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   The hotel sector is a dynamic and fast-paced industry that relies on customer satisfaction and loyalty. One of the most important parts of ensuring client loyalty is addressing industry-wide retention challenges. Customers that have retention challenges may migrate to rivals, reduce their frequency of visits, or shun the brand entirely. (Arshad, Yaseen, 2020) As a result, identifying and addressing the retention challenges that effect client loyalty in the hotel business is critical. This study project seeks to explore customer retention challenges in the hotel sector and to suggest ways for improving customer engagement. The research will look into the variables that influence customer retention in the hotel business, the impact of retention issues on customer loyalty, and the success of various retention methods.
   The findings of this study will be beneficial to improve knowledge of retention challenges in the hotel sector, as well as providing insights into the elements that drive consumer loyalty. The study's outcomes will assist hospitality industry managers in developing effective retention strategies that can improve customer loyalty and, ultimately, increase profitability. According to a study by Baker (2019), employee retention is a significant issue that impacts the hospitality industry, including well-known brands like Marriott and Hilton. Employee turnover can result in higher recruiting and training expenses, reduced productivity, and lower overall morale. Marriott and Hilton both face challenges related to employee retention. Marriott, for instance, had an employee turnover rate of 23% in 2020, which is higher than the industry average. The company attributes the high turnover rate to various factors, including career advancement opportunities, compensation, and work-life balance. Hilton also faces similar challenges related to employee retention, with a turnover rate of 23.4% in 2020.
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   The hotel business, including well-known companies like Marriott and Hilton, has been dealing with staff recruiting and retention issues. The insufficiency of trained labor, changing work habits, and growing competition for talent have produced a complicated climate in which the hotel sector has struggled to recruit and retain top personnel. (Bosworth, Barry, 2018) The goal of this research proposal is to look at the present issues that the hospitality sector is facing in terms of staff recruitment and retention, with a particular emphasis on the case studies of Marriott and Hilton. The objectives of this study are:
1. To identify the current challenges that the hospitality industry is facing in terms of employee recruitment and retention.
2. To examine the impact of these challenges on employee recruitment and retention in Marriott and Hilton.
3. To identify the strategies that Marriott and Hilton have implemented to address these challenges.
4. To propose recommendations for the hospitality industry to improve employee recruitment and retention.
[bookmark: _Toc128926885]Literature review 

   A key difficulty in the hotel business has been observed as a shortage of skilled workers. According to research conducted by the American Hotel & Lodging Association (AHLA), the sector would require nearly 1.3 million new employees by 2026. A lack of investment in employee training and development, high turnover rates, and an ageing workforce are all contributing factors to this shortfall. (Dunford, Hilson, 2016).
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   A qualitative research technique, involving a case study research strategy, will be used in this investigation. Data for the study will be gathered from both primary and secondary sources. In-depth interviews with Marriott and Hilton employees and management will be used to obtain primary data. A survey of academic literature, industry papers, and internet sources will be used to obtain secondary data. The study will be conducted in two phases. The first phase will involve data collection, including in-depth interviews with employees and managers from Marriott and Hilton. The second phase will involve data analysis and interpretation.
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   The results of this analysis will provide light on the present issues that the hospitality sector faces in terms of personnel recruitment and retention. The study will identify the strategies that Marriott and Hilton have implemented to address these challenges and propose recommendations for the hospitality industry to improve employee recruitment and retention. This study's outcomes will provide valuable insights for hospitality industry managers and policymakers to develop effective recruitment and retention strategies to attract and retain top talent.
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   The hospitality industry is a highly competitive industry that requires skilled and motivated employees to provide excellent customer service. (Deery, Jago, 2015) However, the industry has been facing significant challenges related to employee recruitment and retention. Conducting a PESTLE and SWOT analysis helps identifying the external and internal factors that affect employee retention in the hospitality industry.
· A PESTLE analysis of retention issues in the hospitality industry would consider the following factors:

Political: Government policies and regulations related to labor laws and immigration can impact the availability of skilled labor and the cost of hiring and retaining employees.
