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Introduction and Background
I am an HR Manager at the Ritz London hotel. It is my pleasure to have the opportunity to propose to our General Manager the retention-related issues we are facing in our hotel. Ritz London hotel has been an iconic landmark in the hospitality industry for over 100 years since its establishment in 1906. Ritz London is known for its grandeur, beauty, and elegance. We are proud to have hosted celebrities, royalty, and dignitaries worldwide and have become synonymous with luxury, elegance, and excellence in customer service. Ritz London’s vision is to be the leading luxury hotel in the world, renowned for exceptional service, exquisite design, and unforgettable experiences. Its mission is to provide guests with a unique and personalised experience tailored to their needs and prefer digitalization don’s employees are at the heart of delivering this mission, and we value their contributions and hard work.
 However, recently, Ritz London has been experiencing challenges with staff retention. The hospitality industry is known for its high staff turnover rates digitalization. 2021), and we are not immune to this issue. Ritz London analysis indicates that staff turnover is primarily due to poor training and a lack of digitalisation. These factors affect our ability to attract and retain the best talent in the industry, thereby impacting our service delivery. Likewise, the fast-paced nature of the hospitality industry has created issues like poor staff training. With a constantly changing environment and diverse clientele, it can be challenging for employees to keep up with the latest trends and techniques. As a result, it leads to dissatisfaction and frustration among employees who feel they are not receiving the training and support they need to excel in their roles (Holdsworth et al. 2017).
 Similarly, the lack of digitalization in our operations is also one of the issues that are increasing the issues of retention. As the world becomes increasingly digital, guests expect a certain level of convenience and ease when interacting with our hotel (Morrone et al. 2017). However, without the necessary digital tools and systems, our employees may struggle to provide the level of service that our guests expect. In addition, it results in negative reviews and feedback, further impacting our reputation and ability to attract and retain talented employees (Morrone et al. 2017).


In the following proposal, I will outline Ritz London’s challenges as an HR manager and provide solutions. I believe that by addressing these retention issues, Ritz London will be able to enhance their service delivery and continue to build their reputation as the leading luxury hotel in the world. In addition, Ritz London aims to strengthen staff training programs and invest in digitalization to design a more efficient work environment for their employees. By prioritizing these initiatives, Ritz London will make a culture that bolsters employees’ growth and development, improving their overall service delivery to their guests.

Discussion
PESTLE Analysis
Political
The political environment of the UK has a significant impact on the Ritz London hotel. The government’s policies and regulations on employment, taxation, and immigration have affected the hotel’s operations and workforce. Furthermore, Brexit has created uncertainty around the status of EU workers in the UK and made it more challenging to recruit and retain EU employees. Political decisions have also impacted the level of investment in digitalizing the hotel’s operations. According to Buchanan et al. (2019), government policies around taxation and incentives for digital investments have impacted the hotel’s ability to invest in digital tools and systems.

Economic
The current inflation in the UK is a significant economic factor affecting the Ritz London hotel. The rising cost of living has negatively impacted employees’ purchasing power, leading to dissatisfaction and the desire to find better-paying jobs. In addition, it has increased staff turnover rates and impacted employee retention (Ntounis et al. 2022). Furthermore, as referred in Neves, (2022), the hotel industry, like many other industries, has been hit hard by the Covid-19 pandemic. The pandemic has led to a decline in travel and tourism, which has impacted the hotel’s revenue and operations. Furthermore, most hotels like Ritz London have had to cut back on training budgets, eventually leading to a lack of training opportunities for their respective employees.

Social
The sociocultural environment in which Ritz London hotel operates shapes the level of digitalization in the hotel’s operations. As referred in Azari, (2023), customers’ preferences for digital interactions and the increasing use of digital tools in other industries have pressured hotels to invest in digital tools and systems. Likewise, the current focus on health and safety due to Covid-19 has also negatively impacted employees’ training. As discussed in Kombo-Pinda-Lou Bondo, (2022), employees must be trained on new sanitization protocols to ensure the hotels operate safely and efficiently.

Technology
The lack of digitalization in Ritz London operations has negatively impacted employee training and retention. Providing effective and efficient employee training programs without digital tools and systems is challenging, leading to dissatisfaction and higher staff turnover rates (Mir et al., 2019). Furthermore, technological advances such as Artificial Intelligence (AI) and Big Data also play a role in the hotel’s operations, from improving guest experience to optimizing staff scheduling. Hence, failure to invest in such technologies has disadvantaged Ritz London hotel compared to competitors.

Legal
The legal environment, such as Data Protection Act 1998 and General Data Protection Regulation GDPR, has impacted Ritz London’s ability to implement digitalization initiatives due to the strict policies and regulations (Regulation, 2018). Furthermore, those regulations around data privacy, cybersecurity, and digital accessibility have made it difficult for Ritz London to invest in and implement digital tools and systems.

Environment
Environmental factors, such as climate change, have impacted the hotel’s operations, from energy consumption to guest behaviour (Tripathi et al., 2022). Hence, the hotel must invest in new technologies and practices to become more environmentally sustainable, which may impact the hotel’s investment in digitalization and staff training programs.

SWOT Analysis
Strengths
Ritz London hotel has a strong reputation and history in the hospitality industry, attracting potential employees interested in working for a prestigious and well-established brand (Zsarnoczky-Dulhazi et al. 2022). In addition, the hotel’s focus on delivering exceptional service and personalized experiences by providing training and hands-on digitalization experience will create a sense of pride and job satisfaction among employees who value providing excellent service.

