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1. [bookmark: _heading=h.v8rsit8rxpfh]Executive Summary
Introduction
Key issues in the business are negatively impacting the overall performance. The consultancy report has explored a specific issue that was noticed at the London Marriott Hotel Kensington. In 1969, the London Marriott Hotel Kensington was established. The study has revealed that at present; the London Marriott Hotel Kensington holds a significant position in the hospitality industry of the UK. The consultant of the Horizon Consulting group analysed some industry reports and highlighted that the high employee turnover is a specific issue faced by the London Marriott Hotel Kensington. The study has a proposal to not only identify the core reason for the issues but also provide suitable recommendations to overcome the issues and change the management strategy for the London Marriott Hotel Kensington. 
Analysis
The study has used several secondary sources to analyse the operations and business performance of the London Marriott Hotel Kensington. The industrial reports revealed that a high employee turnover reduces the ability of operations and delivering high-quality services to the targeted customers of the London Marriott Hotel Kensington. The study highlights that the lack of effective compensation, career development opportunities and others create the high employee turnover at the London Marriott Hotel Kensington. To ensure a more detailed analysis, different frameworks are used in this report. Using the STEEPLED framework revealed that external factors influence the employee turnover at the London Marriott Hotel Kensington. For example, better work-life expectations during the post-pandemic, automation, Brexit, economic uncertainty, and regulations on staffing models, sustainability, pressure and others are some external factors that are highly influencing the employee turnover in the hospitality sector, including at the London Marriott Hotel Kensington. The SWOT framework was used to analyse the internal capabilities of the London Marriott Hotel Kensington. This revealed that the high reputation of the Marriott in the global hospitality industry, prime location, customer loyalty and others are some strengths of the London Marriott Hotel Kensington. This analysis also revealed that high employee turnover, limited growth opportunities in a career and others are some weaknesses of the London Marriott Hotel Kensington. Collaboration, use of technologies and others are some opportunities that improve the overall business of the London Marriott Hotel Kensington. The high competition in the UK’s hospitality industry represents a high threat to the London Marriott Hotel Kensington.  The use of the TOWS matrix allows to create some effective action steps for the London Marriott Hotel Kensington. 
 Recommendations and change management 
Some key strategies are also highlighted to overcome this specific issue, such as employee turnover. By ensuring career development framework implementation at the hotel, the organisation will mitigate employee turnover and ensure a high level of employee engagement at the organisation. Standardised management practices are the other suitable strategy that is recommended. For example, it will help in ensuring the same training to the employees that reduces the skill gaps and ensures a consistent service delivery to the guests. As employees are limited at present, and this has increased the workload on the existing employees, the London Marriott Hotel Kensington can implement digital tools. For example, integration of digital technology allows the hotel to ensure keyless entry, mobile check-ins, AI-driven guest messaging tools, and housekeeping management apps usage in their operations.  
However, to implement these strategic approaches in the hotel, an effective implementation plan is needed. The study has highlighted that the use of the 8-step change model by Kotter has the potential to provide a structured way to integrate these strategic approaches. Using this model in change management relieved the importance of effective leadership at the London Marriott Hotel Kensington. To implement the suitable recommendations, the need for effective collaboration, strategic vision, training and others is revealed. The overall change management highlights that the organisation needs to carefully plan and invest resources for the change. A comprehensive understanding has been provided to the London Marriott Hotel Kensington through this analysis. 
Action Plan: The report has carefully outlined a detailed action plan for addressing the key organisation issue, which is higher staff turnover and inefficient operations, observed at the London Marriott Hotel Kensington. Therefore, for immediate and effective mitigation of the problem, five strategic interventions have been proposed. These interventions included framework of career progression, standardised leadership programmes, digital guest service automation, collaboration with local institutions, and a continuous initiative of employee wellbeing at the London Marriott Hotel Kensington. Each initiative has been decided to be achieved within a timeframe of 4 to 7 months. Furthermore, consistent and proactive support while gaining these initiatives will be provided through targeted investment approved by the leadership of London Marriott Hotel Kensington. The aim of the action plan is to develop and sustain long-term value via enhanced staff retention, operational efficiency, and service quality.
Conclusion: The findings have been synthesised within the concluding remarks, reinforcing the key aspects from STEEPLED, SWOT, and TOWS analysis. The structured analysis has been proven effective as the consultancy report evidently stated that the higher employee turnover is driven by internal gaps and sector-wide trends. Therefore, the TOWS matrix helped inform the most effective solutions which could be aligned with both external demands and internal capabilities. 

