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The management of human resources is crucial in any industry. This is extremely significant in the case of the hospitality industry, as it is one of the biggest service industries in the world, and customer service is everything. Creating a competitive advantage in the market depends on how people are managed within the organization. HRM is a process where the management of employment is fostered and achieved (Marchington, 2008). The performance of any firm in the service industry depends on how satisfied its employees are, and this satisfaction can either promote or impede the sector's growth. Employee satisfaction is closely related to how effectively the employees are engaged in the organization. A higher level of engagement can contribute to a higher level of satisfaction, which has a direct relationship with productivity and profitability. The employee engagement life cycle journey mainly consists of six stages: recruitment, onboarding, development, retention, and separation. Each of the stages is critical as it has its own goals, and it is critical to achieve all those to complete the journey successfully (Armstrong, 2020)

Considering the attraction and recruitment stage caterer.com survey reveals that the hospitality firm had an extremely bad hit due to Brexit and COVID-19, which together caused it to lose up to 200000 overseas workers since the end of 2019. The number of EU workers fell to 1,72,000 before the pandemic, and after the pandemic, the number increased to 2.93,000. The survey also revealed that the industry lost around 76,000 non-EU workers who also departed the hospitality industry permanently. A sector that has majorly depended on foreign workers is experiencing a labour crisis like nothing before, with the highest vacancy rate of any other industry in the UK. The situation will be analysed based on the efforts of the Luxury hotel brand Sofitel and the selected branch is St James London. 

Sofitel is a five-star distinguished Hotel situated in West London and is one of the most remarkable and top-ranked hotels in the city. This hotel is owned by Accor since 1981 and is part of Accor Luxury segment and owns around 200 properties worldwide.  This historic grade II listed building is designed in a traditional and contemporary design with exotic interiors and architecture. This extraordinary and outstanding hotel provides top-notch services and offers, and their Michelin stared restaurant Wild Honey St. James, Rose Lounge, well-appointed rooms, award-winning spa etc make the stay extraordinary and memorable. The hotel is providing easy access to major attractions including Buckingham Palace and Big Ben, (Sofitel, 2023). 

In addition to Brexit and COVID's impact, the industry is facing an acute crisis in terms of recruitment, retention, skill shortages, etc. due to the reduction in the EU labour pool. On top of that, new immigration laws and inflation are slowing down survival efforts. As per the new immigration requirement, workers from EU countries are subject to a point-based system under which both employer and worker should prove their eligibility and meet all the requirements. The employer must get approval from the home office, and the job must be on the shortage occupation list. The worker must possess skill RQF3 (A level or higher) (Gov. UK, 2023), and it is hard to find skilled people with the required credentials. The increases in the national minimum wage are also creating a financial burden on the organization, as it will considerably increase administrative expenses. The hotels have already adopted the strategy to hire freshers from the domestic market and train them and develop them to their desired role and it involves good cost to run the extensive training for the freshers. Therefore, the demand for skilled workers with the desired qualification is high demand and companies are forced to increase the salaries and benefits to attract them.
Being part of the popular hospitality brand Accor, the employees are being attracted and the brand offers a range of benefits and advantages to attract and retain the employees. Which includes incentive schemes, contributory pension schemes, bonuses, free stays in UK and Ireland, training and career development support, discounts on selected services, monthly and annual social events, extended holidays etc. (Sofitel, 2023) 

As part of Accor, Sofitel James comes under Accor’s human resource programmes. As part of Accor’s training, development and retention the following initiatives have been offered to their employees. being a global brand with a presence in 110 countries Accor’s extensive reach, world-class quality service and expertise will benefit their employees. Accor is highly committed to nurturing and developing talent, encouraging and giving opportunities for every individual to bring their best to the organization, and providing all the opportunities for their personal and professional development through personalizing experiences. Accor has adopted a people-centric approach, putting their 2,30,000 + employees first and supporting their career development, which shows their commitment towards employee wellbeing and job satisfaction, their strategy is known as Accor Academy, which provides tailor-made training and skill development opportunities to get maximum exposure and flourish at Accor. And offers extensive benefits through its Allergists® Program to its employees, and these rewards and perks are a motivation for all employees. (Accor, 2023) Similarly, brands like IHG is having IHG Academy, Hilton is having Hilton Academy where they give extensive training for their team and ensure development opportunities (Hilton, 2023) and Marriot running Marriott University for providing training and development for their employees 

