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Executive Summary:
This report will be discussing the impacts of current challenges that has on Holiday Inn, a renowned hotel brand known for its comfortable accommodation and excellent customer service. One of the biggest hotel chains in the world, Intercontinental Hotels Group (IHG), owns the brand. This report will cover statistical data for Holiday Inn and employee’s reviews. 
This report will look at current challenges including turnover rates and difficulties retaining employees and the challenges Artificial Intelligence (A.I) has on Holiday Inn. Using the SWOT analysis this report will analyse the strengths, weaknesses, opportunities, and threats of Holiday Inn.  IHG’s PESTEL analysis will consider the external environment elements that are most important to the company. To finalise this report will look at the effects of Covid, Brexit, Inflation and economic conditions affecting retention and the potential solutions. With conclusion and recommendations.
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Introduction:
This report will be looking at a proposal for HR department and what challenges may occur such as recruitment and retention at Holiday Inn and how Artificial Intelligence (A.I) is a big challenge for businesses today taking over the world.  
This proposal is based on Holiday Inn Sunderland, located at Keel Square, a renowned hotel brand known for its comfortable accommodations and excellent customer service. Holiday Inn is a well-known hotel brand that operates globally. It was founded in 1952, Kemmons Wilson opened the first Holiday Inn in Memphis, Tennessee, USA., and has since become a popular choice for travellers (Holiday Inn, 2023b). With a focus on providing comfortable accommodations and excellent customer service. Holiday Inn provides several facilities and services to meet the needs of visitors. The brand is part of the InterContinental Hotels Group (IHG), this is among the biggest hotels companies in the world. Holiday Inn strives to create a welcoming and enjoyable experience for all its guests (IHG, 2023b). At Holiday Inn Sunderland, guests can enjoy amenities such as comfortable rooms, a fitness centre, free Wi-fi, on-site dining options, and meeting facilities. It’s a great place to stay and unwind during visits to Sunderland (Holiday Inn, 2023a).  
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According to Statista, 2023 there were 224,381 Holiday Inn hotel rooms worldwide and 1,226 Holiday Inn hotels worldwide as of December 31, 2022.
Some of the current challenges faced by Holiday inn include high turnover rates and difficulties in retaining employees. These difficulties might be influenced by variables such as limited career advancement prospects, concerns about work-life balance, insufficient recognition and rewards, undesirable workplace culture and poor management. According to 122 reviews employees stated poor management and 104 reviews employees said the pay was low and the raise didn’t make a difference (Glassdoor, 2023). When it comes to the ability to keep talented workers, Holiday Inn ranks in the lowest 10% of businesses of a comparable size. Holiday Inn’s retention score is rated a “D- “by 480 employees. When asked if they thought they were paid fairly 38% voted yes whilst 68% voted no. 73% voted they would leave the current for 20% raise at a different company. 68% said they feel challenged at work. Regarding if the company leaders do what they should to retain them as employees, 60% voted no (Comparably, 2023). 

Challenges of A.I (Artificial Intelligence) on Holiday Inn:
Artificial intelligence (A.I) has the potential to significantly enhance hotel operations by automating time-consuming tasks like reservation and contactless check-in (Hollander, 2023). There are pros and cons to A.I some of the main disadvantages of AI is impersonal service. The increased usage chatbots, smartphone apps, and self-service kiosks for guest services could lead to less human contacts between hotel employees and clients. Another disadvantage is system failure and a risk of cyber attacks (Love the Maldives, 2020).  IHG, the company behind some of the most well-known hotel chains in the world, declared in a statement that it was investigating "unauthorised access" to several of its IT systems. The UK-based company said that its "booking channels and other applications" had been interrupted (McCallum, 2022). According to staff at Holiday Inn Sunderland there are many issues with system failure, the Opera system goes down often which has a huge impact on employees. If the opera system goes down this causes many disruptions as this is the system that operates the facility once this goes down employees are unable to check-in our out guests. Print downtime reports which is very important in case of fire the hotel wouldn’t know how many guests are inhouse. Housekeeping won’t know what rooms are dirty or clean so wouldn’t be able to allocate rooms to guests or sell rooms. They mentioned that they have many issues when cutting keys for guests such as when the clocks went back the system wouldn’t allow the guests to go back in the room as the keys stopped working, leaving guests frustrated. System failure causes a lot of disruption resulting in unhappy guests, which could lead guests not returning resulting in loss of revenue (Walton, 2023). 