2. [bookmark: _heading=h.3mho9ye4c06j]Introduction
The consultancy report is created for the London Marriott Hotel Kensington. This is a popular and reputable hotel in London, UK (Marriott, 2025). Within this report, the discussion will be on the specific issue that the organisation is currently facing. High employee turnover is one of the issues that are noticed at the organisation. The business is highly dependent on the human workforce (Whittington et al., 2020). The housekeeping services and the front desk work are highly dependent on the human workforce. The high employee turnover is reducing the operational efficiency of the organisation.  The disruption of the crucial hotel operations, including housekeeping services and front desk work, has increased the dissatisfaction level among the customers. It is noticed that currently, the expectations of the employees from the organisations have changed. The demand for competitive salaries, flexible work arrangements, employee well-being policy' implications, and others are some expectations of employees (Giousmpasoglou, 2024).  The primary aim of this report is to identify the key reasons for the high turnover at the London Marriott Hotel Kensington and analyse the impacts of employee turnover on service quality and the operations of the organisation. To provide a targeted recommendation plan to ensure long term improvement is the purpose of this report. 


London Marriott Hotel Kensington is located in West London, UK. This hotel is a four-star hotel and is located in a popular area of the UK. The specific location of this hotel is 147C Cromwell Road, Kensington, UK. In 1969, the London Marriott Hotel Kensington was built, and in 2019, the last renovation was done on this hotel (Cvent, 2025).  The total number of rooms in this hotel is more than 200. The Marriott International Brand has a high reputation in the global business market. This indicates that, being part of this international hotel business, the London Marriott Hotel Kensington has also ensured a high position in the UK’s hotel business market. 
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Figure 1: Information on the London Marriott Hotel Kensington
(Source:  Cvent, 2025)
The Horizon Consulting group is a popular UK-based consultancy organisation. In 2012, this consultancy organisation was established. The organisation offered consultancy services to different organisations which operate in different sectors, including the hospitality sector. The organisation is preparing the report and will provide effective recommendations to the London Marriott Hotel Kensington.  
To identify the key issues that resulted in a high employee turnover in the selected hotel, the STEEPLED framework will be used. Using this framework will help in highlighting how the social, technological, environmental, economic, political, legal, ethical and demographic factors influence (Himawan and Wening, 2021). To analyse the internal capability of the hotel, the SWOT framework will be used. It will provide information on the strengths, weaknesses, opportunities and threats associated with the business. To identify and analyse actionable strategies, a TOWS matrix will also be used in this report. Some relevant theories, such as Kotter’s 8-step change management, will also be used to ensure the successful implementation of changes.
[bookmark: _heading=h.9rtt0hpat40v] 3. Analysis 
[bookmark: _heading=h.tc8iz8q1uj9k]3.1 Describing the issue 
London Marriott Hotel Kensington operates its business in the UK, and recently, it has been noticed that the employee turnover is increasing at London Marriott Hotel Kensington. Within a recently published report, it is revealed that Marriott has been experiencing 30% employee turnover. In 2019, the Marriott group had around 174000 employees. In addition, the total number of employees at Marriott was around 120000 by the end of 2021 (Sperance, 2022). This indicates that there is a significant employee turnover within this hotel group.  Reviewing the report on the market analysis, it is revealed that in the UK, high employee turnover is noticed in the hospitality sector. The report discussed that on average, 37.6% of employees in the hospitality sector leave their jobs each year (Barrow, 2023). The identified issue at the London Marriott Hotel Kensington is aligned with the industrial trends. The high employee turnover increases the overall operational cost of the organisations. For example, to train the new employees, hospitality organisations need to invest in employee training and learning. The lack of experienced employees reduces the organisation's ability to deliver high-quality customer service to the guests. This contributes to a lack of satisfaction among guests, and the guests' engagement is also reduced. 
[bookmark: _heading=h.2e5zgylwzkil]3.2 Impact on the organisation
To recruit and train new employees, the organisations need to spend a huge amount of money (Li, 2024). This indicates that the high employee turnover increases the overall operational cost of the organisation. The selected organisation is also faced with a huge employee turnover, and due to this, the overall operational cost of the organisation has increased. Within the industry reports, it is revealed that replacing an employee cost around 6 to 9th months of the salary of the employee (MacKenzie, 2023). It includes recruitment expenses, training expenses and low productivity during the initial period. 
Operational disruptions are also another negative impact of employee turnover within an organisation (Shin and Alam, 2022). Due to the high employee turnover at the London Marriott Hotel Kensington, it is noted that there are limited employees present within the hotel. It results in over workloads for the existing employees. The limited employees within the hotel create a delay in service delivery. For example, check-out and check-in times are increased, reducing the ability of the hotel to address customers' queries and issues on time, and room cleaning is also delayed.
The high employee turnover also impacted the overall engagement level of the employees.  For example, the relative employee resignation from the hotel demoralised the existing employees. This is also noticed at the selected organisation and its impact on the overall productivity efficiency of the existing employees. 
[bookmark: _heading=h.uz30g8z4cb4q]3.3 Causes of Higher Employee Turnover 
Limited career advancement 
The high employee turnover in the hospitality industry is associated with limited career development opportunities (Michael and Fotiadis, 2022). The employees are expected to improve their knowledge and skills that help them in staying relevant in the industry. Moreover, the promotion while working in an organisation is also expected by the employees. As the selected organisation operates in the hospitality sector, it has also experienced similar expectations from its employees. 
Work-life balance challenges
The irregular working hours are highly noticeable in the hospitality sector. Moreover, the long working hours are also noticed in the hospitality sector (Wallace and Coughlan, 2023). These are responsible for reducing the engagement of employees. Reviewing the business of the London Marriott Hotel Kensington, it is noticed that this hotel experienced high guest pressure (Marriott, 2025). The high guest pressures result in long and inconsistent working hours for the employees. This directly contributes to high employee burnout and turnover at the London Marriott Hotel Kensington. 
Insufficient training and development
The lack of effective employee training and development opportunities also increases employee turnover (Burhan Ismael et al., 2021). For example, the lack of employee training creates challenges for employees to perform their daily workplace activities (Sesen and Ertan, 2022). The lack of ability to control their daily work increases the frustration among them. Reviewing the people management strategy of the London Marriott Hotel Kensington, it is noticed that the hotel has limited focus on employee training and development. This also contributes to the high employee turnover at the organisation. 
Lack of benefits and compensation 
Compared to the other sectors, it is noticed that the employee wages are much lower in the hospitality sector (Dogru et al., 2023). Reviewing the salary structure of the London Marriott Hotel Kensington, it is revealed that the organisation is unable to provide competitive salaries and rewards to its employees. This resulted in a high employee turnover in this hotel. 
[bookmark: _heading=h.gj5wtq3lm1oz]3.4. STEEPLED Analysis
	Factor
	Impact on Employee Turnover
	Source/Context