Economic: According to research of Enz (2009), economic conditions, such as recession or inflation, can impact the profitability of hospitality companies and their ability to provide competitive compensation and benefits to retain employees. In the hotel business, inflation may have a substantial influence on retention. Employees may feel that their earnings are not keeping up with the cost of living when prices for products and services grow, which can contribute to job discontent and attrition. (Amaratunga, Senaratne, 2015) Employee benefits such as healthcare and retirement plans can also be affected by inflation, making it more difficult for businesses to offer competitive wage packages. Employees may seek work elsewhere as a result, resulting in higher turnover rates.
Social: Changing demographics and consumer trends can impact the hospitality industry's ability to attract and retain employees who align with their brand values and customer service standards.  (Hayton, 2016)
Technological: Technological advancements can change the way the industry operates, requiring new skills and training for employees, and affecting their job satisfaction.
Legal: Changes in labor laws or regulations can impact the costs and legal obligations of hiring and retaining employees. 
Environmental: Environmental issues such as sustainability and climate change can impact the hospitality industry's ability to attract and retain employees who value eco-friendly practices and corporate social responsibility. (Marinakou, Giousmpasoglou, 2019)
   By considering these factors, hospitality companies can develop strategies to address retention issues and create a positive workplace culture that promotes employee satisfaction and loyalty.
· SWOT Analysis: internal factors 
Strengths: Hospitality companies can offer attractive benefits packages, such as healthcare and retirement benefits, to retain employees or provide opportunities for career advancement, which can improve employee retention rates. (Chan, Wong 2006)
Weaknesses: The hospitality industry is characterized by low pay and long working hours, which can lead to increased turnover rates. The industry can be physically demanding, which can lead to employee burnout and reduced retention rates.
Opportunities: The rise of experiential travel can create new opportunities for hospitality companies to differentiate themselves and attract and retain top talent. (Levy, 2011) The increasing focus on sustainability can create new opportunities for hospitality companies to attract and retain employees who prioritize environmental responsibility.
Threats: The shortage of skilled labor can make it difficult for hospitality companies to attract and retain top talent. The growth of alternative accommodations, such as Airbnb, can lead to increased competition for talent and reduced employee retention rates. (Adzoyi, Blomme, Honyenuga, 2021)
   External variables like as government regulations, economic situations, social trends, technical improvements, legal factors, and environmental factors can all have an influence on employee retention rates, according to the PESTLE study. (Crotts, Zehrer, Bender, 2015) According to the SWOT analysis, hospitality organizations may harness their strengths and chances to boost staff retention rates while addressing their weaknesses and threats to overcome these obstacles. The hotel business may increase employee retention, recruit top talent, and preserve a competitive advantage by identifying and addressing these external and internal aspects. (Bharadwaj, Khan, Yameen, 2022)
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   Marriott is a multinational hospitality company that operates over 30 hotel brands in more than 130 countries. According to its annual report, Marriott had a total workforce of 176,000 employees as of 2020. The company has a strong focus on employee retention, as evidenced by its employee turnover rate of 15.2% in 2020, which is lower than the industry average of 31.6%. Marriott's success in retaining employees can be attributed to several factors. (Lee et al, 2022)  Hilton is another multinational hospitality company that operates over 18 hotel brands in more than 100 countries. According to its annual report, Hilton had a total workforce of 173,000 employees as of 2020. (Michael, Oliver,  Mark, 2021)  The company has also made employee retention a priority, with a turnover rate of 25.3% in 2020, which is lower than the industry average. Hilton's triumph in retaining employees can be attributed to similar factors as Marriott.
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   While both Marriott and Hilton have relatively low turnover rates compared to the industry average, they still face challenges in retaining employees. One of the biggest challenges is the high demand for skilled labor in the hospitality industry. As competition for talent increases, both Marriott and Hilton must compete with other companies to attract and retain top talent.
   Another challenge is the physical demands of the hospitality industry. Long working hours, irregular schedules, and physically demanding work can lead to employee burnout and increased turnover rates. (Chathoth et al, 2016)  Both Marriott and Hilton must address these challenges by providing their employees with a supportive work environment and opportunities for work-life balance.