SWOT analysis on Holiday Inn
The SWOT analysis framework is used to discover and analyse an organisation's strengths, weaknesses, opportunities, and threats (Bigelow, 2023). This Swot analysis will look at Holiday Inn and the IHG brand.
Strengths:
· Location: A contemporary hotel, Holiday Inn is a part of the IHG group, one of the largest hotel groups globally (IHG, 2023b). Situated in the city centre, the Holiday Inn Sunderland is just a short stroll from Sunderland Central Station and the Regional Metro Rail, which provides access to Newcastle, North Shields, and South Shields (Holiday Inn, 2023a). 
· Benefits for employees: To increase talent acquisition and retention IHG Hotels & Resorts has instituted a plethora of employee benefits designed to attract capable individuals to join the organisation. IHG introduced a new program ‘IHG my Benefits’ this offers a wide choice of staff leave and reward programmes tailored to an array of particular and current requirements, with flexibility as a major component. Among these are those related to adoption and paid parental leave for both parents (Lennon, 2021).
· Benefit programs: There are many benefits and programs for Holiday Inn employees this helps to retain employees. The benefits include 50% off food, beverages, discounted room rates available worldwide, free gym and health club access, free food on shift, career progression for those with ambition and capability, free uniform and free healthcare access including mental health access (Indeed, 2023).
Weaknesses:
· Cyber-attack: 1,200 franchisees of Holiday Inn UK were impacted by hackers. As soon as a guest makes a payment at the front desk, the hackers steal the card information, expiration date, and verification code. This clearly exposes a serious flaw and shows how vulnerable Holiday Inn is to IT security issues (Ruel, 2022). 
· Parking: One of the weaknesses of Holiday Inn Sunderland is not having on-site parking this is a major downfall for the hotel guests and employees as most people prefer onsite parking. 
· System failure: Another weakness would be A.I, hotels system failure (Opera) as there have been many incidents of when the system has gone down and staff were unable to cut keys for guests and the guests could not get into their rooms (Walton, 2023). 
Opportunities:
· Geographical markets: opening new hotels IHG Hotels & Resorts intends will generate 7,000 new employments in Southeast Asia, and South Korea in over 100 of its open hotels and 90-strong pipeline.
· IHG is devoted to fostering a robust and welcoming culture and offering adaptable working conditions and has modified its recruitment and retention strategy by emphasising people development to draw the best talent in the market from both inside and outside the industry (Global expat, 2023).
· Holiday Inn: 62 newly opened hotels which means more job opportunities.  
Threats:
· Competitors: The main threat for Holiday Inn Sunderland would be competition from their competitors such as Premier Inn, Travelodge and Ibis as there are many situated alongside Holiday Inn Sunderland (Holiday Inn, 2023). 
· Cyber-attack: is a huge threat for any industry, Holiday Inn was under cyber-attack back in year 2022, this will cause loss of revenue also a catastrophic damage to a hotel’s reputation and brand image (McCallum, 2022).
· Young people are turned off by perceptions of low wages (Lutrario, 2022).   