	Social
	The modern workforce increasingly values flexibility, mental health, and purposeful work. A lack of flexible schedules in hospitality jobs, especially in roles like front desk and housekeeping, contributes to job dissatisfaction. Employees also expect inclusive and engaging workplace cultures, which, if absent, lead to retention issues.
	Social expectations post-pandemic has shifted toward better work-life balance and job meaning (Vyas, 2022)

	Technological
	Digital transformation in hospitality such as mobile check-ins, AI chatbots, and automated housekeeping alerts may reduce staffing needs or shift skill requirements. Staff without proper reskilling may feel displaced, leading to insecurity and voluntary exits. Conversely, inadequate tech adoption increases workload, also contributing to turnover.
	Automation can both reduce roles and increase pressure on remaining employees (Chen and Li, 2024).

	Economic
	Inflation and a rising cost of living especially in London have made hospitality wages less competitive. Despite national minimum wage increases, many workers leave for higher-paying sectors like logistics, healthcare. This financial strain exacerbates turnover, particularly among lower-paid staff.
	Economic uncertainty post-COVID and Brexit pressures contribute to wage-based migration (Adkins et al., 2021) 

	Environmental
	Marriott’s sustainability initiatives may require staff to adopt green practices such as energy-saving measures or waste segregation. While positive, these changes can create extra responsibilities or require upskilling. Resistance to change or lack of training can lower morale and increase exit likelihood.
	Sustainability policies without inclusive implementation can alienate untrained or overwhelmed staff (Nkansah-Dwamena, 2024) 

	Political
	Brexit has significantly reduced the flow of foreign workers, who traditionally formed a large portion of the UK’s hospitality workforce. This shortage intensifies pressure on existing staff, worsening stress and job dissatisfaction, and accelerates burnout and turnover.
	Post-Brexit immigration rules restrict low-skilled worker inflow, creating critical labour shortages (Zhu, 2024)