   Marriott and Hilton are two of the largest and most successful hospitality companies in the world, with relatively low turnover rates compared to the industry average. Their success in retaining employees can be attributed to their focus on providing competitive compensation packages and training and development opportunities. (Davern, 2021)  However, they still face challenges in retaining employees due to the high demand for skilled labor and the physical demands of the hospitality industry. By addressing these challenges and continuing to prioritize employee retention, Marriott and Hilton can maintain their competitive advantage and provide excellent customer service to their guests. Marriott and Hilton have implemented various strategies to address the challenges they face in retaining employees in the hospitality industry. Some of the key strategies they have employed include:
Competitive Compensation Packages: Both Marriott and Hilton offer competitive compensation packages to their employees, including health insurance, retirement plans, and employee discounts on hotel stays. They also offer bonuses and other incentives to reward top performers. Moreover, Marriott and Hilton provide their employees with extensive training and development opportunities, including leadership development programs, online learning, and mentorship programs. 
Work-Life Balance: Both companies have implemented policies to promote work-life balance for their employees, including flexible scheduling, telecommuting, and paid time off.
Recognition and Rewards: they have implemented employee recognition and rewards programs to acknowledge top performers and motivate employees. (Alipour, Karimi, 2019)
Strong Company Culture: they have developed strong company cultures that emphasize teamwork, collaboration, and mutual respect. They foster a sense of community and encourage employees to build relationships with one another, which can improve job satisfaction and retention rates.
   The research proposal on employee retention issues in the hospitality industry with a case study on Marriott and Hilton has provided a comprehensive overview of the challenges facing the industry and the strategies implemented by these two companies to address these challenges.
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   The factors that contribute to employee turnover rates in the hospitality industry are compensation, benefits, training and development, work-life balance, competition for skilled labor, and changing industry trends. The PESTLE and SWOT analysis provided a deeper understanding of the external and internal factors impacting employee retention in the industry.
   The case study on Marriott and Hilton demonstrated that both companies have implemented effective strategies to address retention challenges in the hospitality industry. These strategies include competitive compensation packages, training and development opportunities, work-life balance policies, recognition and rewards programs, and strong company cultures.
    Overall, this research proposal provides valuable insights into the factors affecting employee retention in the hospitality industry and the strategies that companies can implement to address these challenges. By conducting further research into these areas, this study can contribute to the development of best practices for employee retention in the industry, which can improve job satisfaction and ultimately benefit the overall success and profitability of hospitality companies.
   In conclusion, the importance of employee retention in the hospitality industry cannot be overstated. By retaining top talent, companies can improve customer service, reduce turnover costs, and build a strong reputation as an employer of choice. The strategies implemented by Marriott and Hilton serve as excellent examples of how companies can address retention challenges in the industry, and this research proposal provides a valuable framework for future research in this area.



[bookmark: _Toc128926892]References


1. Adzoyi, P.N., Blomme, R.J. and Honyenuga, B.Q. (2021), "Hotel Customer Retention: A Study of Customers’ Perspectives in an Emerging Market", Chen, J.S. (Ed.) Advances in Hospitality and Leisure (Advances in Hospitality and Leisure, Vol. 17), Emerald Publishing Limited, Bingley, pp. 21-36. Online at: https://doi.org/10.1108/S1745-354220210000017002 [Accessed on 4.03.2023]
2. Alipour, H., & Karimi, S. (2019). The impact of compensation and benefits on employee’s retention in hospitality industry: A case study of two five-star hotels in Iran. Journal of Tourism and Hospitality Management, 7(3), 19-32. Online at:  https://www.jthmnet.com/vol-7-no-3-december-2019/8/ [Accessed on 3.03.2023]
