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Introduction 
The hospitality industry is facing numerous external challenges that are having a significant impact on its operations, including the COVID-19 pandemic, changing customer preferences, and technological advancements. As an HR manager at the Ritz Carlton in Dubai, it is critical to identify these challenges and propose solutions to address them. One significant challenge facing the hospitality industry is employee retention, which has become increasingly difficult due to the decline in business and changes in customer demand. This research proposal will conduct a PESTLE and SWOT analysis to identify external factors that are impacting the hotel industry and its employees. Additionally, the proposal will examine employee retention rates and provide other industry examples to support the proposed solutions to address employee retention challenges. The proposal will conclude by highlighting the importance of addressing employee retention challenges and outlining potential strategies to improve employee engagement and satisfaction at the Ritz Carlton.

PESTLE Analysis:
Political: The political climate in Dubai is stable, with the government's support for business development and tourism being a significant factor in the growth of the hospitality industry (Statista, 2021). However, the pandemic has led to the implementation of strict regulations, including travel restrictions and lockdowns, affecting the hotel industry's operations (Jung, Huh, & Lee, 2021).
Economic: The hospitality industry in Dubai is heavily dependent on tourism, which has been severely impacted by the COVID-19 pandemic (Klapper & Shah, 2021). According to the Dubai Tourism Board, the number of international visitors to Dubai declined by 74% in 2020 compared to 2019 (Dubai Tourism, 2021). This decline has resulted in a significant reduction in hotel occupancy rates and revenue.
Sociocultural: Dubai is a multicultural city with diverse demographics, with a significant proportion of expatriates and tourists from various regions and backgrounds (Dubai Tourism, 2021). As a result, the hotel industry needs to cater to the varying needs and expectations of their customers, including cultural preferences and dietary requirements.
Technological: Technological advancements have transformed the hotel industry, with the emergence of online booking platforms and mobile applications, leading to increased competition and changing customer behavior (Law & Buhalis, 2020). The use of technology in the hospitality industry has also increased during the pandemic, with hotels implementing contactless check-in and check-out, virtual concierge services, and mobile room keys to reduce physical contact (Jung, Huh, & Lee, 2021).
Legal: The hotel industry in Dubai is governed by strict regulations and labor laws that need to be adhered to, failure of which can lead to severe penalties and reputational damage (Ghouse & Rehman, 2020). For instance, Dubai's Ministry of Human Resources and Emiratisation has mandated that hotels must provide accommodations for their staff (Gulf News, 2021).
Environmental: Dubai's focus on sustainability and eco-friendliness has led to the introduction of green initiatives in the hotel industry, which can be both beneficial and challenging for hotels to implement (Shash, 2020). Green initiatives, such as reducing waste and energy consumption, can help hotels reduce costs and attract environmentally conscious customers. However, implementing these initiatives can also require significant investments in technology and infrastructure.

SWOT Analysis:
Strengths: The Ritz Carlton is a reputable brand with a focus on delivering exceptional customer service. The hotel has a highly skilled and dedicated workforce and is equipped with state-of-the-art facilities (Marriott International, n.d.).
Weaknesses: The hotel industry in Dubai is highly competitive, and the pandemic has led to a decline in revenue, making it difficult for hotels to retain employees. The high cost of living in Dubai can also be a challenge for employees, with some struggling to make ends meet (Seymour, 2019).
Opportunities: The hotel industry can leverage technological advancements to improve operations, including the use of artificial intelligence and virtual reality. For instance, hotels can use AI-powered chatbots to provide 24/7 customer support and personalized recommendations (Law & Buhalis, 2020). The focus on sustainability can also be an opportunity to differentiate the hotel and attract environmentally conscious customers (Shash, 2020).
Threats: The pandemic has had a significant impact on the hotel industry, with many hotels struggling to remain profitable. The emergence of new competitors and changing customer preferences can also be a threat to the hotel's market share (Klapper & Shah, 2021).

Retention Rates:
A study by the International Journal of Contemporary Hospitality Management found that employee turnover rates in the hospitality industry are high, ranging from 60% to 300% (Abubakar & Ilkan, 2016). The study also found that factors such as low salaries, long working hours, lack of career growth opportunities, and poor work-life balance contribute to high turnover rates in the hospitality industry. Employee retention rates refer to the percentage of employees who remain with an organization over a specific period.
However, many hospitality companies have implemented initiatives to improve employee retention rates. For example, Hilton Worldwide has implemented several initiatives to improve employee engagement and retention rates, such as providing flexible work arrangements, career growth opportunities, and recognition programs. As a result, the company has experienced improved retention rates, with turnover rates decreasing from 21% in 2014 to 17% in 2019.
Another example is Marriott International's "TakeCare" program, which focuses on employee well-being and provides resources and initiatives to support employee physical, emotional, and financial health. The program has resulted in improved employee engagement and retention rates, with the company reporting a decrease in turnover rates from 24.4% in 2014 to 22.6% in 2019.
In the case of the Ritz Carlton, we can implement various initiatives to improve employee retention rates. For example, the hotel can implement wellness programs to support employee well-being, such as providing access to gyms or offering healthy meal options. The hotel can also provide flexible work arrangements such as flexible scheduling or telecommuting options to support work-life balance. Additionally, the hotel can provide career growth opportunities such as training and development programs, mentorship programs, and leadership development programs to support employee career growth and development.

