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Introduction and background
Since its opening in 1906, The Ritz London has been a major player in the hospitality industry, and its name has been synonymous with the highest standards of comfort and service. Cesar Ritz opened the hotel, which quickly became known for its refined elegance and high-end services, drawing in a clientele that included notable politicians, businesspeople, and celebrities. Throughout its history, The Ritz has maintained its prestigious reputation, which is often linked with opulence and exceptional service. Even with shifting consumer preferences and increasing competition, luxury has maintained its status as a benchmark in today's hotel sector. The hotel's commitment to maintaining its classic appeal while offering modern comforts has been crucial to its long-term success (Kim, Barber and Kim, 2018).
The Ritz London, like many other hotels and restaurants, is struggling to survive in the current economic climate. The adoption and use of AI technology is one such challenge. Potential AI advantages include better support for existing customers and more effective use of resources. However, its implementation requires significant financial commitment and adequate personnel training. Another important concern is the phenomenon referred to as the 'Retirement tide,' which occurs when a workforce consisting of individuals in the latter stages of their careers results in the departure of experienced personnel, hence giving rise to deficiencies in service quality and operational expertise.The current demographic transition is a formidable obstacle in maintaining the renowned levels of service that The Ritz is associated with (Úbeda-García et al., 2021).
The issue of staff retention is of utmost importance at The Ritz London. The hospitality sector, as a whole, encounters significant rates of employee turnover, and The Ritz is not exempt from this trend. Based on industry studies, it has been observed that the average rate of personnel turnover within the hospitality sector in the United Kingdom may reach up to 30%. This substantial turnover rate notably influences the continuity of operations and the quality of service provided. The Ritz has distinct obstacles in employee retention, notably the need for more people, especially in positions requiring specialised skills and extensive expertise. The highly competitive nature of the sector necessitates a continuous challenge to keep exceptional personnel. 
Furthermore, the emergence of training gaps has become a noteworthy worry. The dynamic progression of consumer demands and technological advancements requires a continuous commitment to learning and growth, sometimes demanding a substantial allocation of resources. Retention methods are further complicated by management challenges, such as the need to modify leadership styles to accommodate a workforce that is always changing and to ensure the continued engagement of employees. The problems above need a strategic approach to human resource management, specifically emphasising employee growth, contentment, and employment (Köseoglu et al., 2020). This is essential to maintain the esteemed reputation of The Ritz London and uphold its exceptional service levels.
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Extensive research has been conducted on the recruitment and retention landscape within the hotel sector, uncovering a multifaceted interaction of several elements that influence these key domains (Ahmed et al., 2021). Numerous studies have continuously emphasised the distinct difficulties encountered by the industry, which are marked by elevated employee attrition rates, a heterogeneous workforce, and the ever-changing demands of customers. One of the primary discoveries in contemporary research is the influence of corporate culture on the retention of employees. According to research conducted by Baum (2016) and published in the International Journal of Contemporary Hospitality Management, it was discovered that fostering a workplace culture that is characterised by positivity, inclusivity, and supportiveness has a substantial impact on the retention of employees. This has special significance within the realm of premium hotels, such as The Ritz London, where the demand for outstanding service necessitates a profoundly dedicated and driven workforce (Alrawadieh, Alrawadieh and Cetin, 2020).
An additional noteworthy domain of inquiry is the impact of career development possibilities on recruitment and retention processes. The World Tourism Organization (2018) research highlights that the hotel sector places significant importance on career growth opportunities to recruit and retain skilled individuals. According to the study, the implementation of well-defined career trajectories and the provision of ongoing professional development opportunities can substantially mitigate turnover rates. Recent studies have also examined the impact of technology, particularly in the context of the recruiting process. The recruiting environment is transforming significantly due to the emergence of digital platforms and artificial intelligence (AI). According to a study conducted by Guevarra (2019), it has been shown that the use of technology can enhance the recruiting process, resulting in improved efficiency and effectiveness (Yeswa and Ombui, 2019). 
This  phenomenon also gives rise to apprehensions over depersonalisation and the need to strike a harmonious equilibrium between technical efficacy and interpersonal connection. The significance of compensation and benefits in employee retention is underscored in research conducted by Latinoamericana et al. (2019). In a highly competitive market, the provision of competitive pay, complemented by other perks like health insurance, retirement plans, and employee wellness programs, plays a crucial role in attracting and retaining personnel.Recent research has emphasised examining the effects of external circumstances, including economic situations, political events such as Brexit, and global catastrophes like the COVID-19 pandemic. These studies highlight the need to implement HR policies that are adaptable and robust in order to effectively address external disruptions and ensure the stability of the workforce (Chawla and Al, 2021).
[bookmark: _Toc150807905]Impact of External Factors
Brexit, the United Kingdom's departure from the European Union, has had a major effect on the hotel industry's labour markets and retention rates. There were worries that the legal and regulatory framework controlling employment would change and that the free movement of workers from the EU to the UK would be restricted after Brexit. The Office for National Statistics (ONS) reports that since Brexit, there has been a significant drop in the number of EU citizens working in the UK's hospitality industry, which has exacerbated labour shortages across the board (Papadopoulos, Lopez‐Andreu and Jamalian, 2021). For instance, the lack of qualified applicants will be exacerbated by the 31% drop in EU citizens working in the UK's lodging and food service industry between 2019 and 2021. The COVID-19 epidemic dealt the worldwide hotel business a devastating hit. Hotels and restaurants around the country closed because of the lockdowns, travel restrictions, and decreased customer confidence. The British Hotel Association (BHA) estimates an £80 billion loss in income for the UK hotel sector in 2020. As a result of having to implement furloughs and layoffs, several firms found it difficult to keep their employees. The epidemic also hastened the use of technology and automation in the sector, which may have long-term ramifications for the nature of hospitality employment. The industry may be on the mend, but it still must contend with personnel dynamics modified by the epidemic (Neupane and Khanal, 2022).
