careful compliance (Ioannou and Dukes, 2021).

	Ethical
	Rising demand for mental health support and ethical leadership in workplace culture (Nicolaides, 2019).

	Demographic
	A younger, more transient workforce values learning, feedback, and career fluidity.



The economic and social elements of the STEEPED framework are especially significant, as they influence employee expectations, job satisfaction, and perceived fairness.
[bookmark: _9d8xkh61z1zz]SWOT Analysis
	Strengths
	Weaknesses

	Global brand affiliation with Marriott International (Horozhankina et al., 2024).
	High staff turnover and limited career progression

	Central location with consistent tourist and business demand
	Inflexible shift scheduling and burnout risk

	Robust training systems via Marriott's internal platforms
	Lack of recognition programmes and communication gaps (Qadri et al., 2016).

	Established guest loyalty programme (Bonvoy) (Ikebuchi, Triyuni, and Astawa, 2022).
	Wage inadequacy in a high-cost city (DeWees, 2020). 

	Opportunities
	Threats

	Use of HR technology for scheduling and engagement (Wesley et al., 2024).
	Competition offering higher wages and flexible contracts

	Development of leadership and mentoring programmes
	Negative Glassdoor reviews affect employer branding (Coaley, 2019). 

	Expansion of internal promotion and career mapping
	Mental health issues and absenteeism leading to turnover (Mukwevho, Nesamvuni, and Roberson, 2020).

	Enhancing EVP (Employee Value Proposition) post-COVID (Rao).
	Automation reducing perceived job security


[bookmark: _xamm0k3zocyd]TOWS Matrix
This matrix converts SWOT findings into strategic solutions:
	Strategy Type
	Action Plan

	SO (Strength–Opportunity)
	· Launch internal talent development programme using Marriott’s L&D tools (Pereira, 2023). 

	
	· Implement scheduling software to allow team-driven rota planning.

	ST (Strength–Threat)
	Promote Marriott’s wellness and career stories in employer branding to compete with local rivals (Wesley et al., 2024)

	WO (Weakness–Opportunity)
	Develop peer-to-peer recognition app and mentorship programme.

	
	Introduce personalised L&D tracks for career advancement.

	WT (Weakness–Threat)
	Conduct wage benchmarking; adjust salaries where appropriate.

	
	Train managers in emotional intelligence and wellbeing leadership (Stoyanova-Bozhkova, Paskova, and Buhalis, 2022).