Pestel analysis:
The PESTEL Analysis of IHG and Holiday Inn would help the company make wise strategic decisions while taking current trends and other factors into account. The most important elements of the firm's external environment will be considered in IHG's PESTEL analysis.
Political: Local government policies and regulations can impact the hotel industry in Sunderland, including zoning laws and tourism promotion initiatives. If the ruling political party imposes a travel ban, the tourist and hospitality industries will suffer immediately (Frue, 2019).
Economic: The demand for hotel rooms and Holiday Inn's financial success can be impacted by economic factors such as the local economy, employment rates, and tourism trends in Sunderland. The hotel industry is directly impacted by various economic conditions, including unemployment, inflation, recessions, and unstable economies (Travel Pedia, 2023).
Social: Social factors such as local demographics, cultural events, and travel preferences of residents and tourists in Sunderland can affect the services and amenities offered by Holiday Inn (Fern Fort University, 2023). 
Technological: By utilising the potential of cloud-based technology to provide consumers with a smarter, easier, and faster way to book and tailor their stays, IHG is revolutionising the hospitality industry. The enhanced reservation process enables customers to select special room features like an upper floor or a room with a view (IHG Hotel & Resorts, 2023).
Environmental: Environmental factors such as sustainability initiatives, local environmental regulations, and energy efficiency standards can impact the hotel operations and sustainability practices. Areas rich in biodiversity are frequently tourist hotspots; it is critical to recognise the need to handle these delicate eco systems with care, treading cautiously to avoid harming animals, plants, and natural ecosystems, and operating and growing responsibly to enrich our natural surrounds (IHG, 2023a).
Legal: The operational environment of Holiday Inn can be influenced by legal considerations such as Sunderland-specific licencing requirements, health and safety rules, and labour laws. The hotel industry has always been hindered in its ability to make improvements by the multitude of laws that must be followed; this load lowers the industry's ability to compete (Codo, 2018).

The impacts of Covid, Brexit, inflation, economic conditions and how it is affecting retention: 
The hotel sector has been significantly impacted by the Covid pandemic, with many businesses unable to weather the storm and, regrettably, failing. Brexit and COVID-19 have had a profound effect on the hospitality workforce Brexit resulted in workforce shortages, a large amount of the hospitality business relied on 70% of its workers being EU citizens, and with the change in legislation, over 300,000 people returned to their home countries (Berns, 2021). During covid the owner of Holiday Inn announced 650 job losses as he mentioned there were fewer guests and fewer rooms to clean (Hancock, 2020). The acute recruiting problem remains one of IHG's top concerns, with hospitality businesses across the UK struggling to fill vacancies after the pandemic's end. Brexit exacerbated the problem in Britain because so many employees were from the EU and had left and had not yet returned (Hunt, 2022).  Economic factors like inflation can affect pay and perks, which can affect how satisfied employees are with their jobs. Workers will eventually require pay increases to support themselves as the cost of living and inflation expenses rise. When competitors prioritise raising pay, hospitality organisations that do not adjust to these developments will eventually lose employees (Ginger Hospitality, 2023). The combined pressures have implemented difficulties for hotels such as Holiday inn to rapidly innovate their retention policies.

Potential Solutions:
To address retention challenges, IHG implemented solutions such as focusing on creating a supportive and inclusive environment, providing flexible work arrangements, and actively listening to and addressing employee concerns. Presenting chances for professional advancement and development and cultivating a happy workplace environment, promoting work-life balance, and enhancing employee engagement and recognition programs. Additionally, IHG can offer competitive salaries and benefits (TTG Asia, 2021). These strategies can help improve employee satisfaction and increase retention rates. 

Conclusion:
To conclude considering the impact of SWOT, Pestle, A.I (Artificial Intelligence), Covid, and Brexit on retention, it is critical to examine the organization's strengths, weaknesses, opportunities, and threats. Technological developments and artificial intelligence (AI) can improve retention techniques. However, difficulties such as Covid, Brexit, inflation, and economic factors, such as uncertainty and changes in work arrangements, might have a detrimental impact on retention. Organisations must adapt to and solve these difficulties by employing successful retention tactics such as competitive rewards, establishing a healthy work culture, and providing opportunity for growth and development. 

Recommendations:
· Establish flexible work schedules to support work-life balance and adapt to changing demands.
· Make training and development investments for staff members to promote prospects for professional advancement. 
· Improve communication challenges to answer employee concerns and offer regular feedback (GP, 2022).
· Improve employee benefits and compensation packages to remain market competitive. 
· Acknowledge and praise employees for their contributions and accomplishments.
· Keep up of industry trends and adjust retention methods accordingly (Crail, 2023).  
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