	Legal
	Legal mandates like the April 2024 minimum wage rise (£11.44/hour) and working time regulations increase payroll costs. To manage budgets, some hotels cut hours or delay hiring, placing pressure on current staff. Inconsistent scheduling and perceived legal exploitation can push employees to quit.
	Legal pressures impact staffing models and flexibility in scheduling (Guerriero and Guido, 2022) 

	Ethical
	Employees are more aware of ethical practices, including fair treatment, diversity, and transparency. A lack of these such as favouritism, biased scheduling, or poor grievance redressal can demoralize staff. Workers increasingly expect their employers to demonstrate social responsibility and inclusive policies.
	Ethical employer branding is now a retention factor, especially among Gen Z and Millennial employees (Adyaksa and Arief, 2024)

	Demographic
	The workforce is aging, and fewer young people are entering hospitality careers due to perceptions of poor pay, high stress, and limited progression. This shrinking talent pipeline increases reliance on short-tenure workers, who often leave quickly for alternative opportunities.
	Recruitment pipelines are narrowing as younger demographics avoid hospitality jobs (Morrow-Howell et al., 2022).


Table 1: STEEPLED Analysis
(Source: Self-created)
[bookmark: _heading=h.kpqaokynynen]3.5 SWOT Analysis
	Category
	Factor
	Explanation

	Strength
	Strong brand reputation and customer loyalty
	Affiliation with Marriott International ensures trust, attracting repeat guests through established loyalty programs like Marriott Bonvoy (Marriott, 2025).

	Strength
	Prime location attracting diverse clientele
	Situated in West London near Earl’s Court, the hotel appeals to both business and leisure travellers due to its connectivity and nearby attractions Marriott, 2025).

	Strength
	Comprehensive training programs (where implemented)
	Targeted training supports employee skill development and consistency in guest service, enhancing satisfaction when fully utilized.

	Strength
	Diverse service offerings (e.g., dining, events)
	Multiple amenities such as event spaces and on-site dining create diverse revenue streams and meet varied customer needs.

	Weakness
	High employee turnover affecting service quality
	Frequent staff departures result in inconsistent service, impacting customer experience and increasing training costs.

	Weakness
	Limited career development opportunities for staff
	A lack of advancement pathways reduces motivation and increases the likelihood of staff seeking external job opportunities.

	Weakness
	Inconsistent management practices across departments
	Variations in leadership style and communication lead to confusion, disengagement, and operational inefficiencies.

	Weakness
	Dependence on manual processes in some operations
	Manual systems slow down workflow, reduce productivity, and contribute to employee dissatisfaction and error rates.

	Opportunity
	Adoption of technology to streamline operations
	Implementing automation tools can improve efficiency, reduce workloads, and support service consistency.

	Opportunity
	Partnerships with local institutions for recruitment
	Collaborations with colleges and training centers offer a pipeline for skilled, entry-level staff and reduce recruitment costs (DeMark and Kozyrev, 2021).

	Opportunity
	Development of employee engagement initiatives
	Recognition programs and wellness activities can enhance morale, lower turnover, and boost team performance (Celestin et al., 2024).

	Opportunity
	Expansion of sustainability initiatives
	Green practices improve brand image, attract eco-conscious guests, and align with global hospitality trends (Mansoor et al., 2025).

	Threat
	Intense competition in the London hospitality market
	Numerous alternatives put pressure on pricing and service quality, requiring differentiation to retain market share.

	Threat
	Economic downturns affecting travel and tourism
	Inflation and global instability may reduce bookings, impacting occupancy rates and profitability.

	Threat
	Regulatory changes increasing operational costs
	Updates to wage laws, visa policies, and compliance requirements raise costs and affect staffing flexibility (González, 2022).

	Threat
	Negative online reviews impacting reputation
	Poor guest feedback—often tied to service lapses—can damage reputation and deter future bookings.


Table 2: SWOT Analysis
(Source: Self-created)
[bookmark: _heading=h.pxsc24tp905g]3.6 TOWS Analysis 
	Strategies
	Strategies

	Strengths-Opportunities (SO)
	Weaknesses-Opportunities (WO)

	Leverage strong brand reputation to attract talent through targeted recruitment campaigns (Przo and Petrovska, 2024)
	Implement structured career development programs to enhance employee retention

	Utilize prime location to establish partnerships with local educational institutions for talent pipeline
	Adopt technology to automate manual processes, reducing workload and improving efficiency (Mandić et al., 2023)

	Strengths-Threats (ST)
	Weaknesses-Threats (WT)

	Enhance customer loyalty programs to mitigate impact of market competition (Buttrick, 2009)
	Standardize management practices to ensure consistent employee experience