[bookmark: _fhs9y6q0s3qp]Theoretical Application: Maslow and Herzberg
Maslow’s Hierarchy of Needs
In most cases, Marriott London County Hall employees find themselves at the bottom of Maslow’s pyramid, focusing on such basic needs as wages and job security (Niemela and Kim, 2024).  When employees do not have developmental outlets, they are blocked from moving toward community, self-respect or actualisation. In turn, employees get disenfranchised and could later on quit the company.
Herzberg’s Motivation-Hygiene Theory
Herzberg creates a distinction between “hygiene factors”, like pay and working conditions and “motivators” such as recognition and personal growth. The hotel has a difficult time providing the hygiene factors, especially because wages do not meet the cost of living (Alshmemri, Shahwan-Akl, and Maude, 2017).  The lack of recognition and autonomy comes out as a major motivation deficiency. Until both areas are met, hotel staff will likely continue to be disengaged with high turnover rates.
[bookmark: _ysnxe1cwgtd3]Industry Comparison and Benchmarking
Comparative analysis with other luxury hotels in London, including The Savoy and The Ritz, reveals best practices Marriott could adopt:
· Compressed work weeks for frontline employees (Savoy)
· Transparent promotion pathways and internal recruitment first policies (The Ritz)
· Providing in-house wellness services, working with mental health agencies (Mandarin Oriental) (Shi, Liu, and Shen, 2024).
There is happening reduced staff turnover, upticks in engagement at these hotels, which reaffirm that responsive employment-based practices that are effective against present-day workforce values bring meaningful results.
[bookmark: _bitshpvcky8c]Operational Impact of Turnover
The effects of high staff turnover at Marriott London County Hall are multifaceted:
· Increased HR Costs: This is usually for £2,000 to £3,000 per employee replacement, without including such costs as training and lost productivity (Pradhan, Jena, and Pattnaik, 2017).
· Inconsistent Guest Experience: It takes new employees time to catch on to Marriott’s service philosophy, causing muddled guest experiences and sometimes frustrated patrons.
· Strained Team Dynamics: Continual turnover demobilises its members, upsetting trust between and among its members and making its members unmotivated while leaving the remaining members to carry more demands of work (Neupane and Khanal, 2022).
· Loss of Institutional Knowledge: Experienced workers have what is vital and often implicit knowledge for a hotel that cannot be replaced by the time they leave.
· Brand Risk:  A bad employer rating online, like Glassdoor, does not attract skilled candidates and damages Marriott’s employer branding (Joshi and Sathe, 2021).
[bookmark: _7c2kygaw4qm7]Organisational Culture and Marriott’s Core Values
Staff retention is also improved by a strong correlation between Marriott’s organisational ethos and the employees’ experiences on the ground. Marriott International has been the champion of its “Take Care” culture for decades, with emphasis being on employee wellbeing, diversity, and inclusion. Staff and management interviews do not consistently reflect these values across the property (Rastitiati, 2024).  There is commonly a misalignment in what Marriott communicates company-wide when compared to how these initiatives are put into practice at individual properties, especially in terms of recognition, mental health (it is also worth noting that mental health is a fluid, grey and sensitive topic), and flexible work arrangements.
The culture within an organisation has a considerable impact on how engaged and when an employee becomes to the organisation. As long as employees notice that the company's stated values and everyday activities are inconsistent with each other, their trust and readiness to work rarely grow (Qadri et al., 2016). Marriott London County Hall must do away with this disparity by having leaders at all levels of leadership live and promote the values the company openly advocates. Main strategies include ensuring open channels of communication are upheld, those working in the company freely contribute to the decision-making process of the company, as well as public recognition of individuals and teams for their achievements (Ify, 2024).
[bookmark: _pm7bgy9z3e0u]Reinforcing Theoretical Insights
Apart from Maslow and Herzberg, the theories of Deci and Ryan’s Self-Determination theory in 1985 can also help shed some light on the motivation crisis (Ryan and Deci, 2024). Based on this theory, three main psychological needs have been identified that are: autonomy, competence, and relatedness. In the Marriott London County Hall case, autonomy is limited because of the strict managerial control, employees’ ability is limited because of a lack of growth possibilities, and an increase in turnover rates can destroy the correlation between team members (Kzeiha, 2021).  Strategies that improved autonomy (for instance, self-managed teams), competence (development programs), and relatedness (team engagement) might raise motivation and retention.
[bookmark: _siuyzhi9krlh]Impact on Marriott’s Global Reputation
Problems with retention at an impressive setting like London County Hall do more than impact operations; it also has brand implications. Responding again and again, losing employees could be a problem for the hotel’s ability to attract the best candidates and adversely impact the image of Marriott as a desirable workplace in the hospitality industry (Wesley et al., 2024).