The economy and inflation have influenced the hotel industry's labour market and techniques for keeping employees. Consumers cut down on their spending due to the epidemic, which hurt the bottom lines of numerous companies. Rising inflation has increased wage pressure, especially the cost of living. The Confederation of British Industry (CBI) reports that inflation has risen to its highest level in many years, reducing consumers' buying power and causing employers to worry that workers may leave in search of better salaries to keep up with rising living expenses. To be competitive in today's economy, the hospitality industry has had to control labor expenditures carefully (The Ritz London, 2019).
 The rising tide of retirees throughout the world presents several difficulties for the hotel business. Many talented and experienced workers in the hotel industry are nearing retirement age as the population matures.This population change has the potential to reduce institutional memory and expertise. Establishments like The Ritz London have implemented knowledge transfer and succession planning programs to counteract this. According to the American Hotel & Lodging Association (AH&LA), the average age of hotel workers is increasing, highlighting the critical need to handle the ageing workforce. Brexit, the COVID-19 epidemic, economic issues, and the global retirement wave are just a few examples of the external forces that have had a major influence on the hotel industry's labour markets and staff retention. To handle workforce dynamics and keep service quality high, businesses must adopt flexible HR methods such as recruiting from a wider variety of talent pools, providing opportunities for employees to acquire new skills, offering competitive pay and benefits, and preparing for employee turnover and replacement (Ritz, 2023).
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Marriott, IHG (InterContinental Hotels Group), and Radisson, renowned entities within the hotel business, have adeptly addressed comparable obstacles encountered by The Ritz London. Technology integration in the hospitality industry has been seen in prominent hotel chains such as Marriott, IHG, and Radisson.These establishments have successfully adopted modern technological solutions, which include artificial intelligence (AI)-driven guest services and operational enhancements. The establishment has successfully integrated contactless check-in, mobile concierge services, and data-driven customization to effectively cater to its guests' changing demands and preferences. Acknowledging the need for a highly skilled workforce, these organizations have emphasised the development of their employees. The organisation provides comprehensive training programs that prioritise the development of leadership abilities, soft skills, and a commitment to continual learning, to improve employee happiness and retention (Lanzinho, 2022).
Some chains have undertaken portfolio diversification in response to evolving market circumstances.For example, the company has expanded its operations to include extended-stay hotels and vacation rentals to accommodate a wider array of visitor preferences. In a comparative analysis, The Ritz London has unique attributes that distinguish it from other establishments. The brand identity of The Ritz London is characterised by its strong foundation in history and legacy, which distinguishes it from current brands such as Marriott, IHG, and Radisson, offering a distinctive and exclusive luxury experience. The client base of The Ritz London mostly consists of affluent tourists. In contrast, Marriott, IHG, and Radisson cater to a wider variety of customers, including mid-range and budget sectors. The Ritz London has unique problems related to its historical infrastructure and rigorous service requirements, which need adaptability. On the other hand, Marriott, IHG, and Radisson exhibit a greater degree of adaptability to dynamic market situations owing to the varied range of brands they own (Marneros, Papageorgiou and Efstathiades, 2021).
[bookmark: _Toc150807907]Evaluation and Conclusion
In conclusion, this study has investigated the complex difficulties that high-end hotels like The Ritz London encounter in staff recruiting and retention. We have investigated these difficulties from both an internal and external perspective, and the following is a synopsis of our primary findings, their ramifications, and our suggestions for the company moving forward: Based on our results, The Ritz London is in a category of its thanks to its illustrious history and well-deserved reputation for luxury. However, preserving this status quo under external pressures has proved to be a tough endeavour. First, we can only discount the significance of events within our control, such as Brexit, the COVID-19 epidemic, economic swings, and the worldwide retirement tide. Recruitment and retention are more difficult because of these issues, which include a need for more available workers, new regulations, and economic uncertainty.
The hotel would benefit from adaptive recruiting tactics that would allow it to draw from a wider variety of talent pools.
 Possible strategies include broadening the types of candidates sought, forming partnerships with educational institutions to build talent pipelines, and expanding the search for candidates outside the country's borders. The Ritz should put money into training and development programs to fill up any knowledge gaps and encourage the growth of competent staff. To ensure that workers are prepared to meet the sector's changing needs, these should emphasise both hard and soft skills, such as leadership and problem-solving. The Ritz may want to reconsider its pay packages in light of the difficulties posed by inflation and increased living expenses if it wants to retain competitiveness in the labor market. Employee happiness and loyalty may be boosted by providing non-monetary advantages, including health and wellness programs and possibilities for advancement. The Ritz should prioritise succession planning and knowledge transfer initiatives as the staff ages. It will be crucial to the service's continued success that leaders be identified and that the richness of institutional knowledge is passed on to the next generation of workers. The Ritz should stress a human-centred approach while integrating technology such as AI and automation. The hotel's signature brand of individualised service should be bolstered rather than replaced by technological advancements. Workers should be educated on how to use technology in favour of guests best.
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	Strengths
	Weaknesses