Weaknesses
Issues like poor staff training and lack of digitalization are haunting Ritz London currently and, if not mitigated timely, can lead to dissatisfied employees who feel they are not receiving the support and resources they need to perform their jobs effectively (Rebuya et al. 2022). In addition, as discussed, high staff turnover rates are costly to the hotels regarding recruitment, onboarding, and lost productivity, negatively impacting the guest experience and the hotel’s reputation.

Opportunities
According to AlMaian et al. (2023), investing in staff training and digitalization will help the management of Ritz London to create a more efficient and effective work environment, leading to greater employee satisfaction, retention, and productivity. In addition, this will allow them to prioritize their employees. According to Zhu et al. (2015), by prioritizing employee growth and development, Ritz London hotel will be able to attract and retain the best talent in the industry, leading to a competitive advantage and a positive impact on the guest experience.

Threats
The hospitality industry is highly competitive. Other hotels may have more advanced digital tools and systems or more comprehensive staff training programs, making it challenging for Ritz London hotel to attract and retain top talent (Anele, 2021). In addition, external factors such as Brexit, the Covid-19 pandemic, and current inflation in the UK have also created uncertainty around staffing and economic conditions, leading to increased staff turnover rates and retention issues.

Potential Solutions
As the HR Manager at Ritz London hotel, I propose three potential solutions to address the retention issues caused by poor staff training and lack of digitalization. The solutions are: implementing comprehensive staff training programs, introducing digital tools and systems, and creating career development opportunities. 
According to Lau et al. (2022), comprehensive staff training programs tailored to the needs of employees are the critical step in improving retention rates. The HR Professionals of Ritz London will provide training using recent and new technologies, service skills, leadership skills, and diversity and inclusion. It will help Ritz London to increase its employee engagement and performance. The Four Seasons Hotel has already practiced the same strategy, which implemented the “Empower” program designed to focus on their employees’ leadership development, career growth, and engagement. This program led the hotel to improve employee retention and career development opportunities. Hence, in the context of the Ritz London, implementing a training program will address the needs of employees and provide growth opportunities. Therefore, it can be articulated that the proposed strategy can potentially improve employees’ satisfaction and retention rate (Lau et al. 2022).
In addition, the second strategy for the HR professionals will be to introduce digital tools and systems to help the management of Ritz London to increase operational efficiency and improve the guest experience and employee satisfaction. Digital tools like mobile scheduling apps, online training modules, and communication platforms will help to enhance communication, training, and employee engagement (Bianchin et al. 2021). For example, in the past, when the Accor Hotels Group was facing employee retention issues, they decided to introduce “Optimum,” a mobile training platform that provided on-the-go training opportunities. This strategy helped them to improve their employee engagement and retention. At Ritz London, implementing digital tools and systems will make work more efficient and accessible. Hence, this will start to reflect in improving employee satisfaction and retention (Bianchin et al. 2021).
Likewise, creating career development opportunities will be our third agenda; this will help employees see a long-term future with the company and feel valued. Opportunities such as mentorship programs, job-shadowing, and leadership training programs will improve employee retention and motivation for the Ritz London Hotel. According to Khalimova (2020), the Marriott International Hotel chain introduced a leadership development program that provided leadership training opportunities to its employees, leading to improved retention rates. At Ritz London, providing career development opportunities will improve employee satisfaction and retention by creating a sense of long-term growth and stability (Primario et al., 2022).

Evaluation and Conclusion
Ritz London must address the high staff turnover rates caused by poor staff training and lack of digitalization to maintain its reputation and position as a world-class luxury hotel. These issues can result in various costs, including recruitment and onboarding expenses, lost productivity, and a negative impact on guest experience and hotel reputation. To mitigate these challenges, the hotel can implement comprehensive staff training programs, introduce digital tools and systems, and create career development opportunities. One recommended solution is developing a tailored training program focusing on employees’ needs. For example, the program can include training on new technologies, service skills, leadership skills, and diversity and inclusion to improve job satisfaction, performance, and retention rates. Customizing the program based on employees’ needs will demonstrate the hotel’s commitment to the professional growth of its employees. The Four Seasons Hotel’s “Empower” program is an excellent example of such a program, which resulted in improved employee retention and career development opportunities.
Furthermore, introducing digital tools and systems is another solution to improve the work environment and increase employee satisfaction. For example, the hotel can improve communication, training, and employee engagement by providing digital tools like mobile scheduling apps, online training modules, and communication platforms. The Accor Hotels Group’s “Optimum” mobile training platform is an example of a successful digital tool implementation, significantly improving employee engagement and retention. Creating career development opportunities is a third solution to improve employee retention rates significantly. Offering mentorship programs, job-shadowing, and leadership training programs can show the hotel’s commitment to the career growth of its employees, leading to improved employee retention and motivation. Marriott International’s leadership development program is an excellent example of such a program, which led to improved retention rates.
Hence, addressing the retention issues at the Ritz London hotel is critical to maintaining the hotel’s position as a world-class luxury hotel. Implementing comprehensive staff training programs, introducing digital tools and systems, and creating career development opportunities are recommended solutions to address the high staff turnover rates. Customized training programs, digital tools and systems, and career development opportunities can significantly improve employee satisfaction, retention, and productivity. In addition, these solutions can demonstrate the hotel’s commitment to the professional growth of its employees, leading to a more engaged and motivated workforce and ultimately benefiting both employees and guests.
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