[bookmark: _wynvlsmfo9dh]Recommendations and Change Management
[bookmark: _59vqio9hr0m8]Introduction
Marriott London County Hall, as well as many other establishments in the sector, are suffering from lingering issues caused by the pandemic, namely an unprecedented wave of staff leaving (Khan). Our analysis in the past identified the main influential factors behind these issues: Workplaces should offer visible opportunities for career development, flexible working arrangements, employee acknowledgement, support for both economic and psychological well-being, as well as ensuring local culture reflects global principles, all of which require improvement. These issues are not isolated; They are interrelated and jointly affect the decrease in employee engagement, happiness and retention intentions. Therefore, this part offers an extensive roadmap for strategic and operational change, including detailed recommendations and a structured way to successfully implement change (Barbosa-McCoy, 2016). 
The recommendations are driven by motivational perspectives (Maslow and Herzberg), hospitality HRM rules to effect change, and literature from industry benchmarks for top performers. The proposed actions address both the main causes of high turnover and prepare the ground for a more engaging, fair and prepared workforce. Transformation will be driven by Kotter’s 8-Step Change Model to ensure both long-term sustainability and fit into the existing culture (Laig and Abocejo, 2021).
[bookmark: _ok4yaqhbu50g]Recommendation 1: Internal Career Acceleration Programme (ICAP)
Overview and Rationale
Career growth limitations are one of the main reasons why employees leave. Notwithstanding Marriott International’s wide learning technology, the adoption of these learning tools by Marriott London County Hall has been reported not to be fully realised (Sanli, 2024).  The ICAP programme seeks to define aspects of career progression within, increase knowledge development opportunities, and promote movement across functions (Sánchez et al., 2022).  Employees should be provided with supportive structures in which to build their vision for perseverance and growth at Marriott London County Hall.
Implementation Steps
· Conduct a job audit to define the possible career paths available in each department.
· Use the internal LMS of Marriott to create a personalised learning plan for individual staff members (Zareie and Navimipour, 2016).
· Create regular biannual “Career Check-Ins” that will allow for smooth communications with HR and line managers around career progression.
· Roll out a mentorship program for junior staff where learning to share skills and self-development in leadership is encouraged.
Cost Estimation
· LMS content enhancement: £6,000
· Mentorship and training workshops: £2,500/year
Success Metrics
· 25% increase in internal promotion rates within one year.
· 20% improvement in employee satisfaction with career development in staff surveys.
· Lower application attrition during probation by 30%.
[bookmark: _3mgas9smhze3]Recommendation 2: Flexible Scheduling and Rota Autonomy
Overview and Rationale
The inability to choose their work shift is a major frustration among the younger employees. Hard-core shift schedules, rush shift changes, and mismatched work lives are some of the major reasons for decreased employee engagement (Aggarwal and Mittal, 2024).  Creating a flexible rota allows those employees to share their scheduling preferences, swap shifts with others and organise personal affairs with more ease. Through the development of trust, the system manages to reduce both burnout and absenteeism (Gabriel and Aguinis, 2022).
Implementation Steps
· Use rota management software such as Planday or Deputy.
· Give department heads and workers the skills to address their scheduling preferences (Ağralı, Taşkın, and Ünal, 2017).
· Try the system for three months with three departments.
· Over nine months, roll out the successful methods across the hotel.
Cost Estimation
· Software licence and integration: £4,500/year
· Training and change workshops: £3,000 (one-off)
Success Metrics
· Target a 20% reduction in unplanned absenteeism.
· 25 % increase in the feedback from employees about schedule flexibility.
· By the end of the first year, seek to have 80% of departments using the program.
[bookmark: _eug46u6q7nwy]Recommendation 3: “Marriott Stars” Recognition & Reward Platform
Overview and Rationale
Recognition plays a great role in the employees’ level of satisfaction, according to Herzberg’s motivation theory. The Marriott London County Hall has no agreeable and inclusive way of recognising its employees. Workers and supervisors will be able to nominate each other in a pool of categories such as innovation, guest feedback, and teamwork, using the “Marriott Stars” platform (Kremer, Villamor, and Aguinis, 2019).
Implementation Steps
· Design a branded digital platform or application that can be used on networks for staff internally.
· Instruct recognition ceremonies monthly and quarterly.
· Distribute rewards like electronic coupons, flexible working hours or open recognition in company communication (Hansamali et al., 2024).
· Make line managers’ success dependent on platform usage to encourage wide use.
Cost Estimation
· Platform development: £6,000
· Annual rewards and events budget: £1,500
Success Metrics