	Invest in employee training to adapt to regulatory changes and maintain service quality
	Develop contingency plans to address economic downturns and maintain operational stability


Table 3: TOWS Analysis
(Source: Self-created)
[bookmark: _heading=h.ou6k7934gb1y]4. Recommendations and Change Management
Considering the comprehensive organisational situation analysis leveraging STEEPLED, SWOT, and TOWS models, it is clear that the organisation, London Marriott Hotel Kensington, is grappling with various interrelated issues, fundamentally centred around inconsistent service delivery, employee turnover, and pressures rising from legal, economic, and political changes during the post-COVID and post-Brexit landscape. These challenges are rooted deeply in the weaknesses of internal operations, such as inconsistent management and limited career progression, as well as external environmental factors, including technological disruption, higher living costs, and demographic shifts within the hospitality workforce (Hudson, 2022). To mitigate these issues sustainably and effectively, the hotel should prioritise the following interlinked strategic recommendations. 
[bookmark: _heading=h.75vqlcutow9e]4.1 Strategic Recommendations 
Recommendation 1: Develop a structured career progression and retention framework
Among the issues mentioned in the prior section of this report, one pressure issue is the insufficient career development opportunities, resulting in high employee turnover (Kasdorf and Kayaalp, 2022). This problem needs immediate and effective resolution strategy by the hotel. London Marriott Hotel Kensington should therefore introduce a tiered model of career progression with clearly defined upskilling and promotion pathways. This initiative would include internal mentorship programs, annual reviews on career planning, cross-departmental training rotations, and incentivised internal employee promotions. Through the demonstration of a tangible staff growth commitment, employees would feel valued, perceive the organisation as their long-term career destination, and remain engaged, lowering training costs and turnover over time (Malhotra and Pachauri, 2023). 
Recommendation 2: Standardised management practices to enhance employee experience
It has been revealed by SWOT analysis that departmental management holds several inconsistencies which can affect service standards and staff morale. Therefore, leadership training should be standardised across all the departments to promote a more cohesive culture of work (Noordzife, 2014). The organisation should implement a workshop of leadership development for all managers and supervisors. In addition, introduce regular 360-degree feedback loops for identifying and addressing gaps in management (Rafiq et al., 2023). The organisation should also ensure continuous scheduling, feedback processes, and communication. 
Recommendation 3: Leverage technologies to enhance efficiency and minimise workload
As identified in both STEEPLE and SWOT analysis, the limited adoption of manual processes and automation contributes to inefficiencies and employee frustration. Thus, investing in the hospitality-focused digital systems such as keyless entry, mobile check-ins, AI-driven guest messaging tools, and housekeeping management apps would reduce the workload of front-line staff (Debnath et al., 2025). Digital technology integration would also allow the workforce to concentrate on offering high-touch visitor experience, which would ultimately benefit both customers and employees. 
Recommendation 4: Force regional partnerships for talent development and recruitment 
Considering the restricted immigration policies and demographic challenges, the hotel should seek to develop partnerships with vocational training centres, local colleges, and job placement services (Fejes et al., 2022). Such partnerships can offer a consistent pipeline of entry-level individuals, lowering dependency on a shrinking pool of skilled foreign workers. The organisation should host hospitality career fairs, partnering with educational institutions. In addition to this, offer apprenticeships and internships for hospitality students. The organisation should also sponsor accredited training programs that offer a direct employment route (Stundner et al., 2023). 
Recommendation 5: Launch employee engagement and wellbeing initiatives 
The ethical and social expectations, particularly among young employers, should be addressed by investing efficiently to create an inclusive and values-driven workplace (Celestin and Vanitha, 2023). It will include consistent employee recognition programs, social responsibility projects where staff members must participate, and efficient resources for mental health support. 
[bookmark: _heading=h.k1xxw97lukdn]4.2 Application of Change Management Model for Implementation of Strategies