	• Brand reputation for luxury and exceptional service
	• High operating costs

	• Historical significance
	• Labor shortages

	• Prime location
	• Competitive market

	• Experienced staff
	• Dependence on tourism

	• Fine dining
	• Aging infrastructure

	• Strong financial performance
	• Reliance on a few key markets

	• Innovative marketing and branding
	• Difficulty maintaining high standards of service and quality

	• Strong relationships with key stakeholders
	• Limited diversification of revenue streams




	Opportunities
	Threats

	• Diversification of services
	• Economic uncertainty

	• Digital marketing
	• Regulatory changes

	• Global expansion
	• Global events

	• Sustainability initiatives
	• Online reviews and social media

	• Staff training and development
	• Changing customer preferences

	• Increasing competition from luxury hotels in emerging markets
	• Changing consumer demographics

	• Vulnerability to economic downturns
	• Potential for reputational damage

	• Exposure to currency fluctuations
	• Increased regulation of the hospitality industry
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	External factors to consider
	
Factors affected within my industry
	Importance to organisation

	POLITICAL
	Government policy Political stability Tax
Industry regulations Global trade agreements and or restrictions
	Policies of the government, ties with other countries, and political stability are all important.
	Political issues may have an effect on tourist tendencies as well as labor laws, which can directly influence personnel levels and operational capacities.

	ECONOMIC
	Exchange rates Globalisation Economic growth/ decline
Inflation Interest rates Cost of living Labour costs
Consumer spending habits
	Economic cycles, currency exchange rates, and employment rate fluctuations all come into play.
	High: A hotel's occupancy and income are both affected by the state of the economy since it has an effect on how much money guests spend and how they travel.

	SOCIAL
	Consumer trends/ tastes,
Fashions Consumer buying habits
Lifestyle factors Career attitudes Work-life balance Population demographics
	Cha Consider demographics, cultural trends, and the tastes of individual customers.
	High: The expectations of customers are determined by social variables, which then drive workforce management in order to satisfy these expectations.

	
	External factors to consider
	
	

	TECHNOLOGY
	Automation Innovation Disruptive technologies Social networking Upgrades Robotics
Artificial Intelligence Security
	The use of cutting-edge technology and the digitization of service delivery.
	Medium: Although it needs investment and training, technology has the potential to improve both operational efficiency and the visitor experience.

	LEGAL
	Employment law Common law Local labour law Health and safety regulations
	Observance of all applicable laws, rules, and guidelines.
	High: Meeting the legal standards is essential to running the business and may have an effect on how employees treat customers and how they are treated.

	ENVIRONMENTAL
	Environmental restrictions imposed by in-country governments Sustainable resources
CSR (Corporate social responsibility) Ethical sourcing Transportation Procurement
Supply chain management Future pandemics
	Regulations pertaining to sustainability practices and the environment.
	Customers and staff are placing a greater importance on environmental considerations, which in turn has an effect on the image of the business and its operations.
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