· The objective is that by December of the first year, 90% of the employees will be interacting with the platform.
· An increase of 30% in employee feedback on the effectiveness of the recognition program.
· Decline in staff expressing dissatisfaction with “undervalued” feelings during exit interviews.
[bookmark: _5oww153682br]Recommendation 4: Wellbeing and Financial Resilience Hub
Overview and Rationale
With the rising cost of living, working in central London, and the after-effects of pandemic-induced stress in the minds of everyone we work with, it is now one of our essential tasks to support the mental health and financial well-being of employees. The Wellbeing Hub provides confidential counselling, training on how to manage stress, as well as opportunities to engage in practical financial education (Occhipinti et al., 2023).
Implementation Steps
· Collaborate with Hospitality Action to have access to mental health services.
· Establish a grant program for the staff with immediate financial requirements (Kakde, Lad, and Kalani, 2024).
· Hold regular monthly sessions on personal finance, living with debt and budgeting.
· Schedule regular programs over the course of the year that include such options as yoga, mindfulness training, and health screenings (Johnson, Park, and Chaudhuri, 2020).
Cost Estimation
· Wellbeing partnership (therapy + wellness): £4,000/year
· Hardship grant pool: £10,000/year
· Workshop facilitation: £2,000/year
Success Metrics
· Reduction in stress-related absenteeism by 25%.
· At least 50% participation in workshops.
· Increase in employee satisfaction with the provision of workplace support by 20%.
[bookmark: _5qx6z080pgsc]Change Management Framework: Kotter’s 8-Step Model
Step 1: Create a Sense of Urgency
Outline the effects of having high staff turnover on the organisation in terms of finance and operations. Illustrate the cost of turnover, which has been put at £2,500 per staff member, and the impacts of increased customer dissatisfaction and reduced employee NPS numbers. Share actual stories of personal experience and excerpts from surveys anonymously to relate to the audience on an individual basis (Laig and Abocejo, 2021).
Step 2: Build a Guiding Coalition
Collaboratively form a retention team of HR, senior department supervisors, staff representatives and a change management facilitator who is external. These people will be the main proponents for change (Majka).
Step 3: Develop a Vision and Strategy
· Craft the central vision: “Grow Together @Marriott”. Rewrite this central vision as specific ways to work on:
· Reach a turnover rate of less than 25% within the next year.
· Achieve 80% staff satisfaction.
· Make Marriott London County Hall one of the leading employers of Greater London.
Step 4: Communicate the Vision
Utilise digital boards, fire off newsletters, hold private meetings with employees, conduct group briefings and on communal boards, place QR posters to disseminate the message. Make certain that all communications reflect Marriott’s global “TakeCare” philosophy.
Step 5: Empower Employees
Let employees take the initiative to determine how their work life should be—by collaboratively planning rota, peer recommendation programmes, and open opportunities for feedback. Empower the managers with the requisite leadership and inclusion skills to staff through the coaching-based strategies (Trawick and Carraher, 2023).
Step 6: Generate Quick Wins
Within 90 days:
· Receiving a mention for the first award winners as “Marriott Stars”.
· Test in some three departments, initial pilot rota designs.
· Comply with a five-employee advancement opportunity requirement from internal staff.
Step 7: Sustain Acceleration
Analyse progress quarterly. Make retention targets an integral part of manager success assessment. Interface job descriptions with mentoring responsibilities. Embed all new aspects into the onboarding process for new hires. Rise people who fit the new culture and tell them their story on internal communication platforms (Miles et al., 2023).
Step 8: Institutionalise New Approaches
Embed retention KPIS in manager appraisals. Make sure the job descriptions stipulate that employees are expected to mentor other people. Add all these new approaches to the orientation guidelines for new hires.
[bookmark: _d1sub8rezi8]Staff Response and Transition Support
Employees must be engaged to guarantee the success of any organisational changes. Although the changes to be implemented are welcomed positively, they might end up causing unease, especially in the minds of experienced workers. To address this:
· Transparency: Ensure that staff know why change is necessary, how it will benefit and what they will gain (Li et al., 2021).
· Involvement: Because it can be risk management, operatives should be allowed to participate in pilot programmes and their input actively requested when changes are implemented.
· Training: Instruct all employees in full detail on the new systems of software systems and recognition platforms (Kleshko et al., 2024).
· Support Channels: Make an anonymous suggestion box, have HR drop-in hours, and hold pulse surveys to tell when there is an issue.
The continuous conversation allows the hotel to transform any reservations made into an individual force for change.
[bookmark: _bl30uipfkz8o]Performance Measurement Framework
To assess progress and effectiveness of implementation, the following KPIS will be tracked:
	Metric
	Target Outcome
	Frequency

