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Introduction

The given report is about investigating current external challenges faced by HR
department and their impact on employee retention in hospitality sector. For this
report, London Marriott has taken as case organization. In this report, it will be
discussed that how Marriott London has faced external challenges such as BREXIT
and COVID 19 pandemic and yet successfully retained their employees, maintaining

their position of one of the best hospitality company of the world.

Background of Marriot International, London UK.

Marriott Hotels & Resorts is one of the best hospitality company working
internationally. The company is registered under the brand name of Marriott
International (Nyangwe and Buhalis, 2018). The company is based on approximately
582 hotels and resorts with room capacity of 205053 (Catana and Toma, 2021).
Additionally, the company has also planned 160 hotels with 47,765 room capacity. The
company was founded by J. Willard Marriott 66 years ago in 1957 (Simdes, 2021).
Marriott is one of the world's most recognizable brand name in both hospitality sector
and corporate landscape (Mazen, 2017). The success of Marriott is not only because
of its business model but because of its highly effective and efficient human resource
department. The hotel is considered as outstanding employee retention company and
has gained enough competitive edge over its competitors due to its effective employee
retention and recruitment strategies which is one of the key features of its human

resource management department.

Issue of Marriot in London

Although Marriott is one of the biggest brand name in the world and is one of the
number 1 choices of guests in London and other areas of UK, the hotel has faced
some serious HR issues after BREXIT and COVID 19 pandemic crisis (Pereira, 2022).
Both of these issues were external issues but they have affected the organization in
manifolds and tend the hotel to change its HR policy just because of these external
issues. Because of BREXIT and COVID 19 pandemic, the company has faced some
serious issues regarding employee/skill shortage, increased cost due to newly
introduced immigration system, decrease in tourism due to decrease in travel to UK

alone instead of travelling entire EU (Neupane and Khanal, 2022). Such kind of factors




can also affect other hotels and in addition to that the issue of poor management and
lack of training would worsen the situation and force employees of hotels to switch

companies where they are offered more friendly corporate environment.

Challenges faced by Marriot Hotel in London

External challenges have always been one of the biggenge agents in the
organizations. Companies tend to make changes in their policies and strategies due
to prevalence of any change in its environment so that the impact of that challenge
would be minimized (Srdjevic, Bajcetic and Srdjevic, 2012). Organizations use many
external environment analysis tools to analyze external environment in which the
companies are operating for instance PESTLE analysis tool and SWOT analysis tool
are some of the very useful tools which different organizations adapt in order to
analyze external environment and craft strategies accordingly (Bismark et al., 2018).
There is no exception for hotel industry as well, hotel companies also face great
challenges due to any change in external environment of the companies. The given
report is based in UK therefore the report will discuss some of the challenges which
London based hotels have faced during the times of BREXIT and COVID 19. BREXIT
and COVID 19 were the biggest changes in the external environment of Marriott
London due to which the hotel has faced many new kinds of challenges such as
employee shortage, skill shortage, increased cost of labor and higher rate of inflation
(Gerwe, 2021).

Anthony Capuano, the CEO of Marriot Hotels & Resorts

CEO of Marriott International, Anthony Capuano has stated that shortage of workers
is the most significant challenge faced by hotel industry in London (Covey, 2021). He
further stated that there has been increase in the applications for hourly jobs in hotel
industry but the quick quits are also increased which means that people leave their
jobs when they come to know that how much hard work and dedication is involved in
the hospitality industry (Wroten, 2021). With increased rates of hotel stays, the guest's
expectations have also increased but due to shortage of employees, provision of
satisfactory services has not remained possible (Sonith, 2022).

There are two most important challenges faced by hotel industry in UK in recent years.
These two challenges are BREXIT and COVID 19 pandemic. The report has
discussed both of these challenges and how they have affected Marriot hotel in




London. Hotel industry of UK was highly dependent on workers from different EU
countries but with the execution of BREXIT, these workers had to leave UK which has
left a great number of vacancies in hotel industry. Marriott London has not only faced
shortage of employees but it has also faced shortage of skills because before BREXIT
people from all EU countries were working in the hotel and especially in kitchen section
and prepare cuisines for guests from different areas of Europe but due to BREXIT
these chefs are already gone and current chefs have only limited knowledge of
international local cuisines. Therefore, the hotel face shortage of skilled workers.
According to The New York Times many hotels in UK would recruits waiters, chefs
and bartenders from Spain, Italy and Greece but these employees have left their jobs
because of restriction on free movement between home country and UK (Portes,
2022). 11% of the total jobs in hospitality industry of London has become vacant

(Tiwasing, 2021). Another survey has shown that 40% of the restaurants had to cut

their hours and more than one third of the restaurants, pubs and hotels have to shut
down their establishments by early 2023 (Niedermayr, 2022). These factors have
shown that how BREXIT has affected UK's hotel industry. Similarly, COVID 19
pandemic has also affected hotel business and especially their HRM because of the
restrictions imposed on travel, doing business, supply chain and public gatherings.
Restaurants and hotels were the most affected areas and hospitality industry has
suffered a great deal of loss because of these factors. Many establishments face
closure due to non-maintenance of their business and many others have lost a great
deal of business and revenue. Such kind of external factors have a direct impact on
human resource management and employee retention.