The brand is highly valued. As part of Accor Sofitel St James, it also falls under Accor’s gender equality, gender diversity, and sustainability efforts. Which helps to retain employees. The sustainability efforts of a company are valued by the customers, and they will reciprocate it with their loyalty (ADP Contributor, 2018).  Sofitel St James is working towards sustainability goals and is highly conscious of its ecological footprints, The sustainability goals are to reduce single-use plastic waste, promote, effective waste management, promote awareness, and educate employees and customers.  The hotel is aiming for Green Key certification, a certificate of excellence in environmental sustainability practices, in 2023 for its responsible practices in the tourism industry. (Sofitel St.James, 2023) The competitor Marriott International is also considering sustainability as one of their corporate objectives by identifying its potential to create a competitive advantage. In collaboration with the UN Sustainable Development Goals and their 2025 Sustainability and Social Effect Goals, Marriott implements their sustainability efforts through their Serve360 program with the goal of becoming Net Zero. (Marriott International, 2023) People are motivated to work for sustainable brands (People prefer to work with brands that have a good reputation and are sustainable. Reputed brands can retain the employees (McFall.M 2023) 
 In the 16th industry webinar organised by global hotel consultancy HVS,2022 Marie-Paule Nowlis general manager of the Sofitel Hotel, James's, said that it is highly important to give employees the opportunity to speak and share a feeling that their voice is respected. Also, the overall conclusion was that flexibility and employee well-being are the core factors that will contribute to recruitment and retention chances in the current challenging situation. (FTN News, 2018) During the separation stage as well It is highly important to have a proper exit interview and collect the employee's feedback. (Armstrong 2020) 

The major strength of Sofitel St James London is its prime location, this extraordinary historic building is situated in the heart of the city and is very close to attractions such as Buckingham Palace and Big Ben. ideal for leisure and business travellers. It is the perfect mix of traditional British and contemporary French architecture, and it is surrounded by a lot of historic buildings. The hotel is one of the highly rated luxury hotels. To enhance the overall experience, the hotel has an award-winning spa, Michelin-starred restaurants and bars, conference suites, and other modern luxury facilities and amenities. (Sofitel St.James, 2023) Our weakness is competition and extremely high rates for rooms and amenities. This increases the operational and maintenance costs, especially during this inflationary period. Limited room availability will potentially lead to revenue loss, especially during peak times. The major opportunities lie in the travel and tourism market, where the world business and leisure travel markets are showing a rising trend. Being a hotel in London City, this will benefit Sofitel as well (Villa-Clarke A, 2023) To appeal to sustainability-conscious customers, Sofitel’s sustainability efforts such as plastic waste removal, Green Certificate achievement initiatives, sustainability practices etc and threats are economic uncertainty, recruitment challenges, inflation, competition etc. 

Regarding PESTEL, political factors include labour laws, compliance with employment law affects recruitment practices, and other law requirements like equal opportunity, gender ratio, anti-discrimination, immigration policies, visa requirements, etc and these are applicable to Sofitel St James as well. It is challenging to ensure a diverse workforce by considering all these factors in this challenging situation where the industry is facing a huge skill shortage. During economic growth, Sofitel can offer a competitive package for employees, and it will attract a skilled workforce As of now, the situation is progressing but has not reached the required level. 

The labour market condition and skill shortage are also affecting factor. Change in demographic patterns is another influencing factor where Sofitel should adapt methods to appeal to different generations and cater for their preferences as well. Work-life balance is another concern and Sofitel St James should take necessary steps to ensure the work-life balance of the employees by offering flexible hours, employee wellness programmes etc. (Westover J, 2023) Technological factors include the technology demand of the current situation, Sofitel should incorporate more technology for HR practices, employee training and development to reach a wider pool of talent and also for marketing and analysis. Environmental factors such as environmental protection, and sustainability efforts should be increased as sustainability is one of the core demanding factors for competitive advantage. Adhering to employee rules and regulations is critical for recruitment and retention. Fair practices, workplace safety etc are highly important for recruitment and retention. All these factors are highly critical for maintaining a positive employer reputation. (Armstrong, 2020) 

The suggested solution is to run an employee engagement fact sheet survey where the organization can identify the feedback of employees on each stage of employee engagement, the programs and initiatives of Sofitel to make that stage better and collect feedback from their employees right from the recruitment stage until their current stage. The HR department will be responsible for running this survey. The feedback will be analysed to identify the gaps where the organization lacks in the engagement process. Social media reviews, and reviews on popular booking platforms such as Trip Advisor and Booking.com. Etc, reviews on Linked In Glassdoor etc can be clearly audited by using Data analytics, Artificial Intelligence etc and identify the patterns and trends, valuable insights etc. The insights will be used to modify the current plans and activities. Introduce apprenticeship programs for freshers, like IHG Academy, which offers an apprenticeship for freshers who wish to open a career in hospitality and gives them extensive training based on their skills and develops them as an employee. This will help reduce the staff shortage issue and overseas recruitment uncertainty. (IHG Academy) 


Recruitment and retention are highly challenging in the current survival situation, but a brand like Sofitel ST James, which is part of Accor, can easily achieve them with clearly designed strategies, and the insights derived from the customer engagement survey are highly crucial to achieving this. Each stage can be designed in a more attractive way so that skilled people get attracted to it. It is highly important to enhance employee engagement to ensure retention, as engaged employees are motivated, are brand ambassadors of our brand, contribute better to the team, are highly productive, are supportive of other colleagues, and always try to excel in their role. (Dogonyaro, 2021) Overall, an engaged workforce can help with retention challenges to some extent.
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