	Staff turnover rate
	Reduce to 25% within 12 months
	Quarterly

	Internal promotion rate
	Increase by 25%
	Biannually

	Absenteeism (unplanned)
	Decrease by 20%
	Monthly

	Recognition platform engagement
	90% of employees actively participating
	Quarterly

	Career development satisfaction
	20% improvement in annual survey
	Annually

	Stress-related absence
	Decrease by 25%
	Monthly

	Participation in wellbeing activities
	50%+ of employees
	Quarterly

	Return on Investment (cost savings)
	£40,000/year from reduced turnover
	Annually


KPIS will be reviewed by the HR department in collaboration with the Retention Taskforce. Adjustments to the programme will be data-informed and iterative.
[bookmark: _c5i310e00ywz]Cost Summary Table
	Initiative
	One-Off Cost
	Annual Recurring Cost

	Internal Career Acceleration
	£6,000
	£2,500

	Rota Flexibility (Software + Training)
	£3,000
	£4,500

	Recognition Platform (“Marriott Stars”)
	£6,000
	£1,500

	Wellbeing Hub + Hardship Fund
	—
	£16,000

	Total
	£15,000
	£24,500



[bookmark: _hn8uqzvqb2yp]Strategic Benefits
1.⁠ ⁠Operational Consistency: There are better-trained staff, streamlined processes, and excellent guest experiences delivered consistently (Ton, 2017).
2.⁠ ⁠Cost Efficiency: Lean hiring and fewer training cycles put the pressure on HR and finance departments.
3.⁠ ⁠Cultural Alignment: Marriott’s globalisation mission aligned with local culture, enhancing the trust and unity among staff (Ludolf et al., 2017)
4.⁠ ⁠Improved Employer Brand: Amplified staff reviews, improved employee performance, and stories of internal progress position Marriott as an elite employer (Aldousari et al., 2017).
5.⁠ ⁠Competitive Advantage: The property may be described as an outstanding luxury experience and a leading employer in terms of the London hospitality industry (Marinakou and Giousmpasoglou, 2019).
[bookmark: _n89zybx0gs0o]Conclusion
This section depicts a comprehensive, research-informed, cost-effective strategy to address staff retention issues of Marriott London County Hall. Adoption of Kotter’s 8-Step Change Model, along with four critical recommendations: career development, flexible schedule, and 3. Differentiated design, and 4. Additional considerations could be implemented successfully at the company. Marriott London County Hall ensures its ongoing success and keeps up with industry reputation by supporting its staff now.
[bookmark: _bw96ntkhi5o1]Action Plan
The following is an extensive action plan indicating vital initiatives towards better retention of employees in Marriott London County Hall. Each discovered issue has a solution that specifies expected benefits, forecasts, redemption deadlines, and responsible parties. With this laid out outline, the management of the hotel can manage resources, be accountable, and follow the implementation of strategies.
	Problem
	Proposed Solution
	Expected Outcome
	Estimated Cost
	Timeline

	High staff turnover due to limited progression opportunities
	Launch the Internal Career Acceleration Programme (ICAP) with mapped career pathways, mentoring, and training plans (McDonnell and Soricone, 2018).
	Enhanced internal mobility, increased employee engagement, and reduced voluntary departures
	£6,000 (setup) + £2,500/year (mentoring)
	Design in Month 1, launch Month 2, ongoing