How this affects the HR Department:
The external challenges facing the hotel industry can also have an impact on the human resources department. For example, the increasing competition in the market can make it challenging for the HR department to attract and retain skilled employees. This could lead to a shortage of qualified personnel, which may increase the workload on existing staff and result in decreased job satisfaction and morale.
Similarly, economic fluctuations can also impact the human resources department at Ritz Carlton Dubai. During times of financial instability, the organization may need to make cost-cutting measures, which may result in HR department's budget cuts. This can limit the department's ability to implement training and development programs or conduct recruitment campaigns, which can negatively impact employee retention and engagement.
Furthermore, changes in customer preferences can also affect the human resources department at Ritz Carlton Dubai. As customers increasingly prioritize sustainability and eco-friendliness, the HR department may need to recruit or train employees with specialized skills or knowledge in sustainability. This may require additional resources or investment in training and development programs, which may impact the department's budget.
In response to these challenges, the HR department at Ritz Carlton Dubai may need to implement innovative recruitment and retention strategies to attract and retain qualified employees. For instance, the department could develop employee retention programs that offer benefits and incentives that align with the changing needs and expectations of employees, such as flexible working arrangements, professional development opportunities, and wellness programs


Industry Examples:
Hilton Worldwide is one example of a hospitality company that has implemented initiatives to improve employee engagement and retention rates. One of their initiatives is the "Go Hilton" program, which provides employees with discounts and travel benefits to encourage them to experience the company's hotels and resorts. The program not only offers an opportunity for employees to experience the company's culture and hospitality, but it also helps build employee loyalty and improve retention rates (Hilton Worldwide, 2021).
Additionally, Hilton Worldwide has implemented the "Thrive@Hilton" program, which focuses on employee well-being and provides resources and initiatives to support employee physical, emotional, and financial health. The program offers a range of benefits, such as free access to fitness facilities, healthy meal options, mental health resources, and financial planning resources. The program has helped improve employee engagement and retention rates, with the company reporting a decrease in turnover rates from 21% in 2014 to 17% in 2019 (Hilton Worldwide, 2021).
Marriott International is another example of a hospitality company that has implemented initiatives to improve employee retention rates. The company's "TakeCare" program focuses on employee well-being and provides resources and initiatives to support employee physical, emotional, and financial health. The program includes initiatives such as "Mindful Meetings," which offers healthier food and beverage options during meetings, and "TakeCare Relief Fund," which provides financial assistance to employees during times of crisis. The program has resulted in improved employee engagement and retention rates, with the company reporting a decrease in turnover rates from 24.4% in 2014 to 22.6% in 2019 (Marriott International, 2021).
Both Hilton Worldwide and Marriott International's initiatives are aligned with the changing needs and expectations of employees in the hospitality industry. These initiatives provide employees with opportunities for career growth, a supportive work environment, and resources to support their well-being. By implementing similar initiatives, the Ritz Carlton in Dubai can improve employee retention rates and create a more engaged and loyal workforce.

Proposal:
Given the challenges faced by the hotel industry, I propose that the Ritz Carlton implement the following strategies to improve employee retention rates:
Employee Development Programs: Implementing training and development programs that enhance employee skills and improve their career prospects can improve employee engagement and retention rates.
Work-Life Balance: Providing flexible working hours, time off, and employee assistance programs can help employees maintain a healthy work-life balance and reduce turnover rates.
Recognition and Rewards: Implementing a recognition and reward system that recognizes employee achievements and contributions can improve employee morale and job satisfaction.
Compensation and Benefits: Providing competitive compensation packages and benefits can attract and retain top talent and reduce turnover rates.
I recommend conducting a survey to assess employee satisfaction and identify areas for improvement. Additionally, the hotel can collaborate with other hotels in the industry to share best practices and identify innovative solutions to common challenges.










Conclusion:
In conclusion, the hospitality industry is facing significant external challenges that are impacting its operations and its employees. These challenges include the COVID-19 pandemic, changing customer preferences, and technological advancements. One critical challenge that has become more challenging due to these external factors is employee retention. Factors such as low salaries, long working hours, lack of career growth opportunities, and poor work-life balance contribute to high turnover rates in the hospitality industry.
To address these challenges, the Ritz Carlton in Dubai can consider implementing programs to enhance employee well-being, provide flexible work arrangements, and support career growth opportunities. The hotel can also leverage technological advancements to improve operations and customer experience and focus on sustainability to attract environmentally conscious customers.
By prioritizing employee well-being, the Ritz Carlton can improve employee engagement and satisfaction, which can lead to improved retention rates. Furthermore, the implementation of sustainable practices can attract a new customer base that values socially responsible business practices.
We can overcome the external challenges facing the hospitality industry by prioritizing employee well-being, implementing sustainable practices, and leveraging technological advancements to improve operations and customer experience. By doing so, the hotel can improve retention rates, attract new customers, and remain competitive in the industry.
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