


1. Executive Summary
The hotel industry plays a crucial role in the global economy, providing employment opportunities and contributing to the tourism sector. However, one of the major challenges faced by this industry is employee recruitment and retention. High turnover rates not only disrupt the smooth functioning of hotels but also lead to increased costs and decreased customer satisfaction. Technologization, changes in the demographic composition of the workforce, social and cultural challenges, and the COVID-19 pandemic are only a few issues that affect recruitment and retention in the hospitality industry (eHotelier, 2023).
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2. Introduction
The Bristol Mariott Royal Hotel is a luxury hotel located in Bristol, England. It is part of the Marriott International hotel chain and offers a wide range of amenities and services to guests, including spacious rooms, a fitness center, a restaurant, and event spaces for meetings and weddings. The hotel is situated in a restored historic building, a Grade II listed Victorian building, and is known for its elegant architecture and stylish décor. It is located in the city center, making it convenient for guests to explore Bristol`s attractions, such as Clifton Suspension Bridge, Bristol Cathedral, and the Bristol Museum and Art Gallery. The Bristol Marriott Royal Hotel is also a popular venue for conferences and events, with a variety of flexible meeting spaces and the latest technology. In addition to its amenities and services, the hotel is committed to sustainability and has implemented various initiatives to reduce environmental impact. This includes energy-efficient lighting, recycling programs, and partnerships with local suppliers (Marriott, 2023). 
One of the biggest concerns for the hospitality industry is employee recruitment and retention. For many hotels retaining a talented employee is a strategic opportunity to maintain a competitive workforce and to be a successful hotel (Oladapo, 2014. p. 22). COVID-19, Brexit, and technologization made employee lose their jobs or decide to leave as they did not feel safe. Now, Marriott is facing a shortage of staff and has currently many job opportunities with benefits and one-off incentives. But employees need more than only good wages, they need flexibility and excitement for them to stay and be productive (Financial Times, 2021). 
3. Main Body
The impact of the external environment on employee recruitment and retention can be both positive and negative. Hotels can implement several solutions to address the current challenges posed by technologies like artificial intelligence and automation (Harvard Business Review, 2022).
3.1. Technologization
Hotels can embrace technology. Rather than viewing technology as a threat, hotels can embrace it as an opportunity to enhance guest experiences and improve operational efficiency. Implementing automated check-ins and check-out processes, using chatbots for customer services, and upgrading smart room features can streamline operations and provide a seamless and convenient experience for guests. For example, “Marriott is using predictive analytics to identify and attract the most profitable customers and service areas. It helps the company analyse huge volumes of customer data like household profiles, professional and salary data, spending patterns, travel type & and frequency, and traveling locations to understand customers better, and identify profitable customers, to whom they can provide customized suggestions and offers. Analysing this data at a regional level helps it to understand unmet needs for additional hotels” (MarketLine Case Study, 2020). Marriott is also using AI chatbots to provide guests the opportunity to chat with hotel staff about account balances, voucher redemptions, and reservations. 
Rapid technological advancements can create a demand for new skills and expertise. Organizations may struggle to find qualified candidates who possess the necessary technical knowledge, leading to recruitment challenges. Additionally, employees with in-demand technical skills may be more likely to switch jobs for better compensation or career growth opportunities (Maurer and Siller, 2020, p. 261).
3.2. Changes in the demographic composition of the workforce
The demographic composition of the workforce has undergone significant changes in recent years, and this transformation has had a profound impact on various industries, including the hospitality industry. As hotels strive to recruit and retain talented employees, they must adapt to the evolving demographics of the workforce. For example, as the baby boomer generation retires, hotels may face challenges in finding experienced replacements. Additionally, younger generations, such as Millennials and Gen Z, have different expectations and priorities when it comes to work, requiring businesses to adapt their recruitment and retention strategies accordingly. Hotels must recognize and accommodate the unique needs and preferences of different generations to effectively recruit and retain employees. Millennials, for example, who now form a significant portion of the workforce, value work-life balance, career growth opportunities, and a sense of purpose in their work. Hotels that offer flexible schedules, training programs, and opportunities for personal development are more likely to attract and retain millennial employees (Haniff, 2016, p. 88). The Bristol Marriott Royal Hotel has implemented a culture of appreciation and recognition where the human resources at the hotel conduct periodic performance evaluations, motivate the employees through different incentives and provide feedback to their personnel (Workhuman, 2023).