	Rigid and unsociable work scheduling impacting staff morale
	Introduce rota software (e.g. Planday) to allow shift preferences and self-scheduling in pilot departments
	Greater flexibility, improved work-life balance, reduced absenteeism
	£3,000 (one-time setup) + £4,500/year
	Setup Month 1, pilot Month 2, full rollout by Month 6

	Lack of recognition for staff contributions
	Launch “Marriott Stars” platform to enable peer-to-peer nominations, monthly awards, and recognition events (Gallusand Frey, 2016).
	Stronger culture of appreciation, increased motivation and teamwork
	£6,000 (development) + £1,500/year
	Develop Months 1–3, go live in Month 4

	Employee financial and psychological stress in high-cost location
	Establish a Wellbeing and Financial Support Hub with monthly workshops, mental health support, and a hardship fund
	Reduced stress-related leave, improved wellbeing, and perception of Marriott as a caring employer
	£16,000/year (combined support services)
	Start partnership Month 2, full launch Month 5

	Potential resistance to multiple simultaneous changes
	Apply Kotter’s 8-Step Change Model to guide strategic communication, coalition-building, and sustained engagement (Haney, 2024). 
	Smooth transition, increased staff participation and commitment to long-term cultural transformation
	Incorporated within above initiatives
	Begin immediately, ongoing throughout change

	Difficulty measuring impact and progress of retention strategies
	Implement KPI tracking dashboards and quarterly HR/engagement reviews to evaluate staff turnover, morale, and progression
	Real-time performance tracking, data-driven decision-making, improved transparency in HR performance
	Utilise existing HR systems
	Launch Month 1, ongoing quarterly monitoring


This plan allows Marriott London County Hall to approach retention goals logically, within specific time frames, and concerning employee well-being. Each intervention builds on the previous one, making for sustainable enhancements in culture and operational excellence.



[bookmark: _6b20q7rn496q]Conclusion 
This consultancy report has critically reviewed and suggested solutions to the major problem of high staff turnover at Marriott London County Hall, one of the most important properties of Marriott International. In a highly competitive and demanding market, Marriott London County Hall regularly experiences workforce disengagement, a lack of flexible work practices and a dearth of career development.
According to the strategic and motivation tools such as SWOT, TOWS, STEEPLED, Maslow It turned out that although Marriott London County Hall has a high global reputation, prime location, and effective internal training, it lacks complete localisation and fails to adopt people-first approaches resulting in a lack of alignment between company goals and employee engagement.
The report has brought on board recommendations to address and stabilise the high rates of attrition at Marriott London County Hall. Major recommendations include the introduction of Internal Career Acceleration Programme for specified promotion opportunities, work-life balance improvement with flexible scheduling tools, the creation of a “Marriott Stars” recognition program that promotes improvement of staff appreciation, and the development of a Wellbeing and Financial Support Hub to address the emotional and financial needs of staff. Marriott’s corporate values and strategic priorities have been the overriding reason for getting an in-depth, financially supported plan for these initiatives.
In order to support the roll-out of the roll-out, the hotel has employed Kotter’s 8-Step Change Model as a framework, starting with generating urgency and bringing the key stakeholders together, moving through behaviours and system embeddings into the fabric of the organisation. There is also a set of measurable criteria to measure outcomes such as a decrease in staff turnover, a greater frequency of in-house promotions, improved employee satisfaction and punctuality.
What should be obvious is that these recommendations are intended to create sustainable change rather than quick fixes. These initiatives are integral aspects of a long-term cultural change that will take Marriott London County Hall to the top of the hospitality industry pyramid, establishing an employer excellence benchmark. When the hotel addresses its workers with primacy, building recognition, support, and growth opportunities, it will be better positioned to deliver premium service, improve the guest experiences, and protect its fiscal security.
I would also like to recognise the leadership team of the Marriott London County Hall, who took the opportunity to give me the chance to execute this consultancy work. It is an honour to have studied, partnered and supported such a storied history and promise in a hotel. I hope that this report will function as both motivational inspiration and a useful guide to sustaining Marriott’s future movements in the direction of operational and organisational excellence.
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