For implementing the proposed recommendation, a structured change management strategy is required within the organisation (Burnes, 2014). Therefore, the 8-step change model by Kotter will be applied for its suitability in managing transformation of large-scale organisations while ensuring employee buy-ins across overall departments (Harrison et al., 2021). 
[image: 2 Eight Steps of Kotter's Change Model Source: Adopted based on Kotter and Cohen 2002]
Figure 2: 8-Step Change Model
(Source: Nawastheen et al., 2014)
1. Create a sense of urgency: The leadership at the organisation must communicate the critical need to address high turnover, inconsistent management, and operational inefficiencies (Galura et al., 2025). For instance, HR can present the statistics of turnover, guest satisfaction trends, and service inconsistency data in staff meetings. Framing these problems as risks to long-term performance will make a compelling reason for taking action, immediately. This urgency would help to understand the requirement of the change within the process. 
2. Build guiding coalition: The organisation should develop a cross-functional task force, including department heads, HR representatives, and select the frontline staff. This coalition will act as champions for change, ensuring diverse perspectives are regarded during implementation. For example, a working team for career progression might include managers and line-level employees to co-create realistic tracks of development. 
3. Form strategic vision and initiatives: The change management team should articulate a unified change vision: “To develop a cohesive, future-ready, and empowered workforce that thrives on inclusion, opportunity, and innovation”.  The development of the mission is important for the change management process to understand the aim of the change clearly. The vision supports all the recommendations. The specific initiatives will include the following: 
· Launching a career progression framework having a clear definition of promotion pathways. 
· Digitisation of manual works by phased technology integration.
· Standardising leadership training workshops with a continuous managerial curriculum. 
· Development of local partnership for addressing talent shortages. 
· A detailed employee involvement calendar, including recognition events and wellbeing activities. 
4. Enlist volunteer group: The vision should be communicated using digital dashboards, internal newsletters, and team briefings. Motivate employees to contribute the ideas or connect with working groups voluntarily (Chen et al., 2021). For instance, by co-creating well-being approaches and piloting new mobile check-in software. Those engaged in early phases are more likely to support changes and motivate others proactively. 
5. Enable action by removing barriers: Training and support should be provided to staff members to reduce change resistance. For a career framework, managers should be trained on conducting meaningful reviews on careers. During technology integration, offer hands-on workshops on leveraging new platforms. Clear SOPs or Standard Operating Procedures should be developed to maintain management consistency, and employ ‘change champions’ in each department for monitoring progress of implementation and addressing the concerns of employees (Freeman et al., 2021). A flexible pilot scheme would be introduced to test the changes in smaller departments before complete rollout. 
6. Generate short-term wins: Quick wins should be celebrated for keeping momentum via a new pathway of career progression. Success stories from the activities of employee wellness should be published. The change management team should measure time saved by automation tools and share the information with staff members. The benefits of change could be validated by short-term wins. 
7. Sustain acceleration: Once early success in the strategic implementation is evident, implementation should be scaled up. Cross-training programs should be expanded across departments. The 360-degree feedback should be embedded into the cycles of annual appraisal (Moh’d et al., 2024). The change management team should formalise the local educational partnerships into multi-year contracts. 
8. Institute change: To embed these changes into the culture of the hotel, update HR policies to demonstrate the new model of career development. Job descriptions should be revised for including leadership expectations and digital competency. The metrics of employee engagement should be incorporated into manager KPIs. Reflecting employee success stories in materials of recruitment for reinforcing the commitment of Marriott to career growth and staff wellbeing. 
[bookmark: _heading=h.6i3wwii4jlqh]4.3 Review and measurement of recommended strategies 
In the following table, a detailed plan has been developed and discussed to review the progress of the recommended strategies within the organisation. A clear justification with supporting evidence has been offered for broader understanding and credibility. 
	Recommendation
	Success Metrics/Review Methods
	Measurement Tools & Frequency
	Expected Benefits to the Hotel