3.3. Social and cultural challenges
Social and cultural challenges can influence employee preferences and expectations. For instance, an increasing emphasis on work-life balance and flexible work arrangements may make it necessary for organizations to offer such benefits to attract and retain talent. Similarly, a growing focus on diversity and inclusion may require businesses to prioritize diversity in their recruitment efforts. As the hospitality industry is one of the biggest industries in the world and one of the world's rapidly growing industries, it has the most diverse employees it is very important for hotels to employ a culturally diverse workforce as this can lead to cultural awareness, wide range of knowledge, language proficiency and strong competitor in the industry (Manoharan, Gross, and Sardeshmukh, 2021, p. 1398). The presence of strong competitors in the industry can impact recruitment and retention, if competitors offer better compensation, benefits, or career opportunities, employees may be more likely to switch jobs. Companies need to stay competitive and differentiate themselves to attract and retain top talent (created by the author, 2023).
3.4. How Covid-19 is affecting retention
The Covid-19 pandemic has had a significant impact on the hotel industry, including its effect on employee retention. Once COVID-19 started, Marriot had to take several steps to reduce costs and had to close businesses temporarily. Due to travel restrictions and reduced demand for hotel services, Marriott decided to furlough a significant portion of their workforce. Health and safety concerns were another issue during the pandemic, so the hotel had to implement strict health and safety protocols to prevent the spread of the virus. Marriott made the decision to close their food and beverage outlets (MarketLine Case Study, 2020) and also doubled their hygiene measures by providing Plexi glass screens at the reception desk to minimize contact between guests and employees, signage in the rooms to assure guests that the room was properly cleaned and reduce the frequency the housekeeping was entering the rooms (CNBC Television, 2020). Moreover, the Pandemic had placed additional stress on hotel employees who were working under challenging conditions, dealing with increased workload, and facing the risk of exposure to the virus. This led to burnout, employees felt unsafe or uncomfortable working in this environment, and this led to decreased employee motivation and retention (MarketLine Case Study, 2020).
3.5. How poor management is affecting retention.
Effective management is crucial for the success of the hotels. However, poor management practices can lead to low employee morale, high turnover rates, and decreased customer satisfaction. Poor management can contribute to high turnover rates in the hotel industry. When employees feel unsupported, unappreciated, or lack of opportunities for growth, they are more likely to seek employment elsewhere. To combat this, hotels can improve communication channels between management and employees, ensuring that concerns are addressed, and feedback is considered. Additionally, providing opportunities for professional development and career advancement can help to retain employees (eHotelier, 2021).  Marriott International offers a comprehensive training and development program called “Marriott University” which focuses on enhancing management skills and fostering employee growth (Marriott Careers, 2023).
4. Conclusion
In conclusion, the impact of the external environment on employee recruitment and retention is complex and multifaceted. While external challenges can make it more difficult to attract and retain employees, they also present opportunities for companies to adapt, innovate, and differentiate themselves to bring the top talent. By understanding and responding to the external environment, organizations can develop effective recruitment and retention strategies that align with the challenging needs and expectations of employees (Potocnik, et all, 2021, p. 168). Examples from industry leaders such as Marriott International demonstrate the effectiveness of these strategies. Ultimately, improving retention rates in the hotel industry will not only benefit the hotels themselves but also enhance the overall guest experience and contribute to the industry`s growth and success (created by the author, 2023).
5. Recommendations
· Employee Engagement
One of the key factors in retaining hotel employees is ensuring their engagement and satisfaction with their work. Hotels can implement various strategies to enhance employee engagement, such as creating a positive work environment, recognizing, and rewarding employee achievements, and providing opportunities for growth and advancement. For instance, Marriott International has a program called “Spirit to Serve our Communities”, which encourages employees to participate in community service activities, fostering a sense of purpose and engagement (Marriott International, 2023).
· Training for employees.
Training for employees is essential for a good retention rate as this makes the employees know better their abilities and make the best use of them. Training is also a way to make the employees more professional at their jobs (Yang, 2010, p.1) It is very important for hotels to have a very good training program for their employees as they need to be well-trained for the business to be productive and to have a good retention rate (LinkedIn, 2019).
· Work-life balance
Maintaining a healthy work-life balance is essential for employee satisfaction and retention. Hotels can implement policies that promote work-life balance, such as flexible scheduling, paid time off, and employee wellness programs. The Ritz-Carlton Hotel Company, known for its exceptional service offers a “Take Care” program that focuses on employee well-being, providing resources and support for physical and mental health (Hospitality Ambassadeurs, 2023). Another good example of work-life balance is Marriott International. Their employees can choose shifts to match their family responsibilities, and they have discounted rates at Marriott hotels worldwide so they can enjoy relaxing time together with their families.
This initiative helps employees maintain a healthy work-life balance, leading to higher job satisfaction and retention (Amire, 2022).
· Offer career growth opportunities.
Providing opportunities for advancement and professional development not only motivates employees but also ensures a skilled and dedicated workforce. Marriott International has applied a “learning culture” where the employees are motivated to develop new skills and to dedicate themselves to their professional interests (Perkins-Chavis, 2018, p.235).
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