In addition to that Capuano has also stated that to deal with the current human
resources issues, Marriott has decided to introduce part time managers for the first
time in history of the corporate management of the company (Sealy, Jenkins and
Jalley, 2023). Which means that the company is offering part time jobs on managerial
level. Similarly, the CEO has also said that the Marriott has also considering job
sharing as one of the flexible work arrangement options for its employees so that they
can share jobs with another person. In this way, two persons can work together at one
job roll and take half of the compensation for each person. In addition to that, CEO
has also informed that Marriott believes in DEI which is diversity, equity and inclusion,
followed by this CEO has stated that Marriott has 800 people in leadership positions

and from them 46% are women and 21% of them are people of color (Félix and Wright,




2020). The company recruit peoples with talent but the CEO has stated that these
talented people want to see people like them in leadership positions so that they can

carry on their work to move upward and develop their career.

Other external challenges faced by Hotel Industry and the way out

There is no doubt that many other factors such as poor management, lack of training
and inflation can cause decreased employee retention for instance when the
management is poor the company would not make considerable revenue and could
not retain highly skilled employees by offering attractive compensation packages
(Brownlow, 2023). Similarly, because of poor management, high risk employees will
try to switch organization where they can best achieve their personal goals. Therefore,
keeping management effective and efficient is one of the most important strategy to
retain employees. The hotel company can appoint effective leaders to improve its
management issues and overcome poor management situation. Furthermore,
employees tend to leave the organization where they do not find learning
opportunities. Therefore, hotel company should ensure that they do their best for the
career development of their employees. HRM department need to arrange periodic
trainings and seminars for hotel employees so that they will be able to learn new skills
and become aware about international trends and standards of hospitality industry
(Ghani et al., 2022). Employees prefer those companies who not only give attractive
compensation packages but also provide opportunities for career growth. Moreover,
inflation may also cause employees to leave the organization in order to look for better
options. Therefore, to prevent highly talented employees and high-risk employees to
not to leave organization, the company has to offer them attractive salary packages
benefits and bonuses, have attractive reward system and finally provide opportunities
for growth and development (Malik, Baig and Manzoor, 2020). In times of COVID 19,
Marriot London has given COVID 19 vaccines to its employees and agrees to bear all
medical expenses of the employees who gets infected by the virus. In addition to that,
Marriot London has also supported their employees even when the hotels were closed
due to government-imposed ban on the industry for the public safety (Hassanein and
Ozgit, 2022). Such kind of measures from the side of employer directly play key role
in recruitment as well as retention of employees. If hotels use such kind of employee

retention strategies then employees will not switch their jobs frequently as seen in the




case of Marriot London. HRM department may also introduce employee retention
strategies just the way Marriott London has introduced such as job sharing and part
time jobs at managerial levels so that larger number of people get attracted towards
the company and instead of leaving the organization work part time or with job sharing.

In this way the retention rate of the company will be improved.

Conclusion and Recommendation

Conclusion

In a nutshell, the report has highlighted how external factors play important role in
creating challenges for the organizations. The given report is based on hotel industry
of UK and the case company for this report is Marriot London, UK. The report has
highlighted that how BREXIT and COVID 19 pandemic has created so many
challenges for Marriot hotel operating in UK. For instance, the hotel has faced shortage
of employees and skills, similarly the company has also faced inflation and increased
cost of labor due to BREXIT. Moving forward, the company has also faced loss of
revenue due to temporary closure in times of COVID 19 and still continued to support
its employees. Marriot Hotel London has overcome all of these challenges due to their
effective strategies of HRM for the employee retention. The HR department has
introduced job sharing and part time jobs for managerial levels just to prevent
employees from leaving the organization. Current challenges on the human resource
department relating to recruitment and retention are shortage of employees, shortage
of skilled employees, increased cost of labor due to BREXIT, increased cost of labor

due to inflation and highly competitive rivals.

Recommendation
Based on findings of this report, following suggestions are recommended for HR
department for employee recruitment and retention
 HRdepartment should introduce flexible work arrangement techniques such as
job rotation, job sharing, part time jobs, remote working etcetera to retain high
risk and highly talented employees.
+ The department should also incorporate online hiring and recruitment process
to cut cost of hiring save considerable amount of time for candidate as well as

organization.




Managers and other senior positions should be filled from within the
organization so that employees will always have motivation to work at their best
so that they can be promoted to the next higher position.

HR manager should use employee friendly policies such as provision of
handsome medical and traveling allowance to attract new talent as well as
retain available talent.