3. Amaratunga, D., & Senaratne, S. (2015). An exploration of employee turnover in the hotel sector in Sri Lanka: A case study of Colombo city hotels. Journal of Human Resources in Hospitality & Tourism, 14(1), 1-19. Online at: https://www.tandfonline.com/doi/full/10.1080/15332845.2014.883978 [Accessed on 4.03.2023]
4. Arshad, R., & Yaseen, A. (2020). Role of work-life balance and employee engagement in hospitality sector. Global Business Review, 21(5), 1167-1181. Online at: https://journals.sagepub.com/doi/full/10.1177/0972150920962264 [Accessed on 4.03.2023]
5. Baker, S. (2019). Talent attraction and retention in the hospitality industry. International Journal of Hospitality Management, 78, 138-147. Online at: https://www.sciencedirect.com/science/article/pii/S0278431918305601 [Accessed on 3.03.2023]
6. Bharadwaj, S., Khan, N.A. and Yameen, M. (2022), "Unbundling employer branding, job satisfaction, organizational identification and employee retention: a sequential mediation analysis", Asia-Pacific Journal of Business Administration, Vol. 14 No. 3, pp. 309-334. Online at: https://doi.org/10.1108/APJBA-08-2020-0279 [Accessed on 4.03.2023]
7. Bosworth, R., & Barry, A. E. (2018). Turnover intentions of hotel employees: An analysis using conjoint methodology. Journal of Hospitality and Tourism Research, 42(4), 581-599.  Online at:  https://journals.sagepub.com/doi/full/10.1177/1096348017714094  [Accessed on 3.03.2023]
8. Chan, E.S.W. and Wong, S.C.K. (2006). Hotel selection: When price is not the issue. Journal of Vacation Marketing, 12(2), pp.142–159. doi:https://doi.org/10.1177/1356766706062154. [Accessed on 4.03.2023]
9. Chathoth, P. K., Ungson, G. R., Harrington, R. J., & Chan, E. S. (2016). Employee turnover in hospitality industry in China: Causes, consequences and retention strategies. International Journal of Contemporary Hospitality Management, 28(10), 2131-2151. Online at:  https://www.emerald.com/insight/content/doi/10.1108/IJCHM-06-2015-0292/full/htm [Accessed on 4.03.2023]
10. Crotts, J. C., Zehrer, A., & Bender, M. (2015). Employee turnover in hospitality industry. Journal of Human Resources in Hospitality & Tourism, 14(1), 1-5. Online at: https://www.tandfonline.com/doi/full/10.1080/15332845.2015.908494  [Accessed on 4.03.2023]
11. Davern, D. (2021), "Talent Management, The Employer Brand, and Employee Retention: Evidence from the Irish Hotel Sector", Jooss, S., Burbach, R. and Ruël, H. (Ed.) Talent Management Innovations in the International Hospitality Industry (Talent Management), Emerald Publishing Limited, Bingley, pp. 79-98. Online at: https://doi.org/10.1108/978-1-80071-306-220211005 [Accessed on 4.03.2023]
12. Deery, M. and Jago, L. (2015), "Revisiting talent management, work-life balance and retention strategies", International Journal of Contemporary Hospitality Management, Vol. 27 No. 3, pp. 453-472. Online at:  https://doi.org/10.1108/IJCHM-12-2013-0538 [Accessed on 4.03.2023]
13. Dunford, R., & Hilson, G. (2016). Recruitment, retention and human resource management challenges in the mining industry. Journal of Cleaner Production, 112, 1674-1685. Online at:  https://www.sciencedirect.com/science/article/pii/S0959652615012224 [Accessed on 4.03.2023]
14. Enz, C.A. (2009). Human Resource Management. Cornell Hospitality Quarterly, 50(4), pp.578–583. Online at: https://doi.org/10.1177/1938965509349030  [Accessed on 4.03.2023]
15. Hayton, J. C. (2016). Strategic human resource management in the hospitality industry: An introduction to the special issue. Tourism and Hospitality Research, 16(2), 91-94. Online at: https://journals.sagepub.com/doi/full/10.1177/1467358416632733 [Accessed on 4.03.2023]
16. Lee, C.C., Lim, H.S., Seo, D.(J). and Kwak, D.-H.A. (2022), "Examining employee retention and motivation: the moderating effect of employee generation", Evidence-based HRM, Vol. 10 No. 4, pp. 385-402. Online at: https://doi.org/10.1108/EBHRM-05-2021-0101 [Accessed on 4.03.2023]
17. Levy, M. (2011), "Knowledge retention: minimizing organizational business loss", Journal of Knowledge Management, Vol. 15 No. 4, pp. 582-600. Online at: https://doi.org/10.1108/13673271111151974 [Accessed on 4.03.2023]
18. Marinakou, E. and Giousmpasoglou, C. (2019), "Talent management and retention strategies in luxury hotels: evidence from four countries", International Journal of Contemporary Hospitality Management, Vol. 31 No. 10, pp. 3855-3878. Online at: https://doi.org/10.1108/IJCHM-10-2018-0862 [Accessed on 3.03.2023]
19. Michael J. Mustafa, Oliver Mansilla, Mark T. Gibson. (2021) Examining when hotel middle-managers’ psychological ownership influences their commitment and job satisfaction. Journal of Human Resources in Hospitality & Tourism 20:2, pages 198-221.

