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The Headland Hotel is a five-star hotel that is luxurious and ideal for a serene experience as it is within a beautiful environment (The Headland, 2021). It is considered to be one of the most iconic hotels in Cornwall, which was established in 1897 (The Headland, 2021). The guiding principle of the hotel at the core prides itself in how it makes people feel, which is a core factor in providing quality service to guests in the hospitality industry. The hotel provides exceptional dining experiences and it is characterized by an embodiment of grand traditions and old charm (The Headland, 2021). Despite the wonderful setting within the hotel and the exceptional dining experience that it offers, the issue of staffing has been identified as a challenge in the recent past that it struggled with upon the onset of the pandemic combined with the challenges of Brexit (BBC, 2021). The hotel expressed the main challenge of hotel staff shortages within the summer of 20221 being COVID-19, which led to the downsizing of operations because they were unable to accommodate the guests intending to visit (BBC, 2021). 
Observing this challenge of shortage of staff necessitates the need to identify the challenges faced in human resource that affects the recruitment and retention of employees within the hospitality industry. This is because human resources is a crucial component within the hospitality industry, and high turnover impacts the competitiveness and profitability of hotels (Dwesini, 2019). In addition to the shortage of hotel staff, (Li, et al., 2019) note that there have been debates concerning the integration of Artificial Intelligence within the hospitality industry that has impacted employee retention. Another challenge includes the retirement tide, which affects older workers and contributes to a combination of both legislative laws and discriminatory practices against older workers (Loretto & White, 2006). Hospitality entails an interaction between guests and employees, therefore, the challenges faced in employee recruitment and retention significantly impact the experience of guests, which is a paramount component that hospitality seeks to provide to their guests. Therefore, a need to address the challenges is necessary to prevent further disruption in recruitment and retention of employees within the hospitality industry. 
In this report, an analysis of the challenges faced within the hospitality industry and The Headland Hotel will provide perspective on the challenges within hospitality regarding the recruitment and retention of employees. A proposal of ways that the hotel industry could integrate to reduce the impacts of such challenges and maximize beneficial components such as the introduction of artificial intelligence in positively impacting progress will be evaluated in this report. These ways will be construed in consideration of the staff shortage in The Headland Hotel and within the hospitality industry at large. 
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According to (Baum, et al., 2023) hospitality within the United Kingdom has navigated crucial challenges and the most impactful problem is staffing shortages. Staffing shortages have been attributed to massive resignations, shifting workforce, payment, natural disasters such as COVID-19, and economic recession. Massive resignation is an issue that has been experienced immensely within the hospitality industry within the past decades (Yang, et al., 2012). Resignation within the industry has led to a significant reduction of staff that has in turn affected operations. Some of the reasons identified that affect the high turnover include the differences in expectations and reality that employees realize upon taking up work. In addition, the component of career development that is a core element among employees contributes to high turnover within the industry (Yang, et al., 2012). 
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According to (Ghani et al., 2022), hospitality encounters challenges in retaining talented employees in the 21st century. Some of the reasons that impact employee retention in hospitality include the issue of shifting workforce and environmental and social activities (Ghani, et al., 2022). In this, employees shift workplaces often, which they attribute to searching for growth and development opportunities. Growth and development opportunities present a core element that affects the high turnover rate in hospitality because it affects job satisfaction and also, due to the stress and pressure within the hospitality industry, some employees opt to move from hospitality. Such pressures affect retention, which poses a challenge. In addition, (Baum, 2019), notes that within the current work environment in hospitality, the incompatibility of the advancements in hospitality affects recruitment of talent within the industry. Therefore, individuals do not find it attractive for them to look into the industry. 
Moreover, aspects relating to the work environment impact the attractiveness of employees to want to enter the hospitality industry and empowerment, pay, and the relationship with management affect their retention (Frye, et al., 2020). Within the current work environment, and in particular among Generation Y, remuneration correlates with the value that is associated with them. This component of value influences their decision to remain working or resign or not take up recruitment (Frye, et al., 2020). 
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In the UK, Covid-19 impacted the high turnover witnessed within the hospitality industry. At the onset of the pandemic, individuals sought to find other sources of income, and the majority sought to find alternatives. The Headland Hotel was reported to have experienced such a high turnover, which led it to downsize its operations due to the shortage of staff (BBC, 2021). The Director spoke to BBC in which she informed that the hotel closed 15 bedrooms and 3 cottages to enable management of the hotel in a reasonable manner (BBC, 2021). 
The economic recession around the world also impacted the retention of employees (Filimonau & Mika, 2019). Within the United Kingdom, Polish workers have demonstrated a phenomenon of return migration, in which immigrants opt to return home (Filimonau & Mika, 2019). The reason for their return revolves around safety and security in terms of financial status due to the economic recession. Economic motivations constitute a substantial reason that causes individuals to migrate to the UK due to the independence and diverse opportunities in the work environment that are available there (Filimonau & Mika, 2019). 
Artificial intelligence has a controversial impact on the recruitment and retention of employees within the hospitality industry. According to (Prentice & Nguyen, 2020), reports demonstrate that human interactions are most preferred by guests and with the incorporation of AI, employee retention has been impacted. The impacts of AI about its replacement of the human workforce have been attributed to the increase in rapid advancements in automation and the changes have shifted the services provided to guests (Li, et al., 2019). AI has also lowered labour costs within hospitality, which shows the challenge of the impact on high turnover. On the other hand, AI has also enhanced operations within the hospitality industry for employees. With automation, some technologies improve the performance in hospitality which (Ruel & Njoku, 2021), highlight where the role-service profit chain has advanced efficiency in hospitality and informs the improvement of services through its strong analytical insights that is an imperative component in hospitality. 
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Talent management is another component that would significantly impact the commitment to improving human resources within hospitality. According to (Hughes & Rog, 2008), there are three components in talent management including the process of recruitment, selection, and development, on the second part, includes support, while the third aspect includes developing and rewarding employees. In addition, the current employment trends that positively impact hiring levels include rising average wages and improved career opportunities, especially instead of the shortage of staff; a need to cater to the needs of employees is crucial to reduce the high turnover experienced. For example, the InterContinental Group Army Hotels provides extensive benefits and packages for their employees that would attract and retain employees. The hotel provides benefits including a 401k plan, holidays, employee life insurance, supplemental life insurance, dental benefits, and employee room discounts, among others (IHG Army Hotels, 2023). The employees’ testimonials concerning IHG Army Hotel provide a depiction of satisfied employees who are happy to be working with an organization that caters to their needs and actively motivates them to discharge their duties. 
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In resolving these challenges impacting hospitality concerning the high turnover that has been demonstrated, deciphering AI tools that improve employee performance versus those that impact service rendered is key. According to (McCartney & McCartney, 2020), service robots are a technological addition to the hospitality and Tourism industry, which influence employee and customer acceptance through the integration of policy that would enhance operations within the industry. This coincides with the advancement in the study by Ruel & Njoku (2021), where an analytical tool was demonstrated to be a helpful tool for managers in making improvements on talent that reflects on job satisfaction among hotel staff. Identifying components that integrate well with employees and do not render their services null but improve their efficiency would reduce employee turnover. An example is seen in Marriott International, where the hotel integrates AI technology which analyses and foresees customer demands and preferences (New Gen Advisory, 2023).
Noting the needs of employees according to the generations is an important component that would improve the identification of strategies that would be incorporated. Job specialization strategies and technological collaboration with staff, especially Generation Y and Z, provide avenues that would be explored within hospitality that would improve retention (Michael & Fotiadis, 2022). The aspect of working hours within the hospitality industry, in some instances, necessitates working during holidays and late evenings (Lashley, 2016). According to (Lockwood & Guerrier, 1989), integrating strategies that adopt flexible working hours in alignment with methods that consider work development, attraction and retention, peaks and troughs, and the economy. Such considerations improve the job satisfaction of employees, which impacts their retention choices. Hilton Hotels incorporated an AI tool that enhanced the delivery of services and provided ease of work for hotel staff. In one of the busiest Hilton hotels at Hilton Largo Washington DC, the AI tool enhanced the check-in process for guests in which the front desk staff welcomes guests and the computer-based tool enhances transactions captures guests' preferences and allows the front desk to interact with guests more while the tool does the analysis and gives feedback within a short time (Stories from Hilton, 2023). 
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The human resource department is a crucial component in fostering effective recruitment and retention within the hospitality industry, which directly impacts operations. The current high employee turnover within the hospitality industry has been brought about by several aspects within the internal strategies and external influences that have caused hotel staff to turn to other opportunities. Internal aspects include the aspects of wages, prospects of career progression, and incompatibility of the roles assigned within the industry. 
The component of wages is an integral consideration that affects the human resource department in recruitment and retention. In the Headland Hotel, which is the hotel chain chosen in this paper, the inability of the hotel to sustain the hotel staff during COVID-19 because of the financial aspect caused the high turnover, which resulted in the hotel downsizing as they could not manage more staff. In addition, as discussed in the paper, Generation Y and Z employees appreciate wages that are accompanied by benefits as that reflects the value which they are accorded within the hotel. This is especially true among Generation Y, who value purpose and would be content with reasonable wages that cater to their needs, while Generation Z's preference includes reasonable wages with benefits to enhance their interests outside the working environment. Prospects of career progression are another factor that was identified in the paper that impacted recruitment and retention within the hotel industry. Employees sought other opportunities that provided avenues for career progression, which led to a reduction in retention rates within the hospitality industry. 
External factors include pandemics such as COVID-19, economic recession, and developments in AI. During the pandemic, several industries were affected and hospitality constituted one of the industries that experienced high turnover of employees. The Headland Hotel downsized upon the onset of the pandemic as the pandemic affected its operations in financial capacity due to the deaths in the world that reduced visits, which led to a significant shortage of staff due to the inability to operate at full capacity. The issue with economic recession has also affected industries globally, and hotels are no exception, which has been demonstrated by the return of immigrants to their countries, hence, the reduction in retention. 
Although these challenges have significantly impacted the human resource department in the recruitment and retention of employees, some strategies could be integrated to reduce the rate of employee turnover. These solutions include the incorporation of talent management and the integration of AI to support employee efficiency. Talent management is a crucial aspect that would improve the work environment, make it attractive to recruits, and improve retention rates. This can be done by increasing average wages and incorporating benefits and bonuses. Integration of AI is seen by the Hilton Hotels has improved the efficiency of employees, as discussed above. Such strategies would improve recruitment and retention rates within the hospitality industry. 
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