	1. Develop a structured career progression and retention framework
	- Reduction in staff turnover rate- Increase in internal promotions- Employee satisfaction with career development- Participation in mentorship and training programs
	- Quarterly HR reports on turnover and promotions- Annual employee surveys- Mentorship program participation logs- Training completion rates tracked via Learning Management System (LMS)
	- Improved staff retention leading to lower recruitment and training costs (Urme, 2023).
- Stronger internal talent pipeline- Higher morale and engagement- Enhanced employer branding and attractiveness to new hires

	2. Standardised management practices to enhance employee experience
	- Increase in employee satisfaction with leadership- Improved management evaluation scores- Reduction in workplace conflicts- Consistency in departmental operations
	- 360-degree feedback surveys every 6 months- Annual staff performance reviews- Employee relations incident logs- Monthly departmental operational audits
	- More cohesive and aligned management culture- Reduced miscommunication and confusion (Atinga et al., 2024).
- Increased staff trust and respect for supervisors- Higher consistency in service delivery across departments

	3. Leverage technologies to enhance efficiency and minimise workload
	- Reduction in average check-in/check-out times- Lower frequency of manual data entry errors- Improved employee feedback on task efficiency- Increased guest satisfaction with digital services
	- Time tracking reports from POS and booking systems- Guest satisfaction surveys (monthly)- IT system usage analytics- Quarterly digital efficiency audits
	- Enhanced customer experience through seamless technology use (Shang and Chiu, 2022).
- Reduced employee stress and burnout- Time savings allowing focus on guest interaction- Competitive advantage through tech innovation

	4. Forge regional partnerships for talent development and recruitment
	- Number of partnerships signed with local colleges or institutions- Number of interns/apprentices onboarded- Percentage of entry-level roles filled through partnerships- Internship-to-employment conversion rate
	- Biannual HR reports on hiring channels- Partnership tracking dashboard- Apprentice progress and feedback forms- Career fair feedback surveys
	- Sustainable pipeline of local talent- Reduced reliance on external recruitment agencies (Bristol-Alagbariya et al., 2024).
- Enhanced community engagement and corporate social responsibility- Increased loyalty among local recruits trained in-house

	5. Launch employee engagement and wellbeing initiatives
	- Participation rates in wellbeing programs- Staff engagement and satisfaction scores- Reduction in absenteeism 
	- Monthly wellbeing event attendance logs- Annual employee engagement surveys.
	- Healthier, more motivated workforce- Greater staff loyalty and workplace satisfaction (Gorgenyi-Hegyes et al., 2021). 


Table 4: Process of review and measuring the strategies
(Source: Self-created)
[bookmark: _heading=h.bts9hi4ocmdt]4.4 Cost Table
Adhering to the annual incomes of Marriott Group from 2021 to 2024, as found in Macrotrends (2025), the following table has been prepared to show the required costs that the organisation must provide for the successful implementation of the 5 recommended strategies. 
	Recommendation
	Cost Components
	Estimated Cost (Annual)
	Justification & Notes

	1. Structured Career Progression & Retention Framework
	- Development of internal career pathways (Lin and Chen, 2021).
- Upskilling & cross-department training- Mentorship program coordination- Annual career reviews- Internal promotion incentives (Ushakov and Shatila, 2021).
	£85,000
	Based on approx. £2,500 per department annually for structured training modules across key operational units. Includes £10,000 as an incentive pool to encourage internal promotions. 

	2. Standardised Management Practices
	- Leadership development workshops- External leadership coach/trainer (Krampitz et al., 2023).
- Implementation of a 360-degree feedback system (Olusadum and Leo, 2021).
- Continuous communication tools (internal platforms and apps)
	£60,000
	Leadership training costs are estimated at £35,000 for external consultancy and certified trainers. Remaining £25,000 allocated to developing or subscribing to communication tools (like Slack/Workplace) and feedback platforms (like CultureAmp or SurveyMonkey). 

	3. Technology Integration (Automation & Digital Systems)
	- AI guest messaging platform- Mobile check-in systems- Keyless room entry hardware/software (Mhonda et al., 2024).
- Housekeeping task app- IT support, licenses, and training
	£150,000 (Year 1); £40,000 (annual ongoing)
	Includes a major upfront investment of approx. £100,000 for keyless hardware and app setup, £20,000 for AI systems and digital concierge features, and £30,000 for training, licenses, and IT support. 

	4. Regional Talent Partnerships
	- Hosting career fairs & outreach- Partnership coordination with colleges and training centres- Internship/apprenticeship stipends- Sponsorship for vocational training and workshops (Suleman et al., 2023).
	£45,000
	Includes costs for up to three annual career fairs (£10,000), marketing materials, and stipends or travel support for apprentices and interns (~£15,000). 

	5. Employee Engagement & Wellbeing Initiatives
	- Mental health resources (apps or counselling services) (Palmer and Burrows, 2021).
- Peer-led engagement committees- Employee recognition programs and awards- CSR event sponsorships- DEI (Diversity, Equity, Inclusion) workshops and training
	£55,000
	Monthly well-being activities (~£4,000/month), including workshops, guest speakers, and events, totalling £48,000. Additional £7,000 allocated for quarterly recognition awards and developing DEI-focused training materials. 