Challenges like employee shortage and skill shortage can only be overcome by
effective retention strategies so that the current assets which are human
resources would not leave the organization.

HR department should also provide relief to the employees by giving them
bonuses or increase in their salaries to cope up with high inflation and

increasing economic challenges.
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This is a good report in terms of your ideas and
content, which is set outin a

very basic report format that includes the key
analyses. In future consider

keeping the SWOT to a bullet points and then take
the discussion outside the

box. There is also scope for more comparison with
other hotels. | like your

recommendations though these could be written
as more direct action

points for GM as required by the task

1.Research-informed
Literature 5/10

Your

work must be informed and supported by
scholarly material that is relevant to

and focused on the task(s) set. You

should provide evidence that you have accessed a
wide range of

sources, which may be academic, governmental
and industrial; these sources may

include academic journal articles, textbooks,
current news articles,

organisational documents, and websites. You
should consider

the credibility of your sources; academic journals
are

normally highly credible sources while websites
require careful

consideration/selection and should be used
sparingly. Any

sources you use should be current and up-to-date,



mostly published within the

last five years or so, though seminal/important
works in the field may be

older. You must provide evidence of your
research/own reading throughout your work, using
in-text citations in the main

body of your work and a reference list that is
alphabetical at the end of your

work. Please use the Harvard/APA referencing
system.

Specific

to this assignment: The work should

contain at least 20 academic references in support of
your work from a variety

of valid and reliable sources. A reference list should be
provided using UWNTSD's

Harvard referencing conventions.

2.Knowledge
and Understanding of Subject 15/25

Your

work must demonstrate the growing extent of your
knowledge and understanding of

concepts and underlying principles associated
with the subject

area. Knowledge relates to the facts, information
and

skills you have acquired through your

learning. You demonstrate

your understanding by interpreting the meaning of
the facts

and information (knowledge). This means that you
need to select and include in

your work the concepts, techniques, models,
theories, etc. appropriate to the

task(s) set. You should be able to explain the
theories, concepts,

etc. meaningfully to show your

understanding. Your mark/grade will

also depend upon the extent to which you
demonstrate your knowledge

and understanding; ideally each should be
complete and detailed, with

comprehensive coverage.

Specific

to this assignment: You should

demonstrate knowledge and understanding of the
theories/models associated with

engagement and methods use to obtain levels of
engagement within a workforce.

You should demonstrate a sound understanding of the



impact of current
challenges the industry is facing with regards to
retention.

3.Analysis
16 /25

Your

work must contain evidence of logical, analytical
thinking, evaluation and

synthesis. For example, to examine and break
information down into parts, make

inferences, compile, compare and contrast
information. This means

not just describing What! But also justifying: Why?
How? When? Who? Where? At

all times, you must provide justification for your
arguments and

judgements. Evidence that you have reflected
upon the ideas of

others within the subject area is crucial to you
providing a reasoned and

informed debate within your work. Furthermore,
you should provide

evidence that you are able to make sound
judgements and convincing arguments

using data and concepts. Sound, valid conclusions
are necessary and

must be derived from the content of your

work. There should be no

new information presented within your
conclusion. Where relevant,

alternative solutions and recommendations may
be proposed.

Specific

to this assignment: You should

critically evaluate your sources, synthesis of
information from your research

and academic theories/ models and draw appropriate
conclusions and

recommendations. Critically analyse the political,
economic, sociological,

technological, legal and environmental impact on
retention within the industry,

specifically your hotel.

4.Practical
application and deployment 14/25



You

should be able to demonstrate how the subject-
related concepts and ideas relate

to real world situations or a particular

context. How do they work

in practice? You will deploy models, methods,
techniques, and/or

theories, in that context, to assess current
situations, perhaps to formulate

plans or solutions to solve problems, some of
which may be innovative and

creative. This is likely to involve, for instance, the
use of real

world examples and cases, the application of a
model within an organisation and/or
benchmarking one organisation against others
based on stated

criteria. You should show awareness of the
limitations of concepts

and theories when applied in particular contexts.

Specific

to this assignment: The report should

include the current challenges faced within the
industry and critical analysis

of the affects of this, including, highlighting the
importance of retention

within the industry and why this is beneficial to the
organisation.

5. Skills
for professional practice 7/15

Your

work must provide evidence of the attributes
expected in professional

practice. This includes demonstrating your
individual initiative

and/or collaborative working. You must
communicate effectively in a suitable
format, which may be written and/or oral, for
example, essay, management

report, presentation. Work should be coherent and
well-structured in

presentation and organisation.

Specific

to this assignment: The report should

be presented using a project proposal as
demonstrated within the assignment
guidance notes. The content should be of a
professional standard with correct



spelling, grammar, justified text and a logical flow to
your discussion. The

work needs to be supported with citations which
should be referenced using the

Harvard method, including a variety of relevant and
up to date sources.
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