Table 5: Required cost for implementation
(Source: Self-created)
[bookmark: _heading=h.6peeofc99sme]5. Action Plan
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover is affecting operational efficiency, service consistency, and brand reputation (Ghani et al., 2022). 
	Establish a structured career development framework that includes department-specific training programs, regular upskilling opportunities.
	Improved employee retention and satisfaction through structured growth opportunities, reduced recruitment and onboarding costs, consistent service delivery, and stronger team cohesion.
	6 months
	30/11/2025
	£85,000

	2
	Inconsistent leadership practices and communication gaps between departments have led to confusion, low morale, and inefficiencies in implementing policies and strategies ( Mabindisa and Legoabe, 2021). 
	Standardise management practices across departments by rolling out leadership development workshops, hiring an external coach to facilitate training, implementing a 360-degree feedback system, and using internal platforms.
	Creation of a unified leadership approach that enhances interdepartmental coordination, improves employee engagement, ensures clearer expectations, fosters transparency, and builds trust between staff and management.
	5 months
	31/10/2025
	£60,000

	3
	Manual processes in guest services, such as check-in and room access, create delays, inefficiencies, and increased workload on staff. 
	Implement digital automation tools including mobile check-in/out systems, AI-powered guest messaging platforms for queries and requests, keyless room entry systems, and a housekeeping coordination app.
	A modern, seamless guest experience with faster service delivery and fewer manual errors. 
	7 months (Year 1)
	31/12/2025
	£150,000 (Yr 1); £40,000 annually

	4
	The hotel faces challenges attracting and retaining skilled local talent, often relying on costly recruitment agencies and transient staff. 
	Form long-term partnerships with local colleges and training institutions to offer internships, sponsor vocational courses, and participate in job fairs. 
	Establishment of a sustainable talent pipeline with local candidates, better long-term staff integration, lower recruitment costs, and a more community-driven employment approach. 
	4 months
	15/09/2025
	£45,000

	5
	Low levels of employee engagement and limited wellbeing initiatives contribute to stress, absenteeism, and low workplace morale. 
	Launch an employee wellbeing initiative that includes mental health support (counselling and partnerships), regular staff recognition and reward schemes, DEI in CSR activities.
	A healthier, more inclusive, and engaged workforce with improved morale, reduced absenteeism, and increased loyalty. 
	Ongoing (starting in 2 months)
	15/08/2025
	£55,000 annually


Table: Action Plan
(Source: Self-created)
[bookmark: _heading=h.dyioeeb8sehc]6. Conclusion
On a concluding note it can be said that this consultancy report has examined the complex issues of the high turnover within the London Marriott Hotel Kensington, a renowned hospitality brand in the UK. Leveraging both the internal and external environment analysis framework, the report successfully identified the key issues, consequences, and causes of the central problem. Strategic recommendations have also been provided at the end of the report, that are crucially helpful aspects to improve the operational efficiency and staff retention strategy of the hotel. It has been mentioned in the report that the organisation has been experiencing a higher rate of employee turnover, which reflects the broader and in-depth trends of the hospitality sector in the UK. The identified trend had a vital negative impact on the operations of the organisation. These negative impacts include increased operational expenses because of training and constant recruitment, a declining standard of service delivery because of shortage of staff, along with a lower staff morale rising from lack of continuity and workload imbalances within organisational teams. Thus, customer satisfaction at the hotel has been noticed to be affected severely, having a potential to impose sustained business sustainability and brand loyalty if left unaddressed. Conducting a STEEPLED analysis at the main section of this consultancy report uncovered the external elements that contributed to the higher rate of employee turnover. Shifts within societal norms and perspectives, such as rising demand for wellness and flexible work schedule, reshaped the expectation of employees. Therefore, advancements in technology, used in hotel operations have resulted in the fears of job displacements and mismatch of skills, besides financial pressures, particularly in the cities like London where high costs prevail, have made the wages within the hospitality sector less appealing. Legal and political developments such as new wage regulations and Brexit, have strained the availability of experienced staff further and risen operational costs. 
The internal SWOT analysis has pointed out that despite the brand reputation of the hotel being significantly strong, the weaknesses such as inconsistent management, career progression, and reliance on manual systems have contributed to high attrition and disengagement. On the other hand, the TOWS matrix analysis assisted bridging the gap present between the internal capabilities and external issues of the organisation. It has guided the development of targeted recommendations as well. Those targeted recommendations aim to make a more supportive environment for work, which in turn can result in higher rates of retention, better guest satisfaction, and improved service quality. Throughout the analysis, using various tools, it has been perceived that the London Marriott Hotel Kensington possesses the unique opportunity of transforming the challenge into a catalyst for innovation and organisational development. Horizon Consulting would like to sincerely thank the leadership group and staff at the London Marriott Hotel Kensington for offering an opportunity to collaborate on this